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Enhancing Service Desk Services

Welcome to 

Marianne Chitwood

New Senior Manager 

Global Research NOC

Service Desk
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BUSINESS

ACTIVITY

REPORTS
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Business Activity Reports

NLR WaveNet

Backbone Uptime
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Business Activity Reports

NLR Ticket Report
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Business Activity Reports

WaveNet Ticket-Types
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Business Activity Reports

 Sorry Grover, here are some bullet points  

– 30 % increase in total NLR tickets from 

2007-2008

– 55% increase in WaveNet tickets from 

2007-2008

– Provision/Modify/Decom tickets have 

more than doubled since 2008-2009

– Provision/Modify/Decom tickets have 

almost quadrupled since 2007-2008

– 25% increase in Inquiry tickets
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Business Activity Reports

 Sorry Grover, here are some more 

bullet points  

– 28% reduction in NLR 

unscheduled outages from 2008-

2009

– 33% reduction in Field Service 

Requests since 2008-2009

– 46% increase in Field Service 

Requests since 2007-2008
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Enhancement #1

NLR’s Secret Weapon!
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Ty Bell

Service Desk

Specialized Support

Technician - SST
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New Dedicated NLR Staff

Additional Night Shift Help

Robert Coombs

Jeremy Oakes
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Enhancement #2

New GRNOC Service

Desk office in 

Bloomington, IN
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Enhancement #3

NLR Public AlertMon
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https://nlrmon.grnoc.iu.edu/alertmon-public/alertmon.cgi
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Enhancement #4

New versions of NLR

Notification &

Reporting Tools
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Current Notifications:

SUBJECT:                 NLR Circuit NLR-DENV-LOSA-O192-105 Maintenance

AFFECTED:              NLR-DENV-LOSA-O192-105

SCHEDULED START TIME:  Monday, May 10, 2010, 9:00 AM (0900) UTC

SCHEDULED END TIME:    Monday, May 10, 2010, 11:00 AM (1100) UTC

DESCRIPTION:    NLR Layer 1 NOC Engineering, with the assistance of a Level(3)

Communications technician, will be replacing a transponder and

cleaning fibers in Albuquerque, NM.  Outages may be experienced

throughout the maintenance window.

TICKET NO.:            10574:52

TIMESTAMP:             Tue May  4 19:13:24 2010 UTC
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NLR Weekly Reports

found at:

http://noc.nlr.net/nlr/support/wee

kly-reporting.html
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Enhancement #5

Improved Internal & 

External 

Documentation 

Environment
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Service Desk Internal Documentation Environment
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Enhancement #6

Expanded & Advanced 

Training Program
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Full-time supervisor

dedicated to training

Adam Williamson
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Enhancement #7

Supplemental 

Customer Service 

Training
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Enhancement #8

Collapsing Alarms on 

AlertMon
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Before:
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After:
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Enhancement #9

Creating tickets from 

the AlertMon

interface with 

Database Integration
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What can we do to 

help serve you 

better?



Questions?  Comments?

Potential Collaborations?

Steve Peck

speck@iupui.edu

Marianne Chitwood

chitwood@ilight.net
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