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Dear Teams, Dear Teams,

/e've already opened the ticket as detail below.

Emergency Request [ Standard

Service: EDR (Endpoint Detection and Response)

Request

Service:

Service subcategory: ! i Service subcategory

Priority - 1 Priority - low

Status Status: assigned

Description Description
Dear, Helpdesk Dear, Helpdesk

Customer

Requester
Customer

- " Email

Requester Tel
2"“"' . : Technology EDR
Technology
Task Category Serverity Afaniimsmuumiin (Standard Request)
Serverity Aifany

e Request Date
Case Date
Case Time. Request Time
Detail

Task Category #hm s . -

Detail
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1‘]2 1ldons:aunUEIATYNYNADY D:¥28tRaDUaUDVCDFSDOUDVMUTADE1VIKUNE

> ASDVUSNMISCNULWUYIU (Standard

>, o Request) : MFEC CSaaS o:awdums
=HER DRI TGRS RTEER AT Molu 3 SUuNNISKAVOINSUAISDLUD

ADIWEATYUDVASDD D:adunmsmeiansaudal 8 x 5

*gnNLoUUSMs CSOC*
Response time based on

request priority
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= nsonNsiga:zlogavouanvANsua:Naacio
vuasun 1 Organization and Contact Details

hanAINsaNs1ga:Bua Avucdonl- Jofi4

* i
3. oyadinsio (tuaﬁwsﬁww’) / Contact
SAnNduaYaNADIANSIALRNGD Information (Phone Number) *
/ Organization and Contact Details nsaldosmsAncaISIeIY Wi ITToyAIN

urgent contact or if additional information is needed by

1. dousun / Organization Name * phone

ninusydoovAansvowimlignsioy iNon 158 wdvuasdiamuanius

udn1s / Please provide your organization's name correctly for mrﬁauﬂuéﬁmw

reference and service tracking
ld@aay T .
4. afoyadinsia (S1ua) / Contact Information
(Email) *
dluadmsums in / Primary Contact Email
2. do-uruanandsdsos / Requester's Full
* ‘ot
Name Tusaldda
lolimannsodanovsamuazusiniudumd

So we can contact and update you correctly

ldamau )
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- =5 tKanMmLd3on S:UU La: S:auAUdIATYUDYMSDD
guodun 2 < >
Select the Target System and Request Priority

2.1 2.2

13ons:UURLRYDTDVIUAISDD Lld3DNS:AUADIUEIATYUDVAISDD

. sreiumNANAfUUIFNs09s UL EDR /
5. sruuvilAgnoariudngoy / Affected System * Request Priority Level of EDR *
donsAuANuAIRYIgnsos Az ulinavauavsionsovvoviule
ngausYSUUIusasn st Ims1adounfoauilunis / Please L NIMIIEAN

specify the system you want us to investigate or act upon AsovuEmMsannumuu (Standard Request) : dwsuaion

i /Hfl-!l«l-i USUUTNAONISH AU I WA MTOHTONITANLAUNTS

1ABNANNDUYDIAM msoun 1

- ANsowusnsvisioun1sauAaIlsyaIu (Emergency
Firewall Request) : dmsumsovidunansnumas:uuua Ay nios
msur lwlauswigaiioannansny

EDR

SIEM {@BNAINDLUYDIAM

CSOC vy m
AN9DIVINITANUKUIU (Standard Request)

ANTDIVUINITNABINITAUALTIGIY
(Emergency Request)
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Example Firewall nscin 1 uSmscuuwuviu

(AgNAL@DNS:UU Ua: funscdgnAtdonAiSoo NSONSIYASYQAWULE nsnsondoyalasolisgusoe
S:QUADIUANATYUDVATISOV AIJULWULU

5. sruufiinagpenuaisns / Affected System * IHUKUIY (Standard Request) -/

8. snuanduaiianén / Additional Details

nguTEY FRULiiueeInts iismseaaunion niaun s

Awili lidmsudoyanimduivioudniiorutuds lvenlsions 157 1dsuAsoswoIvinUIAT TinuarasIadDulAYE I
S Jipsriiazu ymrva9iisu / Please use this section for msomustiuauddiviundili e daenniiu
7. fgpaudnismunwuau (Standard Request) wod

/ Please specify the system you want us to investigate or act

upon

Firewall

6. 5xAUANNEIAYYDIA1DISEUY Firewall /
Request Priority Level of Firewall *

any extra details that could help our team understand and Ardousudu IFmliasinsonaulausiu / Thank you

address your request for submitting your request. We have received it . Our

team will review and proceed according to the priority

ldaraan you indicated as soon as possible. For urgent requests,
an agent will contact you shortly.

52Uy Firewall *

@ Request rule change (allow/deny traffic)

) New rule/policy deployment

AvdAndauannsovinlddaly
) Rule/policy review

- . o g s p Juvinnisnounduaosiu
ionsAuAWEIAYTignaBy o8 linouausenon1ioey

v langamnzan Object or address group update

- A19B9U N 1IN INUNWIIY (Standard Request) : §m3y AN
ATDIR INTIHEN TN UL TIADNTSA NI NTDFINI50TD NAT configuration
nsaniunsnInsaunile (uin15aey CSaaS vxaniiun1s
18 linsowiaa1 8 x 5) Logging/Monitoring request
- AraeUinTTiision 179uaisynIu (Emergency Request)

FMTUAITOIAEIHEN TNUAD TN A ALY ¥ Device health check / CPU / Disk usage
urily Tagnsavigaioanuansny

U9

A9BIUSN1SAN LKLY (Standard Request)
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(AaNAIL&DNS:VU Las
S:QUADIWAIATYUDVANSDV

5. sruufiiiigagos 3 / Affected System *

ngusEYRULRNINeINIs IiismTavaaunFaa uiiuns
/ Please specify the system you want us to investigate or act

upon

o o o v

. 3EAVAN ARYPBIANTRISEUL Firewall /
Request Priority Level of Firewall *
@onszauANNdAYAgnaas 9:928 asuauasnan 1oy
viwlapghaumsnzan
- A7389UTN1TAIMUNNIIY (Standard Request) : #1151
AN INdIRan sy FANTUII NTDAINITO5D
nsAnidumMInwsauUndle (uin1seey CSaaS v=A iU

o linsawi2a1 8 x 5)

Dewin1TAoInIsguUaIsInIu (Emergency Request)

ABSLULNINE ALY NIBABINITNIT

Power point Version:2
Release date 11 June 2025

(unstdganNAI@oNUSNS
NCDVNISQUALSLADU

ANTDIVTNFNABINTTOUALTIGIN (Emergen...

7. Ardoaudmaiidiosnsgualseiu (Emergency
Request) wosszuu Firewall *

@ Unable to access critical service (VPN, Web App,

etc.)

Firewall device down

High CPU/Memory causing traffic drop
Unexpected traffic drop or block

Policy misconfiguration affecting production

Suspected firewall compromise

nsoNsIgaldgQIWULAU
UoN8-UoNn10

8. JuiAmmenisal / Date of Incident *
Asuron wnrenidaaudian / Please
specify the date the problem occurred, or the incident was

most clearly o. rved

Tuse ld3ui (d/Mlyyyy)

9. nantiAamanisal (Tapus=una) / Time of
Incident (Approximate)
o'y 14:30 u.) io
aIdau Loc Specify the time of the
incident a. s as ssible (e.g., 2:30 PM) to aid in log

review and event sequencing

lddaau

10. dAnwausuaznanssmuvaanannsalisseiu / Nature
and Impact of the Urgent Incident *

happened, which systems are directly affected, how many
users are impacted, and what damage or risks have occurred

or might occur if not urgently addressed.

lddaau

Example Firewall nstin2 usnisndovnisquatlsovaiu

msnsondoyalasolseusoy

v
~

1571 ldsuANSoswRIvinUIAY TiuammsIRAoUIALEI W

asoussdua A aivinuudilTauiddaanniiu
Adoasudu iId i atiindonaulaudiu / Thank you
for submitting your request. We have received it . Our
team will review and proceed according to the priority
you indicated as soon as possible. For urgent requests,

an agent will contact you shortly.

Avddnyinauannsovialddaly

Juvinnisnounduaosiu

dadmoudu




(AaNAIL&DNS:VU Las
S:QUADIWAIATYUDVANSDV

5. sruufiApagpanuAnds / Affected System *

nFTEY TEULANNABINTS DILTINTIVEOUNTOA NTNN TS
/F specify the system you want us to investigate or act

upon

6. srAUAINENATYPDIATDITEUY EDR /
Request Priority Level of EDR *
danseauANEIATYTIgnaDy vxee IiRaUauaInDAITDIDY
ulapgrmunzan
- A999UININNUANNIIY (Standard Request) : dm3l
ersaaiiliidenans: NUFUUTNADNITANTUNI NTDFWNI5058
nsAuiunIInINsauYnd@la (Uin1ssey CSaaS A uiuN1T
me ldnsewaat 8 x 5)

- AriBeVinITiiABNN 19QuaiTInIv (Emergency
Request) : §1M3UAIDIAGINANTNUADTZUININEIATY WD

uROanNANIENL

Request)

Power point Version:2
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(unstdanALdonNAISDY
MULLWUDIU

TNUHUIY (Standard Request)

7. Ardosudnmsmnuunuanu (Standard Request) woq
s2uu EDR *

© atn-udly-au madaeniAuaAu Policy, Group wia

Exclusion

) hadayasuinuvassuu EDR
) @insla Software EDR Agent uuindasaneslmi
) asiadouan uzwoy EDR Agent

auq

Example EDR nstaun 1 uSNMsiuWuviu

nsoNsIgaldgQIWULAU

8. snuanduaiianén / Additional Details

Please use this section for
any extra details that could help our team understand and

address your request

lddmau

msnsondoyalasolseusoy

»
w

157 ldsuANSDswRIVInUIAY TiuammsRAouIALEI
msomustiuauddiviundili e daenniiu
Ardousudu IFmliasinsonaulausiu / Thank you
for submitting your request. We have received it . Our
team will review and proceed according to the priority
you indicated as soon as possible. For urgent requests,
an agent will contact you shortly.

Avdrdnyinauansavinlddaly
Juvinnisnounduaosiu

dadrmaudu




|
e 1

Example EDR nstin 2 uSN1sNciovun1sQuatsvadu

Iﬁaunmtaaps:uu Lk tunsodanAdonNusNSs NsSONSIYADYQAWULAL nsnsondoualdéoiRagusoy
SEFQUADIUANIATYUDVASDV NADVNISQUALSLADU Uon8-Uon10

S
8. Juiifimmenanl / Date of Inci - p

5. sruuiien 11994 / Affected System *

sy duiAedammsodunmifumantse ustan / Ple.
specify the date the problem occurred, or the incident was
et cloarl ahsarivedt 157 ldsuANSDswRIVInUIAY TiuammsRAouIALEI

msomustiuauddiviundili e daenniiu
Ardousudu IFmliasinsonaulausiu / Thank you
for submitting your request. We have received it . Our
team will review and proceed according to the priority
you indicated as soon as possible. For urgent requests,
an agent will contact you shortly.

ngaurTEY UL MeBNN TS ilTImTI9a0 UM TR U 15

/ Please specify the system you want us to investigate or act 7 ﬁw%’aqu‘?msﬁd’aqmsquaﬁqmu (Emergency Tum sy n P—

Request) wosszuu EDR *

@ Blue Screen of Death (BSOD)
9. naniAamanmanl (Tapus=una) / Time of

Incident (Approximate)

) Application 3o indaagnen llanusale: ) Y
- Avdrduiaouaunsov Vdealy

) u.) 1l

v Log A pecify the time of the

6. szAuANEIAYADIATTDITTUY EDR /
Request Priority Level of EDR *

) BU incident as closely as p .g.. 2:30 PM) to aid in log

Juvinnisnounduaosiu
review and event sequencin

(@anszAuANEIAYTIgNaay V28 IHnauauaInaA1 NN
viwlapgrumuzas [ELREDH daFmoudu
- ASBNYINITANUKNWNIY (Standard Request) : a3y

W NTIAN TN FUUTIABNI AT NTDTNITOTD
msanidunInwsaundle (uin1spey CSaaS A NTUNTT 10. dnwarzuazwansvuvaamanisalisssiu / Nature
e ldnseviaat 8 x 5) and Impact of the Urgent Incident *

- A19BVUINTITIABINIIQUALTIAIN (Emergency
Request) : @1M3UA150INEINANTENUADTEULNINEIATY N3D W vt ol 7 Planss cdencribe what
aavn1snsunlo lagrfigaiioanuans:ny happe ystems actly affected, how many

users are impacted, and what dama, or risks have occurred

or might occur if not urgently addre 1.
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(AaNAIL&DNS:VU Las
S:QUADIWAIATYUDVANSDV

5. syuufiiieag 94 / Affected System *

AFUITEY TEUUINNGBINTS LS INTIVTaUNTDA NITUNTS
/ Please specify the system you want us to investigate or act

upon

6. 52AUANEIAYYDIANTDITEUY SIEM /

Request Priority Level of SIEM *

A2 mﬂ'Jrfu,/if}_]:n-iu-: v:028 Dimpuauavsan 1309989

DL NINNIZTN

UINISANUNUIIY (Standard Request) : d1M351
AN LIENHANTNY FUUSINDNTSA TN HDHNIT05D
msaniunIInINIauLnGle (uin15989 CSaasS exaNiuN1s
e linsewiaan 8 x 5)

1589UTN1TAABINITRUAITIAIY (Emergency

Request) : dM5UA1SNAENNANTNUADTZULNINEIATY Wi

ﬁ;r]d!l 19N I'illl;]i?l 7 1ii&![’]l"V‘I]N('”J&JI"I: nu

ANTBILTNITANINUINY (Standard Request)

Power point Version:2
Release date 11 June 2025

(unstdanALdonNAISDY

MuuwWuvIU

7. Arvosudnsanuuwuany (Standard Request) wae

sxuy SIEM *

nEUANNNADIVEY Log idndudhin (Log

Onboarding Verification)

) aTaasuanuzwos Log Collector
aMdouAn Uzl 3rd Integration
) haudoya Log mudauluiiimua (Log Exporting)

) sTRdsuan uznsvinuues Rule uaz Report

Example SIEM nscuin 1 usSniscnultwuvu

nsoNsIgaldgQIWULAU

8. snuanduaiiéin / Additional Details
Please use this section for
any extra details that could help our team understand and

address your request

lddmau

msnsondoyalasolseusoy

»
w

157 ldsuANSDswRIVInUIAY TiuammsRAouIALEI
msomustiuauddiviundili e daenniiu
Ardousudu IFmliasinsonaulausiu / Thank you
for submitting your request. We have received it . Our
team will review and proceed according to the priority
you indicated as soon as possible. For urgent requests,
an agent will contact you shortly.

Avdrdnyinauansavinlddaly

Juvinnisnounduaosiu

dadrmaudu




| |
e [

Example SIEM nstun 2 uSnisndi@vonsqQuatsvadu

Zﬁaunmtaaps:uu Lk (unsodanAtdonNusNs NsSONSIYADYQAWULAL nsnsondoualdéoiRagusoy
SEFQUADIUANATYUDVASDV NADVNISQUALSLADU Uon8-Uon10

S
8. JuniAmmenisal / Date of Incident * a ’

o o » v . o v - - v 3oy
5. sTuunine2e 1304 / Affected System ANTEIUTNSHABINTGUALTIRIU (Emergen...

smanSodainenuim

specify the date the problem occurred, or the incident was

151 ld4udnsosupIiuIAY FinuArmsADULATATITL

msomustiuauddiviundili e daenniiu
Ardousudu IFmliasinsonaulausiu / Thank you
for submitting your request. We have received it . Our
team will review and proceed according to the priority
you indicated as soon as possible. For urgent requests,
9. naniAamanmanl (Tapus=una) / Time of an agent will contact you shortly.

\ o P - Incident (Approximate)
JBin sasch n%e w Tl Log L, arsall 5 19 4:3 171 AvdAndauannsovinlddaly

nFuITEYs. vuin 7!/1"517 s ‘[H‘A FIANTIVADUNIDANNUNIT most clearly observed

Ple specify the system you want us to investigate or act

7. fdpaudnsiidiosnmsguaisesiou (Emergency Tusaldsuit (d/Mlyyyy)

upon
Request) wosszuu SIEM *

@ Log Collector Offline / Down

Specify the time of

6. szAuANMNEIAYARIAITBITZUY SIEM /
Request Priority Level of SIEM *

M) to aid in log
Juvinnisnounduaosiu

[@ONsEAUANNAIAYTGNADY o linauaussnoA1589989
> . ldaaay ‘
n )111{'7U[/7“)UJ 1EdN AMANNDUOU
- ATIBIYUINIIAINUANYIIY (Standard Request) : dm3U

A5097 [idaes NUFUUTIABNTA UTNI WIDANIINTD
10. Anvauzuazwansuvaanannsalisesnu / Nature

NSANTUNTANIBUUNG LA (U5N15989 CSaasS A uNuNIT ‘
and Impact of the Urgent Incident *

me linsewi1a1 8 x 5)

- A1IBIUTNITAABINIIRUAITIAIY (Emergency

Request) : &M3UASDINGINANTNUABTULNEIAY WD Please describe what

saen1snsunlz lnssrvigmnaannans=ny affected, how.many
s are impacted, and what damage or risks have

or might occur if not urgently addr 2.

ldfaou
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E‘ o-1= Example CSOC nstiifi 1 A$oousSMsmuLKu

T PO B e e NsoNs1La:B8a Advucidon7-Jon8s MsnsonJoyalasoisusoe

5. szuufliiis 11504 / Affected System * 6. szAUANNEIATYIDIAIBISEUL CSOC / ' ¢ 3
Request Priority Level of CSOC * ~
NIy TAILIYUGBINTT DilTINTI9doUNTOA NTUNT (dans=euaNG) gneiay 9228 Dinauausinaa1 89289

151 ldduAnso s iTUIAY FinuArmsaFDULALEATITK

asaustdumnAtdivinuudil e dgenniiu
Ardoasudu Idmiasiindonaulausdiu / Thank you
for submitting your request. We have received it . Our
T S e team will review and proceed according to the priority
R el ey i (Emergeucy. . you indicated as soon as possible. For urgent requests,
Request) : dmivA 158} TWHANTNUADTZULNINE 1AEY N30 an agent will contact you shortly.
Asen1sn1sunle Insnsangmnoanuanszny

/Pl e specify the system you want us to investigate or act viwldaghumsnzan
it - A9BYUINTAINUNLIIY (Standard Request) : 143U
NN LIENHAN TN TUUSTINBNTANTUNIN NN

MSANTUNITAINTALLUN

6. 5eAUAINENAYPDIATTDITEUY CSOC /
Request Priority Level of CSOC *

d@ans=auANNEIAYHgNADY =28 inauauasnon150veay

Avddnyinauannsovialddaly

19D9U5NISAHULENIIY (Standard Request)

vwldpgrimnzan Juvinnisnounduvosiu

- AT9BVUIN 1IN INUNWIIY (Standard Request) : 413

AVIDIN IENNAN TN FTUUTIADNITANTUN I DT INI505D AaFmoudu
? AaFmous

7. 18audnA1593928 %3p Uayniiny / Request
Details or Finding *

MSANTUNITA N TOULNG
- A9B9UINITNABINIIAURITIAIN (Emergency
Request) : §1M3UAIIBINEINANTNUABTZUILNINEIATY M50

danransurile lngn5riigaiiioaananszny ldAmau
{@ENAINDLYDIA

ATDILUFNNTANNUKUITY (Standard Request) )

AN9DIUTNNTNABINITHUALTIAIY

(Emergency Request) 8. fenipenn Iaiiunis e uaansnaanda /

Actions to be Taken or Desired Result *

ldAmau
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= Te = Example CSOC nsiifi 2 fidovusmsiidovmsquatsodou

T PO B e e NsoNs1La:B8a Advucidon7-Jon8s MsnsonJoyalasoisusoe

5. sy 1904 / Affected System * 6. sEAUANNEIATYIBIATDISEUIL CSOC / 4 * 3
Request Priority Level of CSOC * ~

NIy TAILIYUGBINTT DilTINTI9doUNTOA NTUNT (@ansEAUAIINEIATYTGNADY 9228 IimBUauDInDA158I8Y
/ Please specify the system you want us to investigate or act

151 ldduAnso s iTUIAY FinuArmsaFDULALEATITK

asaustdumnAtdivinuudil e dgenniiu
Ardoasudu Idmiasiindonaulausdiu / Thank you
for submitting your request. We have received it . Our
team will review and proceed according to the priority
- ATBNUFNTIRADIN 7".’““"’"”'37“ (Emergency you indicated as soon as possible. For urgent requests,
Request) : #MUAIIBNAGINANTENUNDTEUININEIATY NTD an agent will contact you shortly.

viwldagrmuizan

upon . - .
F - ATTNUINITAIWUNUNTIY (Standard Request) : 313l

ATOIA NGB TN FUUTINBNITA NI NIDFNTO5D

NN IR INsEUUNG 16

6. 1zﬁ'un'nmi’m"t’guawhs"anzuu CSsOoC/ doanrnsunly lnsFriigmnaanuanseny
Request Priority Level of CSOC *

d@ans=auANNEIAYHgNADY =28 inauauasnon150veay QuaLInIu (Emergen
vwldpgrimnzan Juvinnisnounduwodsin

Avddnyinauannsovialddaly

A9DVUINIININUNNIIN (Standard Request) : dm3L
AIDI IEINAN TNUFUURTIABNTA NN WTDIINIT05D )
MIANTUNTANTOULUNG 7. 1888 AANTDID YD Ufyw’\ﬁwu / Request
- A9B9UINITNABINIIAURITIAIN (Emergency Details or Finding y

Request) : §1M3UAIIBINEINANTNUABTZUILNINEIATY M50

dudmoudu

aoenrnasunly lagns I)fL![’H'\;;IAii'l(JAillil' ny ldaanay
{@ENAINDLYDIA

ATDILUFNNTANNUKUITY (Standard Request) )

AN9DIUTNNTNABINITHUALTIAIY o :
o vie = - o ¢ol v
(Emergency Request) 8. daneenn I iiuns vie uaansnaania /
Actions to be Taken or Desired Result *

ldamau
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Submit

dj ﬂ"ISC'lOCIDlWE)EJUEJUlla LNUSIwa=BgQIWULAD

hé\)mnﬁ'anﬁﬂdn"wmsaiouuuWa§u1§au§aau§:)
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Helpdesk Support
\s Hotline : 02-821-7979
™ E-mail : helpdesk@mfec.co.th
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