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1. The task

The original task was given by Nokia Networks:

To study in the environment of massive IP networks the required capabilities of testing/troubleshooting tools, when testing the availability for use of a service offered to a customer. Consider an example, where a customer calls the operator at the customer care that his service is not working. Right away the person in the customer care would be able to tell the customer if the service is really down and when it is going to get fixed again with the help of an easy-to-use testing tool.  

I have a marketing related background and the other research assistant, Juha Parhankangas, a technical one, so the task had to be divided in some way. If the task was handled as a software project, my part could be described with words business domain analysis, preliminary analysis, feasibility study, or requirements study. Juha will participate in it, because it is impossible to plan any implementation before knowing what are the problems, is there any solution, how much it may cost and what the customers want and what they do not. Customer requirements will be found out mainly by interviewing service providers.

2. Defining concepts

2.1 About IP networks

First let us make it clear that IP networks are networks that use Internet protocol. Nowadays most big companies and communities have their own networks or intranets that are connected to global Internet . Plaa plaa plaa, some facts, LANs, WANs, also the future, IPMAN results…
2.2 Service

The meaning of a word service has to be determined carefully. When we talk about IP services, we usually mean the access to the Internet offered by a Internet service provider (ISP). In this case the word service does not mean that, although ISPs can still know much about testing the services we are studying.

We are talking about services that are offered in IP environment either to all Internet users or only to users with required rights. For example, there are web shopping services, banking and investing services and public library services. Also the services within a company’s own network can be beneficial for our studies, though testing them is in most cases simpler than testing services that can be used by anyone having any kind of equipment.

2.3 Service provider

Service provider can be anyone offering services in extranet, intranet or Internet. And customer can be anyone using those services (also people within the organization). Of course, we have to choose some providers that are more interesting than the others. The main criterion is their need for testing and troubleshooting tools.

2.4 Testing and troubleshooting

Service providers do testing to make sure that their services are running smoothly. The target is to have a service that is easy to use, always available and operates quickly. The biggest job should be preventing failures, but in practise it is probably correcting them. ……..Here or in the next chapter I should write about fault management and testing……..

There is not much information available about testing and troubleshooting methods the service providers are using in real life and about the problems they are having with them. There are some theories about testing and then there are some software products that could be used for some kind of testing purposes. But nothing at all about testing in real life. …...I hope that Juha Parhankangas is going to write something about these things. Actually, we have a small problem here, because we have not decided how we divide the subject……..

There are some types of services that may do quite much testing and badly need better testing tools in the future :

· Popular services

· Web shopping services

· Services related to money

· Business-to-business services

· Complex or varying services

· Services that have to work all the time, missing the service may…

1. Be dangerous

2. Badly harm the image of the company

3. Cost lots of money

The interviewed ones were chosen among them, though keeping in mind that, for example, public services are easier to catch than big companies. 

Interviewed service providers

We had planned to interview the following service providers/companies, not all of them and maybe also some others. Some of these have already told us they are not interested or they do not have anything relevant to say:

· Alma Media Net Ventures Oy (mtv3.fi, iltalehti.fi, kauppalehti.fi, jobline.fi etc.) (interview 28.7. at 14) 

· City of Lappeenranta (on vacation ->31.7.)

· eQ Online (interview 2.8. at 10)

· EvliNet (on vacation ->31.7.)

· Finnair Oyj

· Fortum (on vacation ->31.7.)

· IT Solicom Oy (earlier VR-Data) (interview 4.8. at 12)

· KELA (cannot tell much because they are only beginning to provide services to outsiders and their internal systems are very simple to test)

· KPNQwest 

· Mandatum Pankki Oyj (interview 28.7. at 10)

· Merita Pankki Oyj (interview 28.7. at 12)

· NetAnttila (on vacation ->31.7.) or K-netti.com (on vacation ->4.8.) or Tietokesko Oy (on vacation ->31.7.)

· Nokia Online Services (has not answered anything yet)

· Osuuspankki

· Sanoma-WSOY Oyj (interview 2.8. at 11.30 with intramaster and 27.7. at 13 with a man from HS Verkkoliite)

· Sonera Zed, Sonera Zed Travel, Sonera Service Software

· UPM-Kymmene Oyj (on vacation -> 31.7.)

· WOW-Verkkobrandit Oy’s services (on vacation ->31.7.)

· www.kirjastot.fi (Juha takes care of this)

· www.lib.helsinki.fi (LINDA) (and this one)

· www.edu.fi (and this one)

· www.mbnet.fi (they are very young and do everything in their own way), www.keltaisetsivut.fi, www.farmit.net (Juha might get the contact information somewhere), www.haavi.net
· Yksityis-Sampo (on vacation ->7.8.)

I have been calling and sending e-mails and getting some response. The first interviews will be made this week.

One problem might be that it is impossible to reach people who really do customer care and testing. The people we are going to interview are mostly superiors and managers of testing or development department. But on the other hand, they may have a better picture of the situation as a whole.

Questions (not a perfect list)

The questions are made about

· Service

What kind of services they have

Special features

· Customer care and testing environment

Resources

Importance of testing (are there lots of problems, are they serious)

Do they use online testing

How fast the problems can be solved

What are the priorities

What kind of feedback they get

· Testing software and devices

How the testing is performed

What kind of problems they can solve by testing

· Customer care and testing staff and their activities

· Customers

· Future requirements, hopes and ideas

· Resources they are willing to use for testing purposes. 

Schedule

The task was planned to be done during the summer, but the schedule has been changed. I will finish my part before the end of September (75 % working hours, altogether 3 person months) and the other research assistant, Juha Parhankangas (4,8 person months), will continue also after that. 

1) 23.5.-30.6. Looking for the other research assistant, interviewing candidates. Collecting information about the topic, reading articles and books.

2) -10.7. Deciding who are we going to interview, collecting contact information, drafting the questions.

3) 10.7.- Calling and sending e-mails. This is a critical point. Are we getting enough interviews or should we change our plans.

4) 24.7.- Interviewing (this may take some time or not, depending how many companies have time and will)

5) – The end of August / beginning of September. Writing a report. Some theoretical base is already waiting for the interview results, something must be gathered. Analyzing the results may be difficult because the companies interviewed are very heterogeneous and the answers will be more of a free-form essay type than a strict form.

It is 24th of July right now and we have learned that finding the right people and getting them interested is a very hard job to do. Almost all people are having their summer vacations.  Then there are quite big companies that do not test yet. And those who do test everything, they do not want to share their knowledge. It seems that interviewing is going to take more time than suggested. It is very conserning.
