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About This Document
Based on the contract signed by Yxtensys and Transatel (“TSL”) , this document outlines the operational processes between the two parties under the MVNA-TSL framework.
This document is only an operational agreement: master document remains contract signed-off by Yxtensys and Transatel. 
Owner of this Operational Manual is Transatel. 
Transatel oversees any required update (e.g. contact details). 
Any request to alter or amend the contents of this document should be raised to Transatel Service Manager and discussed at the regular Service Review Meetings.
Should a new version of this Operational Manual be created, it will be shared by Transatel to Informatique Assistance Fr.
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[bookmark: _Toc53150402]Overall Organization & contacts
[bookmark: _Toc53150403]The Ops Teams
[bookmark: _Toc53150404]Level 2 Support

[bookmark: _Toc477268871][bookmark: _Toc479168188][bookmark: _Toc481149334][bookmark: _Toc481150606][bookmark: _Toc482628142][bookmark: _Toc482890027][bookmark: _Toc482964589][bookmark: _Toc483227400][bookmark: _Toc484176036][bookmark: _Toc484176219][bookmark: _Toc484185075][bookmark: _Toc484185296][bookmark: _Toc484185546]Yxtensys oversees the Level 1 support diagnosis for an issue raised by the end-customer. Whenever this Level 1 investigation doesn't allow the issue to be fixed, a ticket (encompassing all the needed information described in the "2.3 Incident Ticket Format and Pre-requisite" section below) must then be created on Transatel ticketing system.
[bookmark: _Hlk21440555]The Transatel Support level 2 acknowledge the ticket and starts first investigations.
The team is responsible for:
Sending the first response
Setting the right criticality
Starting the first diagnosis 
Escalating to support level 3 (if needed)
Giving feedback and communication on the overall investigation
Closing the ticket and explaining the root cause

1.1.1 [bookmark: _Toc21450082][bookmark: _Toc53150405]Level 3 support

If the ticket requires higher expertise, it will then be escalated to level 3.
The team is responsible for:
Monitoring: setup and supervising
New offers configuration and overall configuration changes (through a Change ticket)
Incident resolution and back-office requests treatment
Projects on production environment
The deployments of releases on production environment
Post-release checks on production environment
Overall stability of Services on production environment



1.1.2 [bookmark: _Toc21450083][bookmark: _Toc53150406]Client Services Management (CSM)

[bookmark: _Hlk21440534]The CSM team provides general support to the Service Provider and is available to answer questions which may arise. It is a not a technical support team, but a first point of escalation, if required. The CSM is the main point of contact for the configuration of added services. 

Point of contact for any operational and technical questions
First level of escalation if SLAs are not met
The CSM is responsible for:
· The overall quality of services provided to the MVNO
· Providing Post incident reports after critical incidents
· Coordinating new services implementation between the MVNO and TSL
· MVNO team training
· Providing support during changes
· Identifying service gaps and implementing ways of improvement
· Generating monthly KPI reports showing all the past month events and the actual performance (network and Incident management) results compared to the agreed SLAs
· Leading the monthly service review meetings (calls or face to face) where are mentioned:
· MVNO’s activity
· The KPI report
· The future changes
· AOB if required

[bookmark: _Toc53150407]TSL internal organization and associated scope/responsibility split

	TSL contact
	Contact details

	Service Manager
	Rodrigue Hoton
+ 33 (0) 1 74 95 74 75
+33 (0) 6 44 50 92 27
Servicemanagement.fr@transatel.com

	Product Manager MVNA
	Max Graveline
+33 (1) 74 95 74 00
Max.graveline@transatel.com

	
	




[bookmark: _Toc53150408]MVNO internal organization and associated scope/responsibility split

	MVNO contact
	Contact details

	Commercial contact
	

	Operational contact
	

	Support Teams contact
	








[bookmark: _Toc53150409][bookmark: _Toc484185079][bookmark: _Toc484185300][bookmark: _Toc484185550]Business days/hours : Definition
[bookmark: _Hlk21440518]Transatel business hours are defined as follows: from 9.30 am to 6.30 pm CET, Monday to Friday, except French bank holidays. The tickets are treated from 8.30 am to 10.00 pm CET, Monday to Friday.

[bookmark: _Toc477268875][bookmark: _Toc479168192][bookmark: _Toc481149339][bookmark: _Toc481150611][bookmark: _Toc482628147][bookmark: _Toc482890032][bookmark: _Toc482964594][bookmark: _Toc483227405][bookmark: _Toc484176041][bookmark: _Toc484176224][bookmark: _Toc484185080][bookmark: _Toc484185301][bookmark: _Toc484185551][bookmark: _Toc477268876][bookmark: _Toc479168193][bookmark: _Toc481149340][bookmark: _Toc481150612][bookmark: _Toc482628148][bookmark: _Toc482890033][bookmark: _Toc482964595][bookmark: _Toc483227406][bookmark: _Toc484176042][bookmark: _Toc484176225][bookmark: _Toc484185081][bookmark: _Toc484185302][bookmark: _Toc484185552][bookmark: _Toc477268877][bookmark: _Toc479168194][bookmark: _Toc481149341][bookmark: _Toc481150613][bookmark: _Toc482628149][bookmark: _Toc482890034][bookmark: _Toc482964596][bookmark: _Toc483227407][bookmark: _Toc484176043][bookmark: _Toc484176226][bookmark: _Toc484185082][bookmark: _Toc484185303][bookmark: _Toc484185553][bookmark: _Toc477268878][bookmark: _Toc479168195][bookmark: _Toc481149342][bookmark: _Toc481150614][bookmark: _Toc482628150][bookmark: _Toc482890035][bookmark: _Toc482964597][bookmark: _Toc483227408][bookmark: _Toc484176044][bookmark: _Toc484176227][bookmark: _Toc484185083][bookmark: _Toc484185304][bookmark: _Toc484185554][bookmark: _Toc477268879][bookmark: _Toc479168196][bookmark: _Toc481149343][bookmark: _Toc481150615][bookmark: _Toc482628151][bookmark: _Toc482890036][bookmark: _Toc482964598][bookmark: _Toc483227409][bookmark: _Toc484176045][bookmark: _Toc484176228][bookmark: _Toc484185084][bookmark: _Toc484185305][bookmark: _Toc484185555]Fixed Public Holidays in France (the following are held on the same day each year):
New Year's Day - 1st January each year
Labour Day - 1st May each year
VE Day - 8th May each year
Bastille Day - 14th July each year
Assumption Day - 15th August each year
All Saints Day - 1st November each year
Armistice Day - 11th November each year
Christmas Day - 25th December each year

Changeable Public Holidays in France (the following are held on different days each year):
Easter Monday: 4 April 2021
Assumption Day (40 days after Easter Sunday, always on a Thursday): 13 May 2021
[bookmark: _Toc53150410]Incident management
[bookmark: _Toc484185557][bookmark: _Toc53150411]Workflow and legends
1st case scenario - Incident ticket opened by Yxtensys :
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2nd case scenario - Incident notified by Transatel:
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[bookmark: _Toc484176050][bookmark: _Toc484176233][bookmark: _Toc484185088][bookmark: _Toc484185309][bookmark: _Toc484185559][bookmark: _Toc484176051][bookmark: _Toc484176234][bookmark: _Toc484185089][bookmark: _Toc484185310][bookmark: _Toc484185560][bookmark: _Toc53150412]Your interface - Service Desk: how does it look like? 

In order to create an incident ticket, you log into Service Desk and use one of the 3 following choices (the “Operational change” section will not be in your scope):
· Connectivity and networks
· Subs Management
· Wholesales Services
This is described in the screenshot below:

[image: C:\Users\stephane.cima\AppData\Local\Microsoft\Windows\INetCacheContent.Word\Capture 2.png]























[image: C:\Users\stephane.cima\AppData\Local\Microsoft\Windows\INetCache\Content.Word\Capture.png]You can also find more details about Service desk by downloading the user guide:



[bookmark: _Toc53150413]Incident ticket format and pre-requisite
Once you have chosen the incident category (for instance: Connectivity and Network -> Data incident), the ticket creation form will define the information needed. It is very important that all the mentioned fields are filled in, especially with the following details:
· MSISDN (by using the international format)
· ICCID (or Transatel ID)
· Timestamps…





1. [bookmark: _Toc477268884][bookmark: _Toc479168201][bookmark: _Toc481149348][bookmark: _Toc481150620][bookmark: _Toc482628157][bookmark: _Toc482890042][bookmark: _Toc482964604][bookmark: _Toc483227415][bookmark: _Toc484176054][bookmark: _Toc484176237][bookmark: _Toc484185092][bookmark: _Toc484185313][bookmark: _Toc484185563][bookmark: _Toc53150414]Incidents categories – priorities definition or criticality?

	Priority
	Description
	Identified impact

	P1
	Major Service Affecting
	Faults or incidents significantly affecting the availability or the resilience of a service and/or having an impact on 50% or more of the users of the service.

	P2
	Intermittently Major Service Affecting
	Faults or incidents which affect service on an intermittent basis and/or having an impact on less than 50% of the users of the service and/or materially affecting the MVNO business.

	P3
	Minor Service Affecting
	Faults or incidents producing a minor impact on the service and/or having an impact on individual users. Problem specific to a non-core service (core services being defined as: voice, SMS, data, web access, top-up and activation) or uncommon scenario.

	P4
	Non-Service Affecting
	Faults or incidents producing no impact to the service or a non-conformance to the functional specification.  Problems affecting the operation and maintenance of the system, but not directly affecting any user.



[bookmark: _Toc477268886][bookmark: _Toc479168203][bookmark: _Toc481149350][bookmark: _Toc481150622][bookmark: _Toc482628159][bookmark: _Toc482890044][bookmark: _Toc482964606][bookmark: _Toc483227417][bookmark: _Toc484176056][bookmark: _Toc484176239][bookmark: _Toc484185094][bookmark: _Toc484185315][bookmark: _Toc484185565][bookmark: _Toc53150415]Incident
There is the possibility to request a post-incident report for Critical incidents, the communication workflow can be found below:
	Criticality
	Root cause details – default
	Root cause details – investigation
	MVNO contact
	TSL contact

	Critical
	TSL incident management team will endeavour to provide root cause description within conclusion email (i.e. at last when incident is closed).
	[bookmark: OLE_LINK1]Should more details be required, ad-hoc exchanges can occur between TSL and MVNO.
TSL Incident Management will provide a PIR (Post-Incident Report) within a week after resolution

	

	Client Service Manager

	
	
	Should more details be required, updates would be exchanged during monthly SRM.
	Rodrigue Hoton
	Service Manager





[bookmark: _Toc53150416] escalation matrix 
	Level
	Transatel Contact
	Contact details

	TSL Level 1
	Support Level 2
	[bookmark: _Hlk527127635]During working hours:
incident@support.transatel.com
+33 (0) 1 74 95 95 09 can be reached


	TSL Level 2
	Service Manager
(if SLAs are not met)
	Rodrigue Hoton
+ 33 (0) 1 74 95 74 75
+33 (0) 6 44 50 92 27
Servicemanagement.fr@transatel.com

	TSL Level 3
	Head of Service Management

	Foad Sebbahi
Foad.sebbahi@transatel.com



	Level
	MVNO Contact
	Contact details

	Level 1
	Support Team 

	

	Level 2
	Customer Service Manager  
	 


	Level 3
	Head of Operations
	


[bookmark: _Toc477268889][bookmark: _Toc479168206][bookmark: _Toc481149353][bookmark: _Toc481150625][bookmark: _Toc482628162][bookmark: _Toc482890047][bookmark: _Toc482964609][bookmark: _Toc483227420][bookmark: _Toc484176059][bookmark: _Toc484176242][bookmark: _Toc484185097][bookmark: _Toc484185318][bookmark: _Toc484185568][bookmark: _Toc477268890][bookmark: _Toc479168207][bookmark: _Toc481149354][bookmark: _Toc481150626][bookmark: _Toc482628163][bookmark: _Toc482890048][bookmark: _Toc482964610][bookmark: _Toc483227421][bookmark: _Toc484176060][bookmark: _Toc484176243][bookmark: _Toc484185098][bookmark: _Toc484185319][bookmark: _Toc484185569][bookmark: _Toc477268891][bookmark: _Toc479168208][bookmark: _Toc481149355][bookmark: _Toc481150627][bookmark: _Toc482628164][bookmark: _Toc482890049][bookmark: _Toc482964611][bookmark: _Toc483227422][bookmark: _Toc484176061][bookmark: _Toc484176244][bookmark: _Toc484185099][bookmark: _Toc484185320][bookmark: _Toc484185570][bookmark: _Toc477268892][bookmark: _Toc479168209][bookmark: _Toc481149356][bookmark: _Toc481150628][bookmark: _Toc482628165][bookmark: _Toc482890050][bookmark: _Toc482964612][bookmark: _Toc483227423][bookmark: _Toc484176062][bookmark: _Toc484176245][bookmark: _Toc484185100][bookmark: _Toc484185321][bookmark: _Toc484185571][bookmark: _Toc477268893][bookmark: _Toc479168210][bookmark: _Toc481149357][bookmark: _Toc481150629][bookmark: _Toc482628166][bookmark: _Toc482890051][bookmark: _Toc482964613][bookmark: _Toc483227424][bookmark: _Toc484176063][bookmark: _Toc484176246][bookmark: _Toc484185101][bookmark: _Toc484185322][bookmark: _Toc484185572][bookmark: _Toc477268894][bookmark: _Toc479168211][bookmark: _Toc481149358][bookmark: _Toc481150630][bookmark: _Toc482628167][bookmark: _Toc482890052][bookmark: _Toc482964614][bookmark: _Toc483227425][bookmark: _Toc484176064][bookmark: _Toc484176247][bookmark: _Toc484185102][bookmark: _Toc484185323][bookmark: _Toc484185573][bookmark: _Toc477268895][bookmark: _Toc479168212][bookmark: _Toc481149359][bookmark: _Toc481150631][bookmark: _Toc482628168][bookmark: _Toc482890053][bookmark: _Toc482964615][bookmark: _Toc483227426][bookmark: _Toc484176065][bookmark: _Toc484176248][bookmark: _Toc484185103][bookmark: _Toc484185324][bookmark: _Toc484185574][bookmark: _Toc477268896][bookmark: _Toc479168213][bookmark: _Toc481149360][bookmark: _Toc481150632][bookmark: _Toc482628169][bookmark: _Toc482890054][bookmark: _Toc482964616][bookmark: _Toc483227427][bookmark: _Toc484176066][bookmark: _Toc484176249][bookmark: _Toc484185104][bookmark: _Toc484185325][bookmark: _Toc484185575][bookmark: _Toc53150417]Back-OFFICE REQUESTS
[bookmark: _Toc53150418]Description and process
The selection of back-office requests can be found on the Service Desk interface. Here’s a screenshot of the interface:
[image: C:\Users\stephane.cima\AppData\Local\Microsoft\Windows\INetCacheContent.Word\SD Requests.png]




















[bookmark: _Toc53150419]Change Management (maintenance & releases)
[bookmark: _Toc53150420]Description – workflow
A release or System & Network maintenance can be on:
Provisioning 
Billing
Transatel Telecom system
A release can be:
Impacting the service, hence it will be done outside working hours during the night
Non-impacting the service; hence done during the morning
Notifications are sent 5 days’ prior the change and contain:
Reference / description of the change
Intervention time: start date/hour, total duration
Rollback date/hour
Services impacted (if any)
Transatel release team will send an email to the MVNO when:
Change starts
Change is completed
Change is aborted, rollback starts (if needed) 
Change is aborted, rollback is completed (if needed)













	Communication procedure
	MVNO contacts
	TSL contacts

	[bookmark: OLE_LINK3]MVNO >TSL notification
MVNO to notify TSL via email with minimum 5 days prior notice.

For emergency change, MVNO shall provide as much notice as reasonably possible
	
	To:
NOC@transatel.com

CC: 
Servicemanagement.fr@transatel.com



	[bookmark: OLE_LINK2]TSL > MVNO notification (Release or System & Network Maintenance)

TSL to notify MVNO via email with minimum 5 days prior notice (3 weeks as best-effort).

For emergency change, TSL shall provide as much notice as reasonably possible

TSL notification shall state which MVNOs are impacted.
	

	From:
Servicemanagement.fr@transatel.com
CC: 
Max.graveline@transatel.com

	Escalation
	Service Manager
	Servicemanagement.fr@transatel.com






[bookmark: _Toc53150421]notification template
You can find below a sample of a Transatel e-mail notification:

[image: C:\Users\stephane.cima\AppData\Local\Microsoft\Windows\INetCache\Content.Word\Capture.PNG 5.png]
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[bookmark: _Toc484185389][bookmark: _Toc484185639][bookmark: _Toc484185412][bookmark: _Toc484185662][bookmark: _Toc484185413][bookmark: _Toc484185663][bookmark: _Toc484185414][bookmark: _Toc484185664][bookmark: _Toc484185415][bookmark: _Toc484185665][bookmark: _Toc484185416][bookmark: _Toc484185666][bookmark: _Toc484185417][bookmark: _Toc484185667][bookmark: _Toc484185418][bookmark: _Toc484185668][bookmark: _Toc484185419][bookmark: _Toc484185669][bookmark: _Toc484185420][bookmark: _Toc484185670][bookmark: _Toc484185421][bookmark: _Toc484185671][bookmark: _Toc484185422][bookmark: _Toc484185672][bookmark: _Toc484185423][bookmark: _Toc484185673][bookmark: _Toc477268919][bookmark: _Toc479168243][bookmark: _Toc481149389][bookmark: _Toc481150661][bookmark: _Toc482628199][bookmark: _Toc482890083][bookmark: _Toc484185424][bookmark: _Toc484185674][bookmark: _Toc477268920][bookmark: _Toc479168244][bookmark: _Toc481149390][bookmark: _Toc481150662][bookmark: _Toc482628200][bookmark: _Toc482890084][bookmark: _Toc484185425][bookmark: _Toc484185675][bookmark: _Toc477268921][bookmark: _Toc479168245][bookmark: _Toc481149391][bookmark: _Toc481150663][bookmark: _Toc482628201][bookmark: _Toc482890085][bookmark: _Toc484185426][bookmark: _Toc484185676][bookmark: _Toc477268922][bookmark: _Toc479168246][bookmark: _Toc481149392][bookmark: _Toc481150664][bookmark: _Toc482628202][bookmark: _Toc482890086][bookmark: _Toc484185427][bookmark: _Toc484185677][bookmark: _Toc477268923][bookmark: _Toc479168247][bookmark: _Toc481149393][bookmark: _Toc481150665][bookmark: _Toc482628203][bookmark: _Toc482890087][bookmark: _Toc484185428][bookmark: _Toc484185678][bookmark: _Toc477268924][bookmark: _Toc479168248][bookmark: _Toc481149394][bookmark: _Toc481150666][bookmark: _Toc482628204][bookmark: _Toc482890088][bookmark: _Toc484185429][bookmark: _Toc484185679][bookmark: _Toc477268939][bookmark: _Toc479168263][bookmark: _Toc481149409][bookmark: _Toc481150681][bookmark: _Toc482628219][bookmark: _Toc482890103][bookmark: _Toc484185444][bookmark: _Toc484185694][bookmark: _Toc477268940][bookmark: _Toc479168264][bookmark: _Toc481149410][bookmark: _Toc481150682][bookmark: _Toc482628220][bookmark: _Toc482890104][bookmark: _Toc484185445][bookmark: _Toc484185695][bookmark: _Toc53150422]Change request process

The Change requests process applies to all requests that are deemed out of back office (incl. ad-hoc services) or release/maintenance requests scopes. 

Workflow:
[image: ]
* TSL PPM or TSL SM checks the feasibility, costs and leadtimes for the request and gets back to MVNO

Change Control process (article 7): Unless specific provisions of this Agreement states otherwise, the following change control process (“Change Control Process”) applies to any change in the Service. The Parties shall undertake to review any change of the Services requested by the other Party in good faith. Subject to the MVNO’s prior written agreement, Transatel reserves the right to charge the MVNO a reasonable amount for any review of a change requested by MVNO if a significant amount of effort is required. Transatel will inform MVNO of these Charges and obtain MVNO’s written agreement to the same prior to commencing the review. The Parties will discuss the results of any review, and any changes to the Services and/or the Agreement shall be agreed in writing between the Parties as a result of commercial negotiations and under a supplemental agreement.
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Intervention date - On 230512017 from
Intervention Period - 2h
Operation number R16.6

:00 CET Time to 10:00 CET Time

Description
Provisioning improvements

No downtime

No Impact on End Users

Services unavailable
“None.

Services delayed
+Provisioning

No impact on subscriptions, the following services remain available
Al network services - Data

For further information please contact your Service Manager.
For an incident, please raise a ticket through Service Desk
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