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Agenda

• Enhanced service levels

• Service operation

• User help update

• System infrastructure
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Service circle of synergy



4

Enhanced service support levels

• Bronze – web self service
• Silver – local office hours priority telephone support & live chat
• Gold / Platinum

– Telephone support from both our UK and US office
– 24/7 emergency support
– Pro-active customer care
– Inclusion in early adopter program
– Dedicated account manager
– Fast track to the team for response to issues 1 - 4 business hours
– + lots more
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Additional services

• Quick start
– To assist a customer in deployment phase

• Device testing
– Don’t have a device we can help

• Bureau service
– Usability & best practise review of your service
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Service operation

• 24/7 monitoring of the service
– Traffic
– Payment connections
– On call team for priority 1 issues  (Gold / Platinum service customers)
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Billing connections monitoring…
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The UK service team

• New faces
– Michelle Kier
– Christian Baker
– Katie Hillman
– Sally Maclachlan
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User support - My account

• The new name for “My Options”
– “Account” a more understandable description

• Clearer layout
– Logical grouping of functionality
– Icons aid visibility
– Horizontal lines to divide sections

• Navigation standardised throughout
• More account information easily accessible

– Basic info shown, with “more” link for extra
• Easily expandable as we add functionality
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Account information

• Summary shown initially
• Expands to full account information
• New info added

– Phone/browser type
– User type
– Date account created
– Email address
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Subscription management

• Active subscriptions still shown by default
• Count of active/cancelled subscriptions shown
• “+ more” link to expand subscription details
• Brandable, linking back to content provider site
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System infrastructure

We have expanded our infrastructure to:
– offer easier and faster access to the data
– accommodate growth in traffic
– add extra resilience and flexibility
– keep your transactions and traffic data safe and secure
– run more services globally and faster
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Triplicated architecture
Globix Hosted Telstra Hosted In-house Facility

Prime-B Prime-A Standby

Dev

Test

Multiple 
Independent

ISP links

C.P.

http://images.google.com/imgres?imgurl=http://www.99shadesofgrey.com/050817_telstra.jpg&imgrefurl=http://www.99shadesofgrey.com/general/&h=150&w=200&sz=3&tbnid=UlwwaBGXI5NTMM:&tbnh=78&tbnw=104&prev=/images%3Fq%3Dtelstra%2Blogo&start=1&sa=X&oi=images&ct=image&cd=1
http://www.globix.com/
http://images.google.com/imgres?imgurl=http://www.clearchannel.co.uk/documents/BT%2520Logo.jpg&imgrefurl=http://www.clearchannel.co.uk/sda2006/index.cfm%3Fpageid%3D665&h=544&w=1051&sz=141&tbnid=67hvT2j6fQeSCM:&tbnh=78&tbnw=150&prev=/images%3Fq%3Dbt%2Blogo&start=1&sa=X&oi=images&ct=image&cd=1
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Physical implementation

Multiple Independent high 
bandwidth ISP links

Dual Zeus ZXTM Load 
balancing & caching

Multiple web and
payment interface
servers

Primary Database 
Server

NetApp Network 
Attached Storage

Data Warehouse

Racks of Web Servers
running .NET

http://www.zeus.com/
http://images.google.com/imgres?imgurl=http://www.99shadesofgrey.com/050817_telstra.jpg&imgrefurl=http://www.99shadesofgrey.com/general/&h=150&w=200&sz=3&tbnid=UlwwaBGXI5NTMM:&tbnh=78&tbnw=104&prev=/images%3Fq%3Dtelstra%2Blogo&start=1&sa=X&oi=images&ct=image&cd=1
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
http://www.dell.com/content/products/productdetails.aspx/pedge_6950?c=us&cs=555&l=en&s=biz
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Providing reliable service
First three 

months 2008

Monitor from
7 locations
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Response Time

Feb 08 
month end

More new
servers
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Thank you…
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