Technical Department Checklist

Introduction

The Technical department check list is a document, which highlights some the activities that are carried out by the technical department. The activities can be classified into four categories:

1. Agency installations

2. Agency support

3. Galileo Kenya IT support

4. Testing and evaluation of new IT products.

Whereas the first two categories of activities have a popper procedure, which can be used as a guideline in their implementations, the others do not.

The documents further outlines the individual tasks, allocates them to particular personnel. Finally there is an analysis of the reports that the department needs to produce and who is supposed to come up with these reports.

Agency installations

After a Travel agency has made a request to connect to the Galileo CRS system the manager appoints an account manager. The account manager advises the new client about the Galileo system and does the basic client evaluation. With this information the management cannot decide whether the agency can be connected to the Galileo CRS system. After the approval, technical department is supposed to effect the system implementation. This is done in the following basic stages:

a. Initial site survey.

b. Drawing up an implementation plan.

c. Making the appropriate system and connectivity requests.

d. System installation and testing.

· Initial site survey

The initial site survey is done in order to advice the agency on the way forward for the system installation. First the Technical representative, the account manager and the Agony representative must discuss on the most effective way for the connectivity. The connection method stems from the following five methods of connectivity.

i. Focalpoint Net: can be on dial-up, leased line or Digital radio link.

ii. Focalpoint 3.2 on analogue leased line.

iii. Focalpoint 3.2 on dial up.

iv. Focalpoint 3.2 for a gateway location.

v. Focalpoint 3.5 connectivity.

After the method of connection is established the following evaluations are carried out:

a. The equipment required: This determines the equipment that either the agency or Galileo Kenya are supposed to deploy to allow for the installation. The equipment should meet the minimum specifications layer out by Galileo International. The equipment should also be tested so that it can be ascertained that they can handle the Galileo CRS system.

b. The floor plan: The floor plan gives a proper layout of how the equipment needs to be laid out in the office. The interior designer of the office does mostly this.

c. Power equipments: The floor plan allow the power points to be noted power protection equipment and UPS be laid on in the design.

d. The data and voice cable layout: The floor plan helps make a clear laid out plan of how the data and voice cables should be laid to minimize on distance and cost.

e. Office environment requirements: The office environment like humidity, high temperatures, poor ventilation and direct sunlight should be checked for proper functionality of the equipment.

After the site survey is done a site survey report is produced which will enable the proper steps to be carried out for the installations.

· Drawing up an implementation plan.

After all the team players had read the site survey report an installation plan can be made where the agency gives a date where all the Galileo Requirements will be made. SITA, Teclom, Kentream, equipment suppliers and ISP’s can then be informed so that they can give a time span where they can have completed the specified tasks.

· Making the appropriate system and connectivity requests.

The system request can then be laid out and formal request made to the relevant parties. These include Galileo International [through configurator or Voyager], SITA, Telcom, ISP’s and any other relevant body.

· System installation and testing.

After all the request have been fulfilled the system is installed on the computers and they are deployed on the field. All the connections are finalized, the system is tested and the agents are cut over.

Agency support

After cutover field support is necessary. The following are the requirements, which need to be fulfilled when a Technical personnel visits a Travel Agent.

The technical personnel must understand the problem and its impact to the agents business. This information can be gathered from the helpdesk personnel or by calling the agency. The Technical personnel must have this information before going on site.

After the problem is reported and logged at the helpdesk and it is not resolved all the information about the problem should be forwarded to the Technical department.

The type of problem encountered will determine the action taken:

1. Link problem: If the telephone link is down the problem is reported to SITA Cairo and it is forwarded to SITA Nairobi. SITA will give a report on whether the line problem is due to a telephone line fault or cabling and then advice accordingly. If the problem is not solved by SITA then Telcom needs to be called by Technical department and the problem reported. Technical department should follow up the problem until Telcom resolves it.

2. Network problem: If a client has a network problem SITA engineers should be sent on site but a Technical personnel can also go for a Filed visit. The following should be checked for any network problem.

a. The network speed should be the same if NetBeui protocol is used.

b. The NetBeui protocol should be the default protocol with minimum sessions as 20.

c. The Network cables should be intact and neatly placed.

d. The Hub should be functioning and indicative of the network response.

e. The proper network card driver should be installed.

3. Hardware problem: If the hardware is from Galileo Kenya the technical personnel should try to diagnose the problem so that the proper spares can be got.

4. Software: If the system cannot function because of some software problem the problem should be classified as:

· Operating system based

· Focal point installation based

· Other user software errors.

After the classification the proper trouble shooting and repair procedure should be done.

5. Operational: The system may also have a problem due to the user entry fault. This fault can be corrected when by providing assistance and training to the users

6. GI Error: If the system is failing due to a problem which origin from GI a PT is raised and followed up by the Technical department and the Helpdesk.

7. When a Technical Personnel is out to a travel agent's site he/she should also advice on Power requirements i.e. stabilizers and UPS and also other environmental issues like light and humidity.

After a site visit the report produced by the Technical Personnel should encompass these items.

Galileo Kenya IT support

The technical department is also responsible for taking care of the computers and any IT system that is at Galileo Kenya office. Some of the responsibilities include:

1. Ensure that all the PCs are well maintained and they are functioning properly.

2. Ensure that the Galileo FP CRS system is running well.

3. Support external communication by e-mail, SITA tex and Proffs.

4. Maintain the Internet proxy server.

5. Check the anti-virus and firewall shields.

6. Maintain the online call logging system.

7. Check on any other IT requirements in the office.

Proper documentation of the office IT status should be made available and updated often.

Testing and evaluation of new IT products

For any new product that is available in the market the Technical department should install and test it and make the relevant report.

Duties of Technical Department
1. Agency related duties.

a. Site survey
- Ibrahim

b. System installations
- Ibrahim

c. System requests
- Mary

d. Preparation and maintenance of equipment
- Ibrahim

e. Following up problem escalation to SITA and Telcom
- Mary/Rajab

f. Site visits
- Mary/Ibrahim

2. Other Duties

a. Testing new software, Hardware and other IT systems – Ibrahim/Rajab

b. Maintenance of Galileo Kenya IT structure – Ibrahim

c. Server and Server service maintenance – Ibrahim

Reports Produces by Technical department
1. Site survey report
- Ibrahim

2. Installation schedule report
- Ibrahim

3. System installation report - Ibrahim

4. SITA report
- Mary

5. Telcom Report
- Mary

6. Equipment report
- Mary

7. Site visit reports
- Mary/Ibrahim

8. Galileo Kenya IT structure report
- Ibrahim

Technical Department
Duties And Functions

Galileo Kenya’s main task is to connect and support travel agents to access the Galileo Online reservations system. To do this Galileo Kenya used several other external associates. The technical department has the following task to ensure that this goal is accomplished properly:

· Co-ordinate new installations at clients site, this involves.

· Going for a site survey and giving a recommendation report to the client.

· Contacting enter SITA or an ISP to organize getting line access.

· Work with SITA and Telcom to get a Leased line at agents site.

· Organise equipment to be taken to clients site.

· Make GTID request form Galileo international.

· Setup the equipment by loading appropriate software and making correct configurations.

· Maintain the current connections

· Follow up on any hardware or software faults.

· Follow up line problems.

· Delete any unused lines.

· Monitor SITA and Telcom charges.

· Maintain the computer system at Galileo Kenya, this involves:

· Ensuring that Training and Helpdesk are connected to the Galileo system.

· Maintaining the hardware and software of the office computers.

· Ensure that the LAN is okay.

· Ensure that the mail and Internet services are okay.

· Provide system solution and better software for improved service.

· Come Up with new solutions and evaluate various new systems

· Test and Recommend new solutions, which are beneficial to the company.

Problems

The following are the major problems that are encountered by the technical department:

1. Telcom lines: Telcom does not have a good helpdesk system this makes following up line problems very hard and slow, this is reflected as incompetence of the technical department. Telcom have also stopped proving leased line services, this has greatly affected new clients.

2. Equipments are also a big problem especially for the fast growing market. This has been as a result of the slow speed of response by Kenya Airways to approve the Equipments budget. Due to this replacement of faulty equipment is also very hard especially for equipment whose warrant has expired.

3. Lack of a proper tracking system has also slowed problem escalation. This is because the technical department works with all other departments like helpdesk and marketing and also with the external associates.

Solutions

1. Currently due to the discontinuation of analogue leased line provision by Telcom the only solution is to use other connection methods, most preferably radio links. The biggest advantage is that they are very efficient and can handle high speeds have can be put to a lot more use other that just Galileo Connectivity. This can be used to cover some of the installation capital

2. To reduce the hardware problem terms must be put in place to encourage the clients to acquire there own PC this will even reduce the SITA bill in terms of maintenance. An asset tracking system must also be put in place to be able to monitor computers so that they can be sold once there warranty expires and by that time must have recovered the amount form the depreciation figures. Kenya airways must also entertain a more flexible budget with must be measured against productivity.

3. To allow for the department to operate efficiently a problem tracking and escalation system must be put in place to allow proper coordination between the department and other associates. The software must be web enabled to allow more diverse interaction with all participants.

4. The department needs to invest more resources in IP technology so that e-commerce can be made possible not only for airline booking using Galileo booking engine but also for the local market.

