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Kuoan 1 ulgurgnisuskisoanmisviuusnis (SM Policy)

MsSANTUNISVILUSNISUSENYG D ududiov
MKruadsMsatdunislags:yd3anus:avAuovs:uU
uSKIsvaNIsSVILUSNIS  (Service Management
Objective) InturiN1s3QUS:aNSWaUDVS:UUUSKIS
DaMSVIWUSNS  (SMS  Performance  Evaluation)
ulgulgNISUSKISDANISVLIUUSNIS (SM Policy)
ua:Ados:uUUSKISYANISVIUUSNIS (SMSManual)
BooulalagAmUNSSUNISS:UUUSKISIANISOIU
usSMs (SMS Committee) dwmsSusiga:zldaquov
ulguIgNISUSKISDANISVIUUSNISUDVUSUNY  D:l
ADWINEOTDVAUWUINDIUAIEUSNIS RQUAVIUUSMS
yAAaRINYIDVAUMSATUEUULILUSNSHLMETU
wa:nmouan laosiga:1l3eabaod




1. MSWQUUIATUMWUDVNISIKUSNISIKDUS:aNSNIwaaUuduDvCoADIWWOWD(DUDVaNAY
La:AANIVANTUNISUDVSSAD

2. Sarhins:usuMsrivIU La:AMKUAUNUINKUNASURQBDUIUNSTAUSMSLIWOTRRSUUSNSTA
SuusMsmudaanavns:yld

3 SarhMsusKisyAaINs ta:kudgvIuRLigdTavnvMelu ta:neuanikdntuNIWlums
[AUSNISNUWSUUSNS

4 auuayunswennsua:insovdo AE28ANTUNISOILUSNISIATATUMW La:d1u1S0aa
ADIUAQWaIatuNsaauns

B ATUMSAULIUUSMISIKaDQAdDVNUNNKUIEY NNS:L08U JoUvAU La:zulgungnNISUSKIS

SaNMsSUSMISAIRYDTDY

KuoaN 2 ulguguovnNs:UdUNISUSHISVUUS:UINUIA:UNYE

OUMsATUNSINAI8I30VMSUSKISYAAT La:AUAUATUNSTKUSMSUS:UUDILUSMS
Lass:uvatuayudomstkusms  BodosdudodAcyno:rhtkusuno:ldus:lostiunisdidunis
LWoUSSaUNKLIENOSSAD tta:ulgugKUDQTD:IAEITDVAUINUDVUSMS La:unansiaduauu
vUUsMSs Tagswa:idoadaod

1. MsatduviudIuNISUSKISLUUS:UITU
La:unyg8AuNIsikusSNISiuyaULUAQAD Y
doaAdDVNUADIUCDVMSUDVSSNDUDD
UsSUn 1BU W 3 8 DNa (UKsu)

2. MSUSKISLUUSUULLA:UnYB0IUUSNS
luyUWAdoLDMSMKUQSITA:IB8QU
WWUDIU LUDNIVIUNISAILdUOIU La=ouU
Us:tURALTS  (WalKlwgowaunnd L
ADVNISUDVWSUUSNS

3. MsavnuAIULUUS:UIUIUNS:UDUMS
USKISLUUSUIDULa:ANBDIg0IUUS NS
(UYDUIACDVSDVSUNUADIUCDVMSUDD
WSUUSNIS




Kuoan 3 ulguvrguovPNISUSHISOONISDVAUS:NDUUDVUSNIS

WOuruoa3 dd8MsSAdUANDYAUS:NEUYDVUSMS (Configuration) AdnacdoMskUSMSOIU
(uvdulua wa:ulgulrgrnudalo:INgDTDVNULIDIWDVUSNIS la:yunaINnsnauuayuviuusnis
Bosiga:luabaod

1. Uoya Cl (Configuration Item) doviunisuan
Us:innuasrkuadantdutondanuad (Unique
|dentification)

2. mswasuulavdoya Cl o:Apvddunisaiu
NS:UDUMSUSKISSaMsMstUagutan (Change
Management Process)

3. dmsmuua Wilduwow (Owner) tulda:snoms
Cl iWoquasuRasEUMUADIUYNCDY ASUADU

4. msasovdaousigms Cl (Configuration Items
Audit) D:dovdidunsaghotpada: 1 ASY




Kusan 4 ulgurguovnisuskrisoanisnisivaguudav

nnMmstasuwdav Atnaduo:dovUfuaamuduasulnuanisusiissamsmisiasutuao
(Change Management Procedure) 1Won2UAUDYAUS:NDUUDVAINISIKUSNSIATUTUOL
WIKUIBN10SSAD tazaawans:nuALAaoINNIstlasunlavilubus:ansniw ulguigrnudad
D:1AY2TDVLAUIDIWDOUSMS Lla:yAaINSNaUUaLULILUSMS S1a:ldaaddod

mss:qu:mnuaomswéauuLJa\) Dnokua 4 Us:innfo
1) Emergency Change

2) Major Change

3) Minor Change

4) Standard Change

lagdovddunsauduaauDENIKIUI:aU

1; KoanIns:uouN1s/38n1stunisaltdunisoanis Emergency Change tunscltiatka
aniduagrvtduarganuodanus
2 gJincurNIsmKuaA WIS DADUYDVMISIUagULUAY No:IETUNISWOIStUNaIAaU MISAlduvIU

nswaguudav

3. Dmsﬁmuo@Da"wuwoiumsauU@mStUéUuuUa\)uda:Us:mnua:aaoma‘aodajémsrﬁmu

4. ARUSNSMBUDNATKUSNISAVKUAQ D:A20AITUNISAILIUADUURUANISUSKISIANS
nstdsunlav (Change Management Procedure)

5 mséaouamswéauuUaoo:ﬁaogndﬂdjmsw:m\f\}amuuam\)mSWcuqus‘uUsoaeho

dottion WNMSUSKISIANISVIUUSNISATKUSNS agotnela: 1 ASY
6. gnisnunousiems Standard Change List aghoudogUa: 1 ASO




KUDQN 5 ulgurgyuovNISUSHISOONISNISDALASIUILa=AQCD

1fJumss:uj§msd’uaumsmuaumswéauuUaou§ms ALNE2IDLAUNMSWUUNGDOWALDS

nS$oUSMsADADUINEDTovAUMSIarnuwnINoAaufD:cdldumMmsiuasuuday  ulguierkudalo:
(AEDTDLNUIDIWDVUSMS Lla:unaNsNaduayuoiuusnms dusigazideqidaod

1.

msvalasouLa:aadv (Release and Deployment Management) nonua Aovusuisoams
a:AdUAUNMBIANS:UDUNISUSKISDan1snistUasutlav (Change Management
Procedure)

yauovMsvalasuu (Release Package) Aot UIBILTUS:UUDSVADYTNSAQAY NQdDU
asdpaou ta:asathuwugoundu (Back-out Plan) untdidonisaadoliadoymn
AovinNisvanguus:inn La:AWAUDYNISIALOZUL (Release) \WaleNnUs:LNNUDvNIS
Salasou (Release) ua:rfhruandudno:tAadu

i’



Kudan 6 ulgurguovVNISUSHISDOMISIKQUQUDV

Wumsrhruasgmsusmsdanismsidalusovuanisuilutkqiadoolwalkusn1sauisn
AdunMsnauAuuT Dwans:nudassioUagnda ta:ulgungrudQlo:INg 2T VNUAUSUIKQTQUDD
(Helpdesk) @Suviuusnis (91wWovUSMS La:unansnaduayuviuusms dosiga:idgadavd

AN ;

1. Iquadov (Incident) AoknuadavgnuuAnlagrtssviu Helpdesk 1wano:thdoya
lReoAUKQUIadDVIa: Jalyaluadachv a UStuNsSiAsALa:IUIEIUNSKILLUONIVTU
Msun{udoym

2. @SuusMsta:wunviunnAUDKINAS1IBVU Incident AwulAudokUsavuRINgdTovAVCRTUT
n. KUdev W IT Support SuRavaunU Incident AtAaduMetu
U 1UDEvIU Helpdesk Sumasaunu Incident Altfadunmeuan
A. hudavu CSOC §uNouawmqmqmsn}ﬁlﬁoﬁumns:uuwﬂws:jo Lazds1gvIunaIn
Khoo Dashboard 1WoaauauavdatnqiadovilAiadu tazudvinqiadavtdnuufiniu
S:uuvVIU Helpdesk
V. s:UU Hotline dnsunscdRwudoymituusnms CSOC waztdounTundiiadoo:udvluvuin
fus:uuvIu Helpdesk

3 tratdunmsnmrkuaugnus:tnn (Classification) Uaomqﬂoﬂaoﬁos:duwans:nu ADULSO
doudrduAwdATY Us:INNuovusnis/s:uu/Waantun/AoudunoUanangaisautne
AuANTUNSSUIKQTQTDY 1La:AIDOIKAJIATDVIWDISIUMSAILTUMSDDNSIBVIUMUUSELNN
s:AuADIWEIATY RSUUSNIS soufonisdvudalUgons:udunsitieddovdv a
tuusnmistnalulagaisautnaA

4, 151hLhﬁﬁIdéuuaunUwiumsuﬁlumqﬁoﬁao (Incident) dovUAD WL ONNINOUN
misdvocoUoyn (Escalation Rules) s:e:z10artunmisaasunduua:uniudoyn wa:AooUfnua
ounnneuANIsavdanfkuadu

5 s:aunwdAtyuovikadadovuuvidu 4 s:duus:naudde Critical, High, Medium ua:
Low Tagudass:auo:ds:a:natunmsdidunmsdadoanaviumsirusmsatancoiuay
Js:nAdoanavuovusun

5! quan\)r‘ilﬁoﬁugnﬁu 3 ASvdaduaktkons:aululdumssovuanisundogm

74 quadovo:gnUalddaiboauisouniuinqdadoo ta:usmsnauvuiidvuldailduunalag
[ASuADIWTUDUDINGNAT KEDADIUAQLAUDINKOANISUSKISVIULKQUQUDY (Incident
Response Manager)

8. Joyariodvdiv a AdITUMSIKAURSUUSMsAovgnUURnua:rikldudoguuiwatsidu
UoalunisdtAs1zANIsSUSUUSOUSNISIUDUNAQ |




nudan 7 uleuvrguovnisusKisoamsUctyki

W0unisunfunduka (Root Cause) uovUnyri lagozdowalknuikaiadoolnadusd) ua:ga
WAINQduan Bosiga:lagqiavd

1. Problem noruadavgnuufnlasisuRasaumsuiludogm (Problem Manager) twofio:
Uhvoyalnegdnu Problem ua: doyatumsunluNWwiuul IWaBd831ASIA  LazkitudnIo
Adunmsunludoymitildagnous:ansmw

2 ms@o?uéaouaurﬂuUfgmawmsnﬁd’naumsldom?u§aouamqﬂoﬁao wa:NMstdatusov
Uaz‘]uToav‘vmsmwomvgs“UNOUauciangm (Proactive Problem)

3 sﬁams§aouaurﬂuUrgmr‘ﬂcﬁs?uom?us‘aouathqﬂoﬁa\)daos:qiﬁauiaoﬁusﬁauao?us‘ao
voUryrmua:obmsUatusavuatoumitrcdumstalusovualnqiadovlkgndovlkuNaU

4. woNMsdSarhsiemuvavMstATludtyrIWadamuanu:musaudIGUNISOENOLKUN:EU

5. lmqﬁoﬁaoﬁlﬁoﬁugwﬁlﬁumruﬁﬁ&aus‘ulcﬂoaqmnns:uaumsu§mso‘omsUfgm 0:CPVQN
uwosutwa3tAS 1AM QU VU YK

6. UnymRlasumsunTudavlasunisuufinuuomvodidunisuntu wa:thdoyatkardiustu

mMscauMstuthavA U IR UAINU KeaISanAUTdDIN Helpdesk nsciRUtynicion
gnisusuUsvidasuudan iadumsidaulgonuns:udounNIsusKisoanmsmisidasuildan
(Change Management)




Kusan 8 ulgurguovnNISUSHISNISIKUSNISDE1VCDIUD VD

1IUMSAD81EDVMSIKUSMSAESIVADILUUIDAURSUUSMSIS:UUDIUUSMSAIASUAILISO
dduviuldaghodattovuo:Hinagmsainlimairuiiaduua:ulsuigrudatio: AE T LAV WD
USMSslla:unaNsSAaduayUOILUSMsBuIRUIAUINUTIUNIEMSSNUIAILLUALUaD ONEAUENSAULNFA
tukDdoR 5 ulguregoadumsusKisAWCBLtoVYDVS:UUINATUTagansaulnA lagdsiva:15ea
\WuLauavd

1. Dmss:qmwuﬁaoméamqﬁav‘vdﬁmsmﬁmDéowans:nuciamsmqoo:ﬁnuaomuu§ms

2. dovlnmissariunusoosuNMsiKusNIsagvdaLtion tWasaos“umsnéuejmsri’wmuama:Unc‘l
TaeNs:UDUMSIKUSMSAdANY dovdmsthuntwonadousgioaliaus

B msd’wLGumsnoaauuwuFDWucialdaoo:c‘waoﬁmso‘olﬁuwadnaumsﬁussaua:Iu‘ussatUmma
Wathuntstumsdldunisusuuso3smscitdunisasocalu

Kusan 9 ulguvrguovNISUSHIS

A2WUUAVvUadangdaadIsaulnF

WuulsurensdoedovAdubiuAvUaDase
JoyaansaulnAdvdo3dudodAtytumstkusms
La:apuausvdonIsAUAsSoVIDYaNUSYNY  Satfiu
wa:1gunisditldunisiwalraoandovconnruien
lneddovnulnAlulagansautnA tuRdGuUsINS105vY
nuulguragdautnAtulagaisaulne
(IT Policy)




S1ENISVIUUSNIS

(Service Catalogue)

>>

5oUSMS

(Service Name) Helpdesk

- MSUSKISDAMSANSWQUAS:UU (Service)
WoRBULILUYUDDUSNIS . msw'\:/u/luéwuuUa\)/aULIaga MDYAUS:NDUNAVN:LTYLIUS:UU
- Msiwu/wWaguudav/avdolalu Master Data
- SUUSVIKQUATDYDINGNA ta:damulAadUdUFQ
- SutuSovupusSMsDINANAM (Standby, Consult, Install,
Report, Au )

(Standard Service Features)

Szgz10aNIRUSMS

_ 24x7 (131 09:00-21:00, &n 21:00-09:00)
(Service Hours)

Adunoiutned

- ldaGn/mouwolaasavs:uuduams Windows
uasa Microsoft Office gndovmuauans

- s:uulnsAWN IP Phones $udu 3 1A%00

- SDVSU Browser: Chrome, Firefox, Edge, Safari

docioomstUaodu Adu
tumstsusms - ldaGn/mouwWolaasavs:uuduams Windows
(Service Requirement) ua:sQ Microsoft Office gndovmuavans

- BOWAWDS Jabber

- MsioucoduNoSLaa

- MKuadnsaonduldngs:uuUfjud Active Directory

- s;uuUufinaon WhskanWusovnv VPN (AnyConnect)
- SDVSU Browser: Chrome, Firefox, Edge, Safari

1. WUAUY Helpdesk Bodvoomomsaadadod
11 woslns 02-821-7979 (duuazldaxms 24x7)
12 WU E-mail Address : helpdesk@mfec.co.th
13 wumsaadalagasvtudunuunrruatu E-mail
2. WuS:UULWWAELABU
21 1W0Q https://mfec.service-now.com/
22 Wa https://ticketinmfec.co.th
3. suldausMmsKu E-mail Alert

HULNEIKQ 19NN Helpdesk 1AUSMS 24x7

S:gzlDaAMINATKUS S
(Service Support)




LUWKUIENISTKUSNIS
(Service Target)

IWuULAudoanav
tunistkusNIsNoiu

(Operational Level
Agreement)

doynINURIKUSNISMYUDN
(Underpinning Contract)

WURMSIKUSMS
(Delivery Scope)

[DWDVLUSMS
(Service Owner)

dMUUDVUSNIS
(Service Status)

UIaSZIWMSIAUSNIS

Critical | Response Time: 15 UNN Resolution Time: 4 5oTuo
High Response Time: 15 UA Resolution Time: 8 $31UD
Medium | Response Time: 15 UN Resolution Time: 24 30\ [0
Low Response Time: 15 U Resolution Time: 48 5oluo

oulvgnidu
WoIsNdrunNANLTUMSAUaNAMEUDN
IRAauMsaoandovAudIrYINS:U

- IT Support qQuas:uu BackOffice ua: Ticketin
- ITOMS

—
(=
(=l

anAMEUDNNDUS:INA

Helpdesk

Bou (Available)




BouUsMs
(Service Name)

WONBULIUUDVUSNIS
(Standard Service Features)

szgzlDaNIkUSNIS
(Service Hours)

BOVYMOYMSIKUSNS
(Service Support)

dodovnistUovdu
uNMstBdusns
(Service Requirement)

CSOC

MsSoouoMsaIsov ta:MSsHAUS:UUIUKAN CSOC, s:uUNDDN
lass:uuauuayuoviu CSOC
msSooudla:MSIKINSMSWIEWUN, 1A$DU1e ta: VPN souiio
SzUULBWWAELABUCIID 9

mssSovupUURNNdDY CCTV

dadv Usuwasu ua:enianaunsainiiesdoousmstiingaon
usmistrhs:doudoldiou AUt d0s1901U La:MssouUS:sY
oudeyeINANTUMSSOUiU

MSAQMULIENS UA:UDVLEDUBDOTKIUDOWAONTUIT
mssuUs:1GudourmnanAudomudeyoindidunssounu
Msy2eauUaUUNUMSIKQUIaUDVUDVTEAANM

Tier 1 SDOSU 24x7 (n:liﬁ 07:00-20:00, n=an 19:00-08:00)
Tier 2 SOoVSU 8x5 (0-F. 09:00-18:00)
Tier 3 D2uQUIUA

1. SuaNMsIgadovWIu

E-mail Address: csoc@mfec.co.th
2. SulAdluosins 089-813-2015
3. SUWIUUSN1S Helpdesk

s:uudatfivdaniidognm

- ssuudalfivdon ua:msthlddudunmsdados:uudatiudon

- ¥ooMVIUNISDadvann La:MsskadudoyanIulASoune

- aNAEIISNDALASEUS:UUDALAUADN La:sDOYMYdad0aon
yovauvla

s:UUNtBSUdaYaLa:3IAs1:Aaon

- Wundatfiudon

- S:UUSLAS1KRaDN (SIEM)

- ss:uupalula (FortiSOAR)

- ssuulASoUwdrSULBDUCDTsAanALa:AUS CSOC Yo MFEC

ASoVADUWILODSEKSUSIASIA

- WaGa/AUWILaDSADIG: S:UUU{UAMS Windows ua:
Microsoft Office Agnavans

- SDVSU Browser: Chrome, Firefox, Edge, Safari

- VPN drsuldoius:uutndounguav MFEC




- SuIKQMSAITQUDYWIU E-mail Address: csoc@mfec coth
- SulAdwosins 089-813-2015
- SUWIUUSMS CSOC AdugnAIMeUDN

s:gzlDaAINKINAIKUSMS
(Service Support)

uIAsFIuUNMSIKUSNS

Critical/High: Response Time: 30 Ui

Medium : Response Time: 24 3oluv

Low: Response Time: 48 5oluv

szg:zDaINSaUAUDVUURNIEUAUDINS:UULANS:SvUdVIGDU
WhKuoNMISIKUSNS DINKUNDDIANS:OV 24x7 wa:usunladildunsaauauvnuanm

(Service Target) WiugovNLINSAWRKED
E-mail (Response time nsaunaumww:tuabu time to detect

la: time to notify TUsou time to resolve)

- -
aulvgnidu
WorsendeunnddumsAuanAmmMeuan Iiadumsaoandow
AUdYEUINS:Y

- MSIKUSMISS:UULASDUNE (Proen)

IWWULAUTDONan - MSIKUSNS VPN (IT Support)
umstAusmsmatu - MStRUSMS Ticketin (Helpdesk)
(Operational Level

Agreement)

- DaBos:uulalsudnisdiAsizkaon UdoU (FortiSIEM)
drYnINURTAUSMISMaUDN - DaBos:uulawsudmsdamss:uudaluld Ucaol (FortiSOAR)
(Underpinning Contract) et = St

- MSWIWUN Data Center ua:dutnasiuanAgug CSOC

WURANMSIKUSMS

: anANMeiunsoinwy ta:usuouna
(Delivery Scope) z 1

[DWDVLUSMS
(Service Owner) ESOE

dOuUzyDVUSNS

e Ee VU (Available)




Jousms
(Service Name)

InfoSec

WonsuviuuovUsSNIS
(Standard Service Features)

szgzDaNIKRUSMS
(Service Hours)

dodovnisidovdu
tunstdusNs
(Service Requirement)

s:gzDANDMINNIAUSMS
(Service Support)

- ms@ado/Usudso/thoonwaascur

- MSQUAKAVMISVIYSDVSUMSADUAINNIL NSSDVUDUSMIS
ua:uAlumqQuadoo

- MSWNIUUIS0SNUS:uUMIUSDU (Preventive Maintenance)

Us:nouddy
- 24X7
8X5 arddumsvavlsdanm

I

AUAQAVASIDADUDINS:ULUDY Sales Bos:y SOW 310
s1wa:da:ls ua:auciouniu INFOSEC
qQuaanturonuliasuRasou douauknglugonsurasaulay
WOISUNAUANUU:0IUNSURQBDU
WAOATUANSUROBDUDMSS:URTAUSMS tazauuayuua:uiludom
TQgL:QATYYINUNUY

1 WIUAUY Helpdesk Bodgoomomsaadodod
11 woslns 02-821-7979 (Suua:ldarinns 24X7)
12 WU E-mail Address : helpdesk@mfec.co.th
13 Wumsaadslagasvludunuunmmkuatu E-mail

KLNEIKQ 1DWUA Support Team uav InfoSec IAUSMS 24x7




UIaSFIWMSIAUSMS
nsvinw
- msdado qomulasomslagwoiseuDINouly Deadline
ua:GamuAwadinn 7 Su TagwoistuIDINNS:UdUNSHvIU
0AWASINITKNENDIVTS 10% 108QMSSITOIUDINS:UU
MPM Tagdo E-mail uS0RINg2T0Y ta:ijkin Dashboard
IWDLUSONAADIWEET BORSURQEDU PM D:dldums@acmu
tunndlaiiwasigoiuduikanuadwavotoym
- MSIRUSMSUNTUKQIaTDY (Dionahs SLA 91050 MFEC-SMR-SD-002)
o Critical 15 mins, Onsite 4 hours (Response Time)
« Minor NBD, mvudanyouidagu modiuadiauns
- msUhsusnu DMsthdiidumsaudyoinuanA udsucaaunsod
lagduasguvovwaantun (D10dvenansuiasgiutulca:aunsnd)

WhrugmMsIKusNs Usutuna
(Service Target) - ms@ado (Wlds:y SLA) Qanulasoms Tsieviumsus:sunnidou

ua:uszsunuanm

- MstAUSMsuNuKqQIadov (Jnans SLA 81099 MFEC-SMR-SD-002)
e Critical 15 mins, Onsite 8 hours (Response Time)
« Minor NBD, modtynyideu modfuadiaums

- msUsusnu DTMsthdiidumsaudoyoinuana
ua:duagnuuda:aunsad  TagDuasSTIUUDONAASTUT
(@wdvnasasHuiuLdaaunsad)

cwdvHIQ
- ms@ado (Wlds:y SLA) Qanulasoms Tsieviumsus:sunnidou
ta:Us:sunuanm eonuanm
- MSIKUSMISUNTUKQUIQTDV
« Critical 15 mins, Onsite NBD (Response Time) ldl9ouly
tumss:usulAano:rMRTUGNGUMS NBD
« Minor NBD, modtytuiideu modfuadiaums
- msUsosnu DTMsihdildumsmuatyannuanAta:iuaducaunsad
lag0uASHUYDOWAANTUA (B10DvIDNaNsUIasHIutULCa:RUNSH)

IWULGudaanavtums - S:UU Helpdesk sousSuMSsIKUSNS 24x7
Husmsmetu - NaaNtUAMetuYeY MFEC numsditduviuvavlsdanm

(Operational Level - ss=uulUsunsuy MPM Asoosunumsaualasoms tasaououn
Agreement) ¥




drynyINUWIKUSNMISMEUDN
(Underpinning Contract)

WURMSIKUSNIS
(Delivery Scope)

(DWDVUSNS
(Service Owner)

dMuUzyovUSNIS
(Service Status)

5oUSMS

(Service Name)

WONBUIUUDVUSMS
(Standard Service Features)

szgzDaNIkUSNIS
(Service Hours)

dodovnstUovdu
tumstdusnis
(Service Requirement)

s:gzDaNMUNAKUSNS
(Service Support)

. UUBUTUYDY Call Center, Contact Center, Hotline
UDOWIAUSMSIUWAQNTUN
- doyoimsvatasguaunsadasooaiksuanA MFEC

NOUS:INA

InfoSec

BvuU (Available)

System Infrastructure

- ms@ado/Usudso/thoonwaasncur

- MSQUAKAVMSYIYSDVSUMSADUAINNIY MSSDVUDUSMS
ua:uAlunQuadoo

- MSWNIUU150SNUIS:uUMUSDU (Preventive Maintenance)

Us:noudoy
- 24x7
8x5 axcddumsvovlsdanm

AuGaALasIDEDUDINS:ULLDY Sales Bos:y SOW Jisiwa:idua
2:Is uasdvcouniu Engineer

QWaNTUNINUIaSURQEDU dvuduKNETUgORSURQsDUTQY
WOISUNAUANUIU:0IUNSURQBDU
WAAACUANSURQBDUDTNMSS:URTAUSMS ta:aduayuua:uitudogm
1QgD:QAYYINUNUIY

1. WIUAUS Helpdesk Bodsoomomsaacdodod
11 woslns 02-821-7979 (duua:zldaxrnms 24x7)
12 Wu E-mail Address : helpdesk@mfec.co.th
13 wiumsaadalagasvtudunuunrkuatu E-mail
ALIEIHQ DA Support Team vav Engineer IAUSMS 24x7




UIaSFIWMSIAUSNS
nsvinw
- ms@adous:oumsandumsmuiNuns:uulAsoMs
gs1woiumsuUssunnidou ta:ussunuanm
- MstRusMsunluirquadovmuuatdus:auuovwans:nu
ua:nstnfolsd s1vovonars MFEC-SMR-SD-002
Critical 15 mins, Onsite 4 hours (Response Time)
Minor NBD, Wmsrmcnua?rgrmﬁci‘uUumsﬁu@s‘uu§ms

- MsUhsosSnu DMshAdumsmudayoinuan
ua:dusgnuuda:gunsad  TaebuasguuooNaasncurl
(@wdvnasuasgutulcdaaunsnd)

Jsuruna
- msaadous:TumsaNduMSMUILWUAS:UIUTASOMS
gsiwoumsus:sunnidou ta:ussunuanA hgonuanm
- MstAusMsuniuikadadovmrualdus:auuovwans:NU
ua:msthiiolsd srvdvlenars MFEC-SMR-SD-002
e Critical 15 mins, Onsite 8 hours (Response Time)
* Minor NBD, Wmsrmmuérgrmﬁduﬂumsﬁuv§§uu§ms
- MsUhsosnu DMshAidumsmudayoinuan
ua:udsuciaunsad lagbuasguuDoWaanturi
(@wdvnasuasyutuldaaunsnd)

LUWKUIENISTKUSNIS
(Service Target)

chvdvKIQ
- ms@adous:1TuMsaNiuMSMULNURS:UTUTASONS
Js1eoiumsUs:yunnidou ua:us:sunuanA INgonuanm
- MstAusMsuniuikadadovmrualdus:auuovwans:NU
ua:msthiiolsd srvdvlenars MFEC-SMR-SD-002
« Critical 15 mins, Onsite NBD (Response Time)
tdoulutumiss:usulnano:rATUGIOUNS NBD
« Minor NBD, Wmsrmmue?tgrmﬁdm‘.lumsﬁu@§uu§ms
- MsUhsosSnu DMshAadumsamudayoinuan
ua:udsucaunsad TagbuIasHIUUDOWAONUT
(@wdvnasuasgutulcdaaunsnd)




IWuULAudoanav
tunisthusnNIsNMeu

(Operational Level
Agreement)

doytINURIKUSMISMEUDN
(Underpinning Contract)

WunNNISTKUSNIS
(Delivery Scope)

DWDLUSMS
(Service Owner)

dOuUzUDVUSNS
(Service Status)

Bousms
(Service Name)

WORBUDILYDVUSMS
(Standard Service Features)

szgzlDaNIkUSNIS
(Service Hours)

dodovnistdovdu
tunstBusNs
(Service Requirement)

- S:UU Helpdesk sooSuMSIKUSNS 24x7
- s:uUlUsUNSU MPM Aso0sUnuMsqQualasoms ta:Frynyn

- uuWoUluyDY Call Center, Contact Center, Hotline

UDOWIKUSMISTUWAQNTUN

aNAIMYUDNUSENNDUS:INFA

System Infrastructure

Bou (Available)

IT Support

MSIKUSMSMUIUUSEN

- MSAQAY 1a:MsQUaRUNSI/IASDOADUWILODSIUAUSADUWILDS

- MSASORIS ta:MsrmruadnsSumMsIN{viu Active Directory, E-mail,
MPM, ESS, Profiex, i-solution, SharePoint, Office 365 NYKUQ

- MSQUa Ua:AUAUMSIWNIBWIUS:UU Multi-factors Authentication

- Ms@advany ua:msiiouconuaunsilnsoune

- MsAaavsOWEALDSUUGNUIE
- ms@aavs:uuUovnulAaLose

- msUsSuUsounlummnualwsonad
- Msaduayu ua:unudoymmetuavAns Ws:Qu 2™ Line Support

MSIRUSMsSMeuDN

- msunTudoyrnidovduniumos:uudoansmolnanuanAiusen

TagimsvanusSuRQBsDUMUMISIVNMSHIVIU dIKSUS:UULIU
BackOffice 8x5 mistAuSmMsunanstumsuniudoymni

- WoIstuo1RUNSIRIRNMISAUUaYUDEIUNSWEFUUD0 MFEC

KSPElus IvMSN:L0gUMSsQqUa

- TsdNTUQuaogiludouTud ey UMSIAUSMS




s:gzaNMUINAIKUSNS
(Service Support)

LUWMUIENISIKUSNS
(Service Target)

WULaUTDaNav
tunistkusnIsNeiu

(Operational Level
Agreement)

doyINURIKUSNISMEUDN
(Underpinning Contract)

o J L S
WUNNSIKUSNIS

(Delivery Scope)

(DWDVLUSMS
(Service Owner)

dOUUDVUSMS
(Service Status)

1. WIUAUE MFEC NOC Bodgoomomsaaciadol

11 waslns 02-821-7811 (Suua:arims 8x5 lsoUSuUKEQ)
12 WU E-mail Address : mfec_noc@mfec.co.th

13 wumsaacdalagasvludutuunriruatu E-mail

U1aSZIUMSIAUSMS
- QENASUDY MFEC-SMR-SD-002-00 J2anavtumstiusms

- MSIKUSNISS:UULASDUNE

- MSIKUSMS InfoSec

- MSIKUSMS System Infrastructure
- MSIKUSMIS CSOC

- MSIKUSMS Helpdesk

- MSIKUSMS Network

- MSIKUSNS ISE

- MSIKUSNS ITOMS

- USUN KIRZ SDOSUNLAUTADUWILODS Ua:S:uuLlASDIwMeUDN

- USUN True sovsulASagdIsov

- USUN Microsoft SoVSUS:UU E-mail

- USUN Amazon SDVSUS:UU DNS

- USUNn Cisco TRUSNS MultiFactor Authentication, Mail Gateway,
VPN, Antivirus

- USUN Ditto SOLSUMSIAUSMSIASDOWUW

- USUN ABIT s905UMSUISOSNUNS:UUUSUDINFA

- USUN Accurate solution soOSUMSUISOSNY UPS

- USUN Integrated Secure SOVSUMSUISOSNS:UUAUIWAD

- USUN SiS Distribution (Thailand) so0SUMSUISOSNUIASDOLLE

Sul
Sul

NDUS:NA

IT Support

Bvu (Available)




JoUSMS
(Service Name)

WORBUDIWYDVUSMS
(Standard Service Features)

szgzlDaNIkUSNIS
(Service Hours)

- o~ -2 -
dodoomistuavaulu
MSBUSMS
(Service Requirement)

S:gzlDaNLSKUNATKUSNIS
(Service Support)

LUIKUIENISIKUSNS
(Service Target)

IWULAUTDANAaL
tunistkusmsmetu
(Operational Level

Agreement)

ITOMS

1. TuSMscuyaaNsAdAWIBE s ICUUAUINATUTagaNSAULNF
HunanmMMeldanyoundo, Joanavusms (Service Level
Agreement: SLA) La:daanavdu a AUSUNMinuUanA

2. Kusmsaadoua:nsusnuns:uuansaunAtkinanA

UJs:nouddg
- MsdoudUUSMSMMUFUNU

- Joadnyoy1vv, Joanavusms (Service LevelAgreement: SLA)
LaioaNavdu a AUSYNAUanNA

- AUAQALASIDFDUDINS:UULDY Sales Bvs:uupuwAMSHIVIU
(SOW) Miswazduao:ls uazdocdouiniu Engineer

- WDISOUIWEANTUAKSDUSMISOALTIaSURQuDU doupUKNETUED
RSURQBDUTOgWDISEUNNUANUU:0IUNSURQBDU

- NAATUARSUAQBDUDMSS:URTRUSMS La:atuayuua:unTutoym
1QgD:QAYYINUNUIY

1 I KANTUURUE0UATEEINAT MUS:80aNS:UTUFUOUIII0
2. WIUAUY Helpdesk Bvbgovmumsaaciodot

2.1 woslns 02-821-7979 (dula:zldaims 24x7)

2.2 WU E-mail Address : helpdesk@mfec.coth

UIASHPIUMSIKUSMS

1.USMS Manage Service Idoghvdallipvdoandovciodrynun

- WNSOIRUSMSaNAMMUATYTYIDIY, J2aNavuUSNS
(Service Level Agreement: SLA) ua:daanavau a AusBni
nuanA swa:ldeaawnsnqldoin MFEC-SMR-SD-002

2 AnuMwuDvUAaINSNRgUS:5Tsd

- UstlUWanuMwWIumsIRUSMsIiunNeurins:ul3tuonans
MFEC-SMR-SD-002

- StUU Helpdesk soosSumMStKUSMS 24x7
- s:uUldsunsy MPM AsausunumsqQualasoms ua:dedeyn




doytINUNIKUSNMISMEUDN
(Underpinning Contract)

WuNMISTAUSMS
(Delivery Scope)

[DWDVUSMS
(Service Owner)

BoUSNS

(Service Name)

WORBUDILYDVUSMS
(Standard Service Features)

S:g:lDAAIKUSNS
(Service Hours)

dodovnistdovdu
tunmstdusnis
(Service Requirement)

s:gzDaNKUNAKUSNS
(Service Support)

NDUS:NA

ITOMS

Bou (Available)

Network

1. Mms@adv/Usudso/Sonounaasicuri Cisco ta: Aruba

2. MSQUaAKaLMISUIEY SDOSUMSARUANILU MISSD0UDUSMS
ua:unuirquadoouunaastur Cisco ta: Aruba

3. MSWNUS0SNUNS:UUMUSDU (Preventive Maintenance)
UovWaantun Cisco lla: Aruba

Us:nouddy

- Gold Service 24x7

- Silver Service 8x5 KSD 9x5

- MuAs:UUFUONAKSULDDUTUIWIUUIONS U

1. Joyadryty1onv, Joanavusms (Service Level Agreement: SLA)
LaioanNavau a AUSENMAuanA

2. AuAQALASIDADUDINS:UULDY Sales Bvs:yupuwamsiou
(SOW) idswazduao:ls uazadocdouiniu Engineer

3. WOISOUWAANTUKSDUSMSIIAUIaSURQLDU doUpUKNETUED
RSUAQEDUTOYWOSIUNMUANUNU:DIUASUAQBDU

4. WAQNTUANSUAQBDU TMSS:URTAUSMS ta:atuayumsuiludoum
TQgD:QATYTYINUNUIY

1 B KANTUURUE0UATEAINAT MUS:80aNS:UTUFICUIII0
2. I hAUs: lsAATUIUMUS::1Da MUY VANAIKSDNS:U
tudtyoun
3. WIUAUY Helpdesk Bobgovmomsaaciodot
3.1 woaslns 02-821-7979 (duua:zldaxrims 24x7)
3.2 WU E-mail Address : helpdesk@mfec.co.th
KUEIKQ 1DIMUA Engineer IAUSMS 24x7




LUKIEMISIKUSNIS
(Service Target)

IWWULGUTDONAY
tunmstrusNMsmMeaiu
(Operational Level

Agreement)

doynINURIKUSNISMEUDN
(Underpinning Contract)

o -
wunmMsiKusNs
(Delivery Scope)

[DWDVLUSMS
(Service Owner)

dMUYDVUSNIS
(Service Status)

UIaSZIWMSIAUSMS

Critical | Response Time: 10 U Resolution Time: 72 ) (0]
W0 Pending

High Response Time: 15 UNA Resolution Time: 72 35olUo
Pending Taganm

Medium | Response Time: 30 Ui Resolution Time: 72 35oTuo
Low Response Time: 30 UN Resolution Time: 72 i) (V)

- -
aulvgnidu
WoIsNdeunnAILGUMSAUaNAIMEUDN
tRAauMsaoandovAUFIYINS:U

- S:UU Helpdesk sooSUMSIKUSNS 24x7
- s:uUlUSUNSU MPM As2osuUnUMsSQUalasoms ua:dedeyn

- Mtdauluuoo Call Center, Contact Center, Hotline
UDVWIKUSMISiuWaantur Cisco ua: Aruba

NDUS:NA

Network

Bou (Available)




JoUSMS
(Service Name)

WORBUDIWYDVUSMS
(Standard Service Features)

S:g:lDAAIKUSNS
(Service Hours)

dodovnistUovdutu
MSBUSNS
(Service Requirement)

S:gzlDaNDKINATKUSNIS
(Service Support)

LUMKUIENISIKUSNS
(Service Target)

ISE

1. MSQUaKAVMISYIYSDVSUMSADUAINIL MSSD0UDUSMS
ua:uNTUIKQUQUDOUUWAON LU/ Solution

2. MSINUUSOSNULIS:UUMNUSDU (Preventive Maintenance)
UDVWaQNtUrl/Solution

Us:nouddy

- Gold Service 24x7

- Silver Service 8x5 K39 9x5
auns:uudry e KSULDDUTUWITULIVNS

- Joadnyoy1vv, Joanavusms (Service Level Agreement:
SLA) ua:gaanavau a AuSBNMNUanNm

- AuAadLaSIDEDUDINS:UUYDY Sales Bos:yupUAMSHIVIU
(SOW) Miswazduao:ls uazdocdouiniu Engineer

- WDISOUIWEANTUAKSDUSMISOALTIaSURQuDU doupUKNETUED
RSURQBDUTO8WDISUNNUANUU:0IUNSURQBDU

- WAAATUANSURQBDUDMSS:UNIRUSMS tlazatiuayuua:untudoum
1QgD:QAYYINUNUIY

1 MNANTUUAUALIUATEAINA MMUS:E:0aINS:UIUFIENITD

2. DKINUSTBACTUDIUMUS:E:DAM0IULDVANA
KSoNS:UUd YU

3. WUAUY HelpDesk Bogovomumsaaciodot

3.1 woslns 02-821-7979 (Suua:ldarinms 24x7)

3.2 WU E-mail Address : helpdesk@mfec.co.th

KLBIAQ 15 IKCNA Engineer TAUSNS 24x7

nsSvINW VIASFIUMSIAUSMS

Critical | Response Time: 15 UNN Resolution Time: 4 35oTUo
W0 Pending

High Response Time: 15 Ui Resolution Time: 8 $2TUD
Pending laganm

Medium | Response Time: 15 Ui Resolution Time: 24 32UV
Pending laganm

Low Response Time: 15 UNN Resolution Time: 72 39) (V)]
Pending laganm

iBoulvgnidu

mMsusosSnu DMshdiidumsaudyoinuanadl
ua:udsucaunsnd 1agbuasHIUUDOWAONTUN
(@wdvlnasuasyutulcaaunsnd)




Jsutuna wiasgiumsirusms

Critical | Response Time: 15 U Resolution Time: 6
32Ol Pending

High Response Time: 15 U Resolution Time: 8 35olUo
Pending Taganm

Medium | Response Time: 15 UM Resolution Time: 24 30\ (0)
Pending Taganm

Low Response Time: 15 U Resolution Time: 72 3oL
Pending Taganm

aulvgnidu

MsU1susSNUY DTMshAdumsmuaeynyInuanm
wa:udsducaunsnd TagtNaSHIUUDONAASTUN
(@wdvnaisuasHutuLciaaunsal)

LUAKUIENISTKUSNS
(Service Target)

dVKHIQ MSIAUSMSUNTUIKQTQTDD

Critical 15 mins, Onsite NBD (Response Time) Zéﬁf‘)’aumfumSS:q
SulAano:rMIKIUGIGUMS NBD Minor NBD,

MsU1susnu TMsthdildumsmuaeynNUanA ta:uaducaunsod
1080NASTIUYDOWAANTUN (D10DvDNANSNasTuiuLca:RUNsn)

- -
aulvgnidu
wostndryondidumsnuanmMmeuan kaaums
doandovNudnytUINs:y

IWULAUTDaNav .
tunistkusNMsnNaiu - StUU HelpDesk SouSUMSIKUSMS 24x7
(Operational Level - ssuulUsunsu MPM Asoosuiumsqualasoms tazdedodn
Agreement)
JoynINURIUSMISMEUDN mutddauluuov Call Center, Contact Center, Hotline
(Underpinning Contract) UDORIAUSMSWAQSTTUA
i - |  S—
WUNNMSIKUSNS o
. NDOUS:NF
(Delivery Scope)
(DWDVUSMS
ISE

(Service Owner)

d0uUzyYDVUSMS

Eredies e o (Available)




USH1SDOMISIKQUQUDV
(Incident Management)
MsusKIsSamsmquavaolduditlduns
ka0 INNUSNISTATITUNISSULSDVAD
Helpdesk (1t Line Support) duduns
WaunTumaqdadootRusmsawisndidu
nisldogvdallion uazaawans:nu
N1VSSND

equest

Request

N1SUSKH1SDQN1SA1SDVUD
(Service Request
Management)
Ms$o0YaUSMSOINANAATLTIENISSUIKQ
Javov (Incident Request) o:ddunis
MwdaanavMSsKusSMsSIKJounuNIssu
IKQUQUDY




US=aNSHaudvVS=uUU
NISUSHI1SDAQNISVIUUSNIS
(Effectiveness of the SMS)

>

Service Level Agreement (SLA)
Ao Upanaviumstiusms SLA gnmKkuaQ
Wuwrasgiulunstkusnis IWalKISU

usnislasuusnisanudoanavns:uld

dewyuov SLA tuucazkhoUuo

® Severity Ao s:auA>WSULISLYDVWANS:NUND:=ClDVSULNTY
® Response Time Ao s:g:10a0umsaoUauvMSsUNTYUDVKUIEVIUAINEITDD

® Restoration Time Ao s:g:10a 1Wuwiwalhnauldiganiunisadund

-GU Severity s-auwans:nu (Impact) szauAd>wiIsvasu (Urgency)

WDIStUN 4 s:auenuus:iNNUDYaNM woistun 4 s=au

CRITICAL Ns:NUCDaNA La:MwwoUDVANS ssfolfioAUIEsMetuytu:UU

ssNoINaADIEUKIEY

HIGH NS:NUMBIUBYANS uciawisncaumsia
@ = ssAPlASUAUIEDKEY

MEDIUM NS:NUIUS:QUKUDEDUMEIUDVANS US-GUREPLSUTG
LOW ns:NUS-GUUAAA ssnolulaSuwans:nu

KsoDwans:NUUDELUIN




—

SLA vovuca:usnis Usrgazidgaavd

M 1 Helpdesk

Severity Response Time

Restoration Time* Responsible

CRITICAL 15 Wi 4 351D
Helpdesk
HIGH 15 Ui 8 55lUv \ 4
2" Line Support
MEDIUM 15 Wi 24 551D <
Supplier / Vendor
LOW 15 Wi 48 $olUv

* OiPouly p:WoISaUNISOUNUGNAICNIUATYTYT

M 2. Cyber Security Operation Center
and Manage Security (CSOC)

Severity”* Response Time**

Responsible

CRITICAL
30 un
HIGH CSOC ™ Tier % CSOC 2™ Tier 9 IT Support
MEDIUM 24 573luo
< CSOC Tt Tier ® CSOC 2™ Tier % IT Support
LOW 48 Boluo o

laggoyadvasutdusigviuds:013u NSednwud
OAUWENUIDNTIVS:UU/ 1ASDUNY

* (Douludrvdvnumiimua Threshold vavaUnsalls:50 ua:msWmsrms’;un‘umsuD‘umf(@nn‘ﬁoamso j

** PoulvvdvirauadovdacmudaanavupvdryrynanaumssounugnAndunan

1
|

?{@



W 3. Information Security (InfoSec)

Severity

Response
Time

Resolution
Time

Responsible

CRITICAL

HIGH

MEDIUM

LOW

15 Ui

15 Ui

15 Ui

ngoinw

algumsmetu 4 su. awdums 72 8‘3[“0

TudiSaulu PENDING
Jsuouna

Aaldumsmetu 8 sw.

cdodonda
agumsmetu NBD

15 un

N dwauns 72 3owo
ngolnwua:usutuna

AaduMmsmetu 8 su.

diodonda
adumsmetu NBD

* JiPouly D:WoI1SaUNSOUNUGNAICIUATITYT

Y 4. System Infrastructure

Severity

Response
Time

Resolution

Onsite* e

Helpdesk

2

2nd Line Support

2

Supplier/Vendor

Responsible

CRITICAL

HIGH

MEDIUM

LOW

15 uA ngonw ddums 72 3oluo
andumsmetu 4 . {ijGidauly PENDING
Jsuouna .
dndunmsmetu 8 su. | dudums 72 321

15 Ui . m‘s PENDING_
cihodvk3a o:AoUs:aunu
adaunmsmetu NBD nmvoanAmitau

15 un ngvinwua:usuouna
adgumsnmetu 8 su. |, g

awdunis 72 3oWo
E cdiodonda
15 un

anaumsmetu NBD

* Oidouly D:WdISCUISOUNUANAICNIUATY YT

Helpdesk

4

2nd Line Support

4

Supplier/Vendor

7




> 5. IT Support

Condition

s:uUTAUSMIsKaNtuvaUWaMSANGuUMSiULIasTU
ISO/IEC 27001 uapunsndaduayus:uuoiurkan
Uawnsnapuaupvnutsvula

S:UUTRUSMIsKanuanuauwamsandumsiunasgu
ISO/IEC 27001 TuauisnaauauponurRiduula

s:uUVUETUAUUATLDWANS:NUCDS:UUDIUKANULA:
STUUDAIBMEBIUBVANS DWaNS:NULAWIALDEIU
Aludowacioanmlaeaso

Severity Response Restoration
Time Time
SEV-1 5 meatu
(CRITICAL) Sl 1 5urhims
SEV-2 5 metu
(HIGH) 1550 3 Surhms
SEV-3 = metu
(MEDIUM) 4 ol 5 Surhms
SEV-4 8 5ol metu
(LOW) eo1o 10 durins

S:UULILASDY SUUAISMETUDVANS
TUDWans:NUCENVSSTD

AUIPIKEQ MSgNS:AUIKQIQIvludDdRUUSDVSUMSANTUMSENS:aulkqdadav 1 s:aulagens:au Tst Line Support
[un 2nd Line Support Somius:aun 2 goludmsanduns fQuas:uud:oalasgus1gvIuLdvIUg0s:auUSHIS

»» 6. IT Operation Manage Service (ITOMS)

Severity

Response

- *
Time Onsite

Resolution
Time

Responsible

GOLD SERVICE 24X7

unwdogninmeatiu

A Jsutuna meilu 6 su. : .
CRITICAL 15 un dodvrsa metu ND 1 32w wuudivouly
SILVER SERVICE 9X5 [ — Helpdesk
HIGH 15 uln Jsutuna metu 6 su. 12 &5luo
adovornda metu NBD *
(tusuuazaInNSs:K310 Engineer
9:00 — 18:00) o
MEDIUM 15 UA nsoinw Us:anuoiu ENGINEER untubeymmetu &
ua: VENDOR 48 Bolwo
i ;
SERVICE REQUEST SUPPORT 2= NexEnglneer
LOW 15 uIA nsoINw Uszanuviu unwdoyninmeiu
ENGINEER ua: VENDOR 79U




»» 7. Networking and Cisco Customer Experience (Network)

Response

Severity Time

Resolution
Time

Responsible

e GOLD SERVICE 24X7 duduns 72 $o1uo
CRITICAL 10 N nsoINw metu 4 sU. lUd1Soulu PENDING
Jsuouna melu 6 su. Helpdesk
cdoodokda Mmetu NBD chgunis 72 8oTuo *
s n1s PENDING o:CGov )
HIGH 15 un SILVER SERVICE 9X5 ;5.4 aumognAnridu L1-Cisco
nsoinw Matu 4 su. ¥
Jsuotuna metlu 6 su.
cdovorkda Mmelu NBD L2-Cisco
MEDIUM 30 ulf (tusduuazoairiIN1ss:Ku310
9:00 - 18:00) )
anauns 72 3oluv
SERVICE REQUEST o aun
LOW 30 un SUPPORT ¥
L1-Cisco

ALIEKQ * Di0ouly D:Wo1SaUISOUAUGNAICIUATYTY

M 8. Infrastructure Services Excellence (ISE)

Response
Time

Severity

Onsite*

Resoluti -
e Responsible

CRITICAL 10 uA

GOLD SERVICE 24X7
nsoinw Matu 4 su.
Jsuouna metu 6 su.
dvdornda metu NBD

SILVER SERVICE 9X5
nsoinw Matu 4 sw.
Jsuotuna metlu 6 su.
cdovorkda Mmetu NBD
(tusduuazoairiIN1ss:Ku310

HIGH 9:00 — 18:00)

15 uln

MEDIUM 15 un

Time

dudunms 72 $o1uo
Tudiwoulu PENDING

Helpdesk

2

ISE Engineer

2

duaunmis 72 3ol L2-Product

n1s PENDING o:=Giov
UszahunumovanAmiau

nsoinwd, Usuouna

anduNmsnetu 8 su.
cdooovrda

adgunmsmetu NBD

LOW 15 N

Helpdesk
dauns 72 $olwo <&

ISE Engineer

2

L2-Product




HINwuAWIaoandavuovNIsIKUSNIS WUJUADIUADSWDISCUIANTUNISUSUUSD

QIS:UUUSKHISDONISVIUUSNIS (Service Management System: SMS) su
A WIudoanaovAlNadINWNAaNI1SasIDaauUavNasddaau (Auditor),
gnA1 (Customer), misus:ztoun>1widgv (Risk Assessment)

lunsdintnakqgiaiovN1EIU
uov MFEC [husvwiu

&~ MFEC_NOC@mfec.co.th

tunsaaninatkqiadovanmiIguon

(AUDVAIU
& helpdesk@mfec.co.th

C 02-821-7979

chogrvonisSovuonmeluntiiaiu

uods1v User uu AD | d1KSu Outsource
Reinstall OS | Reinstall OS % 1A%oV Client

Delegate User | User RanoonTUuddtikokthou
KSOWNTASUUDUKLNY

Reset Password AD | nstd au Password

Permission | Msuaoandnisinidoiu s:uudvl
NAV, PF, I-Solution, SharePoint Permission

ds1v Group mail
JouniNstdnidoiu VPN Duo K39 S:uudiio o

Vmware | IWUKSDaQ Resource MUADUIKL:EU
*nsadidov Production doviluu Diagram uilus:uuaog

Assign IP | dmSuduUnsaitrl Ko Server
tASovtkl (ATUtsvIuUasu IP)

Ms Back up (drsoodoya) ua: restore
Database

Web Application Firewall (WAF) | unfu
(WU au policy, IWU au pool

Domain Name Server (DNS) | WWagu 1éo
unly au DNS

Firewall | uo Allow Firewall
External DNS | WWasu ndounlu au DNS

Mail Gateway IMSVA | WWagu rKéounly
au Policy, SMTP Routing




CDDEIVIKAUQTDVINAMEUDN

Server/Systems/Node/Device Down. Can't Start Service

Application Down. Can't access or use application.

Port/Link down. Services Unavailable.
Link flaps. Software Failure/Software bug

System/Storage/ Network Hardware Fail. Error Messages, Logs, Debugs.

Firewall issue. CPU/Memury High usage

Network Connection Fail. Upgrade software Fail.

Job fail / Backup fail.

awnsnfinusiga:deauloulgnNIsusKISOaNMSVILUSMS (Services Management Policy)
IWULAUIANY SharePoint yovUSUN ISO_20000




