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PART 1

GLOBETOM INTRODUCTION




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

GlobeTOM haspecialisedn the development and support of own and partner
products on Red Hat Linux since inception.

GlobeTOM was one of the pioneers of Red Hat Linux adoption in South Africa wt
it replaced an HRJX based missioearitical system for a major GSM Network
Provider inQ2/32004 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 singienth and has scaled horizontally

on HP racloptimised and blade servers under GlobeTOM support to over 80
servers.

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

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 andS®iaris using

SOA and Grid technology.

GlobeTOM has an-depth understanding and proven capability in the delivery of
missioncritical solutions and services on Red Hat Linux OS distributions.
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GlobeTOM is an established Systems Integrator and has been delivering solutiol
the Telecommunications industry since 2002 when the company was founded.

w GlobeTOMoresently supports well ovetO0 missiorcriticalservers at leading
Network Operators such as MTN South Africa and Vodacom South Africa.

w GlobeTOM provides a spectrum of missmitical Red Hat Linux Operating support
that includes:

¢ Full solution stack product support for applications developed and maintaine
by GlobeTOM which includes:

w Certification of software builds on specific Red Hat Linux releases and
patch levels;

w As Oracle Database Technology Partner, we possess specialised skills
the implementation of highly available Real Application Clusters (RAC).

¢ Red Hat Linux Operating System support for third party application
environments;

¢ Implementation and support of Red Hat Satellite for mdsployment release
and patch management of Red Hat Linux

¢ Constructionof application distribution channels on Red Hat Satellite for
controlled software release configuration management on lasgale
deployments

¢ Internationalstandard product development on Red Hat Linux.
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w Df 26S¢haQa LiudiSeldprieyit@i Rupport staff includes:
¢ 3 RedHatCertified Yy IAYSSNA owl / 9Qav
¢ 1 Red Hat Certifiediechnician (RHET busy with RHCE Certification
w In addition to our certified Red Hat professionals, GlobeTOM specialises almost
exclusively in the development of misstoritical applications with Red Hat Linux as
the preferred Operating System platform and, as a result of this focus, Ha,ls)adA
RedHatLinua {1 Afta o0laS aLINBIR | ONRPaa UKS
Staft
w Continuous investment in Red Hat Linux skills
w GlobeTOM has a proud track record with:
¢ SAN implementation (with deep specialisation on Oracle SAN integration)

¢ Certifying custom software on Red Hat Linux (e.g. Oracle Tuxedo applications)
¢ Managing complex cases on behalf of customers to resolution
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Production Support Service Level Agreement

Basic Standard Premium

Hours of Coverage Standard Business Hours Standard Business Hours Standard Business Hours
24xT for Severity 1

Support Channel Web Web and Phone Web and Phone
Mumber of Cases Unkimited Unkimited Unkimited
Initial and Ongoing Response Times
Severity 1 1 business days 1 business hour

for all izsues
Severity 2 4 business hours 4 business hours
Severity 3 1 business day | business day

Severity 4 2 business days 1 business days

w Varies depending on subscription chosen
w From
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RHEL Production Support Contact Schedule

Humber of Subscriptions Production Support Contacts
1 to 50 y

51 to 100 4

101 to 250

251 to 500

501 to 1000

1001 and over

w 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 SERVICE LEVELS




w OPTION g RED HAT SUBSCRIPTION SALES ONLY

¢ Customers can purchase Red Hat Linux subscriptions from GlobeTOM. Once purchase is concluded
GlobeTOM can disengage and customer deals directly with Red Hat

w OPTION 2 GLOBETOM RED HAT STANDARD CARE

¢  With our Standard Care option, GlobeTOM is involved in case management and resolution together wi
the customer in a collaborative manner.

w OPTIONS ¢ GLOBETOM RED HAEMIUM CARE

¢  With our Premium Care option, GlobeTOM takes total ownership of Red Hat case management again:
Service Level Agreement between Customer and GlobeTOM.

¢ /dzai2YSNIIGGFAya RSSLI £t20Ft o6{2dziK ! TNAOIYO &
support levels to protect missiearitical environments.
¢ GlobeTOM provides consultancy services

SEE THE FOLLOWING SLIDES FOR MORE DETAILS
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GlobeTOM sells Red Hat subscriptions to the customer and manages the proces
electing the most appropriate subscription level with the customer and sources th

subscriptions and Media from Red Hat and registers the subscriptions on behalf ¢
the customer.

w The customer elects themail address for Red Hat subscription patch updates anc

other notifications and GlobeTOM has no obligation after conclusion of the sales
process

w 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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w Subscription registration

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

w Case Handling
¢ Customer logs cases with GlobeTOM
GlobeTOM preyualifies case
GlobeTOM logs case with Red Hat
Customer and GlobeTOM is continuously kept up to date
Customer, GlobeTOM and Red Hat collaborate to reach case resolution
¢ Onsite callout possible
w Proactive support
¢ None provided by GlobeTOM under Standard Care Option
w Benefits to customer
¢ Local (incountry) RHCE assigned to case
¢ Sound pregualification and analysis of cases logged on GlobeTOM Help Des
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W
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Subscription registration

¢ Subscriptions under GlobeTORMMemium RedHat Care registered againgte
GlobeTOM RHCE marbup thatexcludes designatecustomer technical and
commercial (if requiredepresentatives

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

Case Handling
¢ Customer logs cases wi@lobeTOM only;
¢ GlobeTOM pregualifiescase;
¢ GlobeTOM logs case with Riddt;
¢ GlobeTOMnd Red Hat collaborate to reach caseolution
¢ Complete case resolution logged to GlobeDesk ticket.

Pro-activesupport
¢ Periodic onrsite consulting provided with frequency and objectives planned as part
of the SLA

¢ Professional service assistance with Red Hat upgrade planning
Benefits to customer

¢ Local (incountry) RHCE assigned to case

¢ Sound prequalification and analysis of cases logged on GlobeTOMD#=lk

¢ Case completion handled by GlobeTOM, but customer stays informed throughout
process
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Qy Globedadh ‘ redhat

Email:

Password:

Remember

Live Support

Me:

English (U.5.) -

Help Desk Software By GlobeTOM SupportSuite v3.11.01

w Online help desk for Red Hat Linux Support
w Located at http://www.globetom.co.za/globedesk
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w 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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w GlobeTOM is able to engage with the customer to deliver Professional Servi
in the following areas:

1/29/2010

Installation Services

I/O Subsystem Integratiorg Storage Area Network and Network
Attached Storage integration, with specific skills with HP Ratiknised
server and Blade Server integration;

Implementation ofRed Hat Satellitdor controlled multtorganisation and
multi-channel releasenanagement;

Virtualisation implementations
Highavailability strategies and implementation

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

w Real Application Clusters
w Data replication and management for Disaster Recovery
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You can manage your own Red Hat OS and application software configuration
management with the implementation of Red Hat Network Satellite.

GlobeTOM has comprehensiigeal expertise in the setup and administration of
Red Hat Satellite

With Red Hat Satellite, customers reap the benefits of:
Ease of management of largeale Red Hat Linux deployments;
Guaranteed consistency in system configuration management;
Management of multiple customers/departments with the medtig functions;
Management of multiple application types with Red Hat base and application software channels.

knoudedgebase | Documen tation LOGGED : jeanmycock | Preferences | Sign Dut

g RED HAT NETWORK SATELLITE Systems ¥
Search |

0 SYSTEMS SELECTED [MtGredd LSRN

Your RHH Systems Errata Channels Configuration Schedule Users Help

E’j] Software Channel Management @

® clone channel | @ create new channel

The following software channels are owned by your organization.

'::::g:e?fmare todify an existing software channel by selecting it from the list below, or create a new software channel.

Red Hat Enterprise Linux [v. 5 for 32-bit x&6)

LBeS Access Channel Server (v, 1 for 22-bit x86)

L yIBes Application Server (v, 1 for 32-bit x86)
LylBeS Managment Cluster Server (v, 1 for 32-bit x86)
Red Hat Enterprise Linux [v. 5 for 64-bit x86_s&4]

L y|BeS Database Server [v. 1 for 32-bit x84_g4]
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w Capability

Deep specialisation in Red Hat
Linux

Specialisation as:
w Software Developer
w Systems Integrator

w Infrastructure
Implementation

Existing credentials in the
Telecommunications Industiy
over 130 servers managed at two
major GSM Networkperators in
South Africag LOCAL EXPERTISE
AT LOCAL RATES

Existing expertise in the
implementation of Red Hat
Satellite for the management of
multi-organisation, multchannel
softwaredistribution

Proven expertise in the
management of largscale Red
Hat deployments

w Customer Benefits
w Proven abilityto understand full

customer solution stack and
contribute in optimal Red Hat
Linux configuration

Local expertise for the South
African NSP marke&taccessible
skills.
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