
Support
T h e  s oph i s t i c at i on  a n d  p owe r  of

OpenArchitec t  can generate  many ques-

t i on s . At  t i m e s , s of t wa re  comp l i a n ce

issues may a lso occur. Suppor t  S er v ices

prov i d e  you  w i t h  a cce ss  to  Z N Y X

Networks developer  exper t ise. The ser v-

ice  prov ides  for  ZNYX Networks technical

ex p e r t s  to  d i re c t ly  i nte r a c t  w it h  you r

supp or t  or g a n i z at i on . Acce s s  to  t h i s

resource aids  you in  bui ld  a  hig h value-

added appl icat ions.

T h e  Supp or t  S e r v i ce  h a s  t wo  comp o -

nents: Request  for  Suppor t  (RFS) inci-

d e nt s , a n d  S of t wa re  Pro b l e m  Re p or t

(SPR) incidents. The basic  ser v ice  pro-

v ides  for  a  measured number of incidents

of each t y pe – annual ly  up to  10 RFSs

and up to  10 SPRs.

Reques t  for  Suppor t  (RFS)
A Request  For  Suppor t  is  a  “how to” inci-

dent. RFSs do not  involve  sof tware prob-

lems. They do involve  issues  on how to

use the  sof tware.

Three areas  are  covered:

Insta l lat ion Suppor t

Advanced Config urat ion Suppor t

Exper t  Adv ice

The fol low ing are  suppor t  examples  for

each of the  three  areas:

Insta l lat ion Suppor t
-  telnet  access
-  L2 and L3 init ia l izat ion scr ipts
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Building your brand image
and loyal ty  i s  essent ia l  for
winning in today’s  te lecom-
municat ions  market .
Providing rapid,  accurate
support  for  advanced te lco
solut ions  i s  a  key ingredient
for  success .  ZNYX Networks
provides  you with the  tools
that  enable  value added sup-
port  services  required for
boost ing End User  sat i s fac-
t ion.

OpenArchitect  2 .0  switch
management  i s  the  new “IP
brains” of  the  CompactPCI
chass is .   OpenArchitect
af fects  every  Ethernet  packet
that  moves  into,  out  of ,  or
within the chass i s .   This
powerful ,  demanding soft -
ware  plat form requires
sophist icated support  to
extract  maximum value from
the extensive  capabi l i t ies .
With Software  Subscr ipt ions
and Support ,  ZNYX
Networks  helps  you be a  suc-
cess ful  provider  of  leading-
edge services .

Update Subscription Service
OpenArchitec t  is  a  comprehensive, open

sof tware plat for m for  the  rout ing , control

and management  of Ether net  sw itching. It

includes  the  Linux operat ing system, IP

Protocol  stack, control  appl icat ions and

the OA Eng ine. Each of these  major  sof t-

ware components  is  evolv ing rapidly. The

Update  Subscr ipt ion S er v ice  g rants  you

access  to  a  cont inuous f low of the latest

related sof tware technolog ies  f rom ZNYX

Networks.

Key Features
Ke y  fe at u re s  of t h e  S of t wa re  Up d ate
Subscr ipt ion are:

Licensed per  sw itch

Annual  ser v ice

Access  to  a l l  OpenArchitec t  releases    

for  the  per iod of the  subscr ipt ion

Order Numbers
A  S of t wa re  Up d ate  Su b s c r i p t i on

Ag reement is  executed to  establ ish the

i n f r a s t r u c t u re . T h e  up d ate  l i ce n s e  for

each sw itch is  purchased by complet ing

ident i f icat ion infor mat ion in  an Exhibit

using the  fol low ing:

Annual  Update  Subscr ipt ions  automat i-

cal ly  renew at  the  then-cur rent  pr ices,

unless  expl ic it ly  cancel led.
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OA-SUB, USR

OA-SUB-HA, USR

Annual Update Subscription 
Annual HA Update Subscription



Technical Account Owners
If you require  a  hig her  level  of ser v ice,

d e d i c ate d  a ccou nt  m a n a ge m e nt  a n d

Linux IP rout ing exper t ise  f rom ZNYX

Networks, you should consider  a  ZNYX

Ne t wor k s  Te ch n i c a l  Accou nt  O w n e r

( TAO ) . TAO s  f a c i l i t ate  a  pro du c t ive ,

proac t ive, long-ter m ser v ice  par t ner-

ship between ZNYX Networks and your

organizat ion as  readi ly  avai lable  Level

2  or  Level  3  exper t  technicians.

Find out  more about  ZNYX Networks

TAOs f rom your sa les  representat ive.

Professional Services
Speed your t ime-to-market  and avoid

cost ly  mistakes  throug h careful  plan-

n i n g  a n d  a s s e s s m e nt  w i t h  Z N Y X

Ne t wor k s  Profe s s i on a l  S e r v i ce s . Tap

t h e  co l l e c t ive  e x p e r t i s e  of Z N Y X

Ne t wor k s  e n g i n e e r i n g  a n d  d e ve l op -

m e nt  s t a f f to  d e l ive r  e m b e d d e d

Ether net  IP rout ing , control  and man-

agement  solut ions for  the telco market .

Find out  more about  ZNYX Networks

Professional  S er v ices  f rom your sa les

representat ive.

S ever it y  2  – A perfor mance prob-  

lem or  a  compliance issue where a  

workaround exists . Addressed at  

ZNYX Networks; solut ion f ixes  

of ten are  distr ibuted in  the  next  

Update  release.

S ever it y  3  – Cosmet ic  problems,

inter preted behav ior  expec tat ions,

ease of use, documentat ion er ror,

etc . Addressed at  ZNYX Networks’

discret ion and could be  distr ibuted  

as  par t  of some future  Update  

release.

OA Care
D e s i g n ate d  te ch n i c a l  i nte r f a ce  s t a f f

members  f rom your organizat ion sub-

m i t  R F S  a n d  SPR  i n c i d e nt s  v i a  t h e

ZNYX Networks “OA Care.” OA Care  is

an Inter net-based system for  the  cre-

at ion, track ing and resolut ion of RFS

and SPR incidents. OA Care  prov ides

any t ime, anywhere access  to  the status

of open incidents.

OA Care  incidents  are  addressed dur-

i n g  ou r  s t a n d a rd  bu s i n e s s  h ou rs  of

Monday throug h Fr iday, 8  AM to 6  PM

Pacif ic  Time.

Order Numbers
A Suppor t  Ag reement  is  executed to

establ ish the basic  annual  suppor t .

Incremental  suppor t  ser v ices  are

avai lable  i f required. The order  num-

bers  are:
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Annual Support
Additional 10 SPRs
Additional 10 RFSs
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Advanced Config urat ion Suppor t
-  FTP ser ver
-  HT TP ser ver
-  GateD config urat ion

Exper t  Adv ice
-  SMTP and MIB inter face
-  DHCP config urat ion
-  Bash scr ipt ing
-  Firewal l  scr ipt ing

Sof tware Prob lem Repor t  (SPR)
You submit  a  Sof tware Problem Repor t

(SPR) when you bel ieve  the operat ions

of the sof tware is  di f ferent  f rom the

specif icat ion. An SPR must  repor t  the

“er ror” condit ion, a l l  inter nal  sett ings

and the  process  that  reproduces  the

er ror  condit ion. The repor t ing of the

inter nal  sett ings  may require  the  exe-

c ut i on  of t h e  C on f i g u r at i on  Prof i l e

prog ram prov ided by ZNYX Networks,

and the for warding of the “out  f i le” to

ZNYX Networks suppor t .

Classification and Response
A new SPR incident  is  analyzed by the

ZNYX Networks suppor t  organizat ion

a n d  a s s i g n e d  a  c l a s s i f i c at i on . T h i s

classi f icat ion deter mines  the  response

effor ts  and t iming. Examples  of classi-

f icat ions and responses  are:

S ever it y  1  – A catastrophic  prob-  

lem for  which no work around 

exists . S ever it y  1  issues  receive  

immediate  ef for ts  to  resolve  prob

lems and may require  distr ibut ion   

of a  sof tware patch or  specia l  

release.
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