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Pacific Northwest Gigapop

Network Operations Center

Contact Information &

Problem Reporting Procedures

Effective 05/21/01

The Pacific Northwest Gigapop (PNWGP) Network Operations Center (NOC) proactively monitors Participant’s PNWGP connectivity 24 hours per day, 7 day per week.  The NOC is staffed with network specialists M-F 8am-8pm, and 9am-6pm Sat/Sun.  During off-hours and all holidays, the network connectivity is monitored by Computer Operations personnel and NOC staff members are available via pagers for emergency data network troubleshooting and repairs.

The NOC is available to assist the designated technical representatives and site contacts of PNW Gigapop participants with data network connectivity problems.

The NOC maintains a database of contact information for all PNWGP participants.  Participants are responsible for providing the NOC with current contact information that includes phone numbers, hours of availability and email addresses for primary and secondary contact persons and additional persons that participants want contacted in the event that network problems are detected by the NOC.  Contact information may be submitted to NOC through noc@pnw-gigapop.net or through the PNWGP services manager.

It is expected that only the designated technical representatives and site contacts will be working with the NOC.  These persons must be able to check the following items and provide the requested information to the NOC:

Physical inspection:

· Know the actual physical location of your PNW Gigapop network equipment.

· Check for any loose, disconnected, or damaged cabling.

· Verify that all equipment has power.

· Check for any telephone or Ethernet (as appropriate) outages at your site.

Network connectivity:

· Are all network services or only some affected?

· Are you experiencing problems with your administrative applications?

· If you are having telnet problems, please be able to give examples of the site(s) you cannot reach or other complete error messages.

· Are you able to telnet to sites using IP addresses but not DNS host names? Please be able to give examples.

· If you are having web browsing problems please be able to give example URLs that you cannot reach or other complete error messages.

The NOC will issue you a trouble ticket number if you are calling between the hours of 8am-8pm M-F or 9am-6pm Sat/Sun.  If you call outside of these hours, the Computer Operations staff will relay all of your information to on-call NOC staff.  When calling the NOC back about a previously reported problem it will be helpful to have this number available.

If you have service-affecting problems and within two hours of receiving your trouble ticket number you have not gotten an adequate response and/or a plan of action, ask your NOC staff or Computer Operations staff contact to escalate as follows:

· Another network specialist (2nd opinion, or specialty troubleshooting)

· NOC Operations Supervisor

· Gigapop Services Manager

· Network Engineering Manager

The Gigapop facilities are available for visits by Participant’s technical and site contacts to become familiar with the physical connectivity between Participants’s demarc and the Gigapop network.  Arrangements may be made via Gigapop Services Manager at:

206.934.5588.
Contacting the NOC:

(206) 934-5580

(888) 934-5580

noc@pnw-gigapop.net

� EMBED Word.Picture.8  ���





� EMBED Word.Picture.8  ���








NOCCONTACT  052101
Page 2 of 2

_993375622.doc
[image: image1.png]PACIFIC

NORTHWEST

==

GIGAPOP







