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Document Introduction

ω This document provides a brief overview of the Red Hat Linux support, subscription 
sales and related professional service capabilities and offering of GlobeTOM.

ω GlobeTOM has specialised in the development and support of  own and partner 
products on Red Hat Linux since inception.

ω GlobeTOM was one of the pioneers of Red Hat Linux adoption in South Africa when 
it replaced an HP-UX based mission-critical system for a major GSM Network 
Provider in Q2/3 2004 with a Red Hat Linux Advanced Server release 2.x server 
farm. This system has been in active production operation and has peaked at 
switching over 4 billion transactions in a single month and has scaled horizontally 
on HP rack-optimised and blade servers under GlobeTOM support to over 80 
servers. 

ω GlobeTOM is an active developer of Service Oriented Architecture and Grid 
Computing technologies on Red Hat Linux (and Sun Solaris) and owns its own SOA 
framework and grid technology Intellectual Property with Red Hat Linux as the 
primary platform.

ω GlobeTOM has also developed a Network Mediation Platform that manages core 
network equipment for a major GSM network operator using CMIS, Corba and 
proprietary protocols. This platform runs on Red Hat Linux and Sun Solaris using 
SOA and Grid technology.

ω GlobeTOM has an in-depth understanding and proven capability in the delivery of 
mission-critical solutions and services on Red Hat Linux OS distributions.  
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Telecommunications Industry Credentials

ω GlobeTOM is an established Systems Integrator and has been delivering solutions in 
the Telecommunications industry since 2002 when the company was founded. 

ω GlobeTOM presently supports well over 100 mission-critical servers at leading 
Network Operators such as MTN South Africa and Vodacom South Africa. 

ω GlobeTOM provides a spectrum of mission-critical Red Hat Linux Operating support 
that includes:
ς Full solution stack product support for applications developed and maintained 

by GlobeTOM which includes:
ωCertification of software builds on specific Red Hat Linux releases and 

patch levels;
ωAs Oracle Database Technology Partner, we possess specialised skills in 

the implementation of highly available Real Application Clusters (RAC).
ς Red Hat Linux Operating System support for third party application 

environments;
ς Implementation and support of Red Hat Satellite for mass-deployment release 

and patch management of Red Hat Linux;
ς Construction of application distribution channels on Red Hat Satellite for 

controlled software release configuration management on large-scale 
deployments.

ς International-standard product development on Red Hat Linux. 
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GlobeTOM Red Hat Resource Gearing

ω DƭƻōŜ¢haΩǎ ŜȄǇŜǊƛŜƴŎŜŘ Linux development and support staff includes:

ς 3 Red Hat Certified 9ƴƎƛƴŜŜǊǎ όwI/9Ωǎύ

ς 1 Red Hat Certified Technician (RHCT) ςbusy with RHCE Certification

ω In addition to our certified Red Hat professionals, GlobeTOM specialises almost 
exclusively in the development of mission-critical applications with Red Hat Linux as 
the preferred Operating System platform and, as a result of this focus, has an broad 
Red Hat Linux ǎƪƛƭƭǎ ōŀǎŜ ǎǇǊŜŀŘ ŀŎǊƻǎǎ ǘƘŜ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ 9ƴƎƛƴŜŜǊƛƴƎ ŀƴŘ {ǳǇǇƻǊǘ 
Staff.

ω Continuous investment in Red Hat Linux skills

ω GlobeTOM has a proud track record with:
ς SAN implementation (with deep specialisation on Oracle SAN integration)

ς Certifying custom software on Red Hat Linux (e.g. Oracle Tuxedo applications)

ς Managing complex cases on behalf of customers to resolution
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RED HAT SLA AND CONTACT

PART 2
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Red Hat Linux SLA
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ω Varies depending on subscription chosen

ω From https://www.redhat.com/support/policy/sla/production/

https://www.redhat.com/support/policy/sla/production/


Red Hat and Customer Interaction

ω Defines the number of people from the customer that can engage with Red Hat 
based on the number of subscriptions owned.
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GlobeTOM Red Hat Service Level Overview

ω OPTION 1 ςRED HAT SUBSCRIPTION SALES ONLY
ς Customers can purchase Red Hat Linux subscriptions from GlobeTOM. Once purchase is concluded 

GlobeTOM can disengage and customer deals directly with Red Hat

ω OPTION 2 ςGLOBETOM RED HAT STANDARD CARE  
ς With our Standard Care option, GlobeTOM is involved in case management and resolution together with 

the customer in a collaborative manner.

ω OPTION 3 ςGLOBETOM RED HAT PREMIUM CARE
ς With our Premium Care option, GlobeTOM takes total ownership of Red Hat case management against a 

Service Level Agreement between Customer and GlobeTOM.

ς /ǳǎǘƻƳŜǊ ŀǘǘŀƛƴǎ ŘŜŜǇ ƭƻŎŀƭ ό{ƻǳǘƘ !ŦǊƛŎŀƴύ ǎǇŜŎƛŀƭƛǎŀǘƛƻƴ ŀƴŘ {ŜǊǾƛŎŜ [ŜǾŜƭǎ ŀǎ ǿŜƭƭ ŀǎ wŜŘ IŀǘΩǎ ǎǳǇŜǊƛƻǊ 
support levels to protect mission-critical environments.

ς GlobeTOM provides consultancy services 

SEE THE FOLLOWING SLIDES FOR MORE DETAILS
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GlobeTOM Red Hat Subscription Sales

ω GlobeTOM sells Red Hat subscriptions to the customer and manages the process of 
electing the most appropriate subscription level with the customer and sources the 
subscriptions and Media from Red Hat and registers the subscriptions on behalf of 
the customer.

ω The customer elects the e-mail address for Red Hat subscription patch updates and 
other notifications and GlobeTOM has no obligation after conclusion of the sales 
process.

ω GlobeTOM registers the servers with Red Hat on behalf of the customer (if 
required) and after that communicates login credentials to Customer after which 
customer engages directly with Red Hat. 
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GlobeTOM Standard Red Hat Care

ω Subscription registration

ς Subscriptions under GlobeTOM Standard Red Hat Care registered against 
GlobeTOM mail group that includes designated customer technical and 
commercial (if required) representatives

ω Case Handling

ς Customer logs cases with GlobeTOM

ς GlobeTOM pre-qualifies case

ς GlobeTOM logs case with Red Hat

ς Customer and GlobeTOM is continuously kept up to date

ς Customer, GlobeTOM and Red Hat collaborate to reach case resolution

ς On-site callout possible

ω Pro-active support

ς None provided by GlobeTOM under Standard Care Option

ω Benefits to customer

ς Local (in-country) RHCE assigned to case

ς Sound pre-qualification and analysis of cases logged on GlobeTOM Help Desk
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GlobeTOM Standard Red Hat Care
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GlobeTOM Premium Red Hat Care

ω Subscription registration
ς Subscriptions under GlobeTOM Premium Red Hat Care registered against the 

GlobeTOM RHCE mail group that excludes designated customer technical and 
commercial (if required) representatives

ς Customer designated support representatives are provided with access to the Red 
Hat Help Desk operated on the GlobeTOM online help desk  (GlobeDesk) where 
cases are logged and tracked against a SLA.

ω Case Handling
ς Customer logs cases with GlobeTOM only;
ς GlobeTOM pre-qualifies case;
ς GlobeTOM logs case with Red Hat;
ς GlobeTOM and Red Hat collaborate to reach case resolution
ς Complete case resolution logged to GlobeDesk ticket.

ω Pro-active support
ς Periodic on-site consulting provided with frequency and objectives planned as part 

of the SLA
ς Professional service assistance with Red Hat upgrade planning

ω Benefits to customer
ς Local (in-country) RHCE assigned to case
ς Sound pre-qualification and analysis of cases logged on GlobeTOM Help Desk
ς Case completion handled by GlobeTOM, but customer stays informed throughout 

process

1/29/2010

14

© GlobeTOM Holdings (Pty) Ltd



GlobeTOM Premium Red Hat Care

ω Online help desk for Red Hat Linux Support

ω Located at http://www.globetom.co.za/globedesk
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GlobeTOM Premium Red Hat Care
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Want a tailor-made solution?

ω For customers that have specific requirements that differ from the three standard 
customer service options listed in the preceding slides, GlobeTOM offers tailor-
made solutions.
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GlobeTOM Red Hat Professional Services

ω GlobeTOM is able to engage with the customer to deliver Professional Services 
in the following areas:

ς Installation Services;

ς I/O Subsystem Integration ςStorage Area Network and Network 
Attached Storage integration, with specific skills with HP Rack-optimised 
server and Blade Server integration;

ς Implementation of Red Hat Satellitefor controlled multi-organisation and 
multi-channel release management;

ς Virtualisation implementations

ς High-availability strategies and implementation

ς Deep specialisation in Oracle® RDBMS (10g / 11g) on Red Hat Linux 
distributions:

ωReal Application Clusters

ωData replication and management for Disaster Recovery
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Invest in Red Hat Network Satellite

ω You can manage your own Red Hat OS and application software configuration 
management with the implementation of Red Hat Network Satellite.

ω GlobeTOM has comprehensive localexpertise in the setup and administration of 
Red Hat Satellite

ω With Red Hat Satellite, customers reap the benefits of:
ς Ease of management of large-scale Red Hat Linux  deployments;

ς Guaranteed consistency in system configuration management;

ς Management of multiple customers/departments with the multi-org functions;

ς Management of multiple application types with Red Hat base and application software channels.
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Why GlobeTOM as Red Hat service 
provider?

ω Capability
ς Deep specialisation in Red Hat 

Linux
ς Specialisation as:

ωSoftware Developer
ωSystems Integrator
ωInfrastructure 

Implementation
ς Existing credentials in the 

Telecommunications Industry ς
over 130 servers managed at two 
major GSM Network Operators in 
South Africa ςLOCAL EXPERTISE 
AT LOCAL RATES

ς Existing expertise in the 
implementation of Red Hat 
Satellite for the management of 
multi-organisation, multi-channel 
software distribution

ς Proven expertise in the 
management of large-scale Red 
Hat deployments

ω Customer Benefits

ω Proven ability to understand full 
customer solution stack and 
contribute in optimal Red Hat 
Linux configuration.

ω Local expertise for the South 
African NSP market ςaccessible 
skills.
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