YBULIAYBIU (Term of Reference : TOR)
nmsamInuInsingsihwuasdanusuilyszuy Call Center d11inanu nave.

oAy

d1fnany nave. 1§dndaaug Call Center awoo iladuiiunisnigldnisisvesdinuims
Foyanana (uu) WaluresndumslivimsdeyatmansuazuFessoadsu Inglddamuaziiaun
szuy Call Center lngldidnmszuuimaluladansaumanieg dmiuseuu Call Center Liiaiiiu
UszAvsnmuaziaiissnmlunisliusnavesssuu Call Center tu

viadl dvineny navy. WFuneuszuudandnlildauieuiesud Tnsfinathgesnw

520U U597 beod faTuil o un51AL bebe H13UR me SUITAL bebe AuTYYIEN
cb&oobe a3iufl e AUNTAUS bdoe HunaBusiady m ool doo.- UM (@mduvnuaudaviiy
desiudndosumdu) "wazuz‘ﬁvé’zgfgﬁwmewu%nwsﬂwqqi”nwwﬁané’la ’lﬂﬁﬁuqmﬁmfgwamé'a lng
lassasnavesszuudananliaududousasiivats Module msldau uageanuuulinsiiuanu
foamsvasdriinau nane. fafu Sl ulufiazdeddifuinmodudadufiaussuu i
mudnlalulaseanaznisitnuvesssuuilueded iethgeinwinazdeunsuilyssuy
Call Center vasdninau nave. Jadudusesiiiiunisdranuiuinistngednwiszuy Call Center
dina navy. uaziiuldindududeddifuiififelnaamsdsdinuandilnensafiosoies |
Foffpenuuutagimnszuumudie fafufieliszuu Call Center voadinay navv. anunsoldnu
I¢ogasialilos ussavBnmuasiidvdvinisldaugniesmungrnededuludesdudumsinamn
U3MsthgesnuaEuL Call Center drtineu namy. AslURATLT o uNTAL beos Beiuil me SunAu
[Glcxato)

o

. ngUITaeA

WadnwmanuimsUnsnwseuy Call Center dtinanu nanw. Wienunsomauauaanisidale
) 1 d 1a L5 b a a a wa
atwriailias Liiansngaedn uaslivssansnwlumsujiRau

o, AuandAveButaidus
AduteiauerenuaudAnugunimun aunsgsvdydinsdntedndnauasnsuimaes

11A3F W.A. b&oo LarIEUUN1IINTBINTI19N1IATY (Electronic Government Procurement : e-GP)
a
AuALUUlUNIARLIN @

&  YBULIAYDINY
{3Udn992d0eU1333n 81920 Call Center d1¥nanu nany. Ineiitoulvdefmuauas
yeazBeansiuiuay dvelud
<o My
Co.o ABNAIABT MUNBHY Hardware & Software ¥B3szUU Call Center d1tinany
nang. iesguatngadnyiauYsuInYeaaTy (TOR) duagqunsalivinaty
FUNUTEUU
ol N33 mueda nsthgesnuiitetieaiu (Preventive Maintenance :
PM) msungsinuiedeuuauudly (Corrective Maintenance : CM) uazdue

AUNIVUA LY UIATE99Y (TOR) U
4 farn \N/



C.6.&

€.6.&

&.6.D
€.6.00

Jdo-

n1sthge¥nwitetlasiu (Preventive Maintenance : PM) munefis n1squa
UngsinmmeuitimesmusauszeziaUng

sty genusiAlutatates (Corrective Maintenance : CM) vanetia
n15U13e5nw n1sliuInis deuuan Usuuse unlvdedadevesssuuy
AR TIaLSEUUATAaUATasd1ine navy. Idenndeaiuausens
fufinifiu wiadsuudadly seil Taglinsgvulassadrvasszuniin uas
annsolfnulfetreraiowuasiivsvaninm sakimsuiulss Software Lite
UszAninmussraniiimes 3 Upgrade Software Version wazdus firmun
F5ude e fiudeiaueiildsunisdnidonuazidwidyyrinafudiinnu
navv. uwuuduainmuaiseudesudn

A9 e d1iinau nane,

ANENTINNINTI9TURAR Mnefis AngnssunsTidwinny nany, usasaliivi
ihimsnaeunuiniigsinwadsd

<o Asuimeifai1einw suiuuuluniAran

<o donuiimsnouiamesludiunans o dnineu nane. @ninaulng)

¢e Huinmeadaliinadiinnnuiaiudinguariliiiefuinssgeuingsinwneuiianes
pgtioniiouar o A lunsdreuinmesdndoddnslalénuund fFuirsasdosdamsdouuay
uhleliegluanmlénisléddufu Tnedeasudanisveunsuuilunisluszezinarmuiiuuyly
manun & Tususnarildfuudaanngiidraedildfunsumnemdusudddidnuseding (-
mail) vienslnsdnwit wazgiuinsdesouuruuily viewasuddmdnduliasaSeuiesnielu
szeznanuiuuulunesun € tuudnanildiuuds

e fFuinafesdaliil Help Desk dwanunsaliuimstsmdedldnunsuinmeivesyindis
Wiefnse Uszanuau udilgm waz/vdeiewwenudiomdsldnasaiuiinisvesiniasewing

LI81 o@.eno U. — @o.eno U.
o mMstseinwiiiedeiu (Preventive Maintenance : PM)

&.D.6

&b

&.D.en

fFuiansdesdaviuaunsi PM Tasudsimundy van aanuil wieusede
Pnauazvidaimihiifaztwimsthsssn Widhamsudmhlidesnda
& TWiMs U8950U5E8AIMNTUNTHENYILARLNA
FouauoTeanduavaanzvh PM Tnsuenmusens Hardware wiazvin fail
(@) Fos1emsgunsalivih PM

(o) Amuuaznaildlumah PM

(@) F3M3/duneunesiu

(@ IBMIMAADUNNTVINNUYBITLUY ° NGV PM (SeuToeudd

dmiu System Software waz/u3e Software fianldifufiugulumsiaun
sruuuApuimed Aedigeinwnasuiuuselvivivais (Update v3e
Release Version) Ineaasdiu3ns ISSU (In Service Software Upgrade) wazlu
msUsulpsliiualiodesliiuanuiiurousuiuseving dninau nave. uwae
BIUIN



&b.«

&@D.&

-en-

d13U Application Software Tinnsnsiaauaz/MisUsunsalssansnm
(Performance Tuning) maasz‘uumuuax‘[ﬂsuﬂsuﬁgﬂuﬁwummasmnmaacﬂ%’
anundalunsvienu uazauiunasnssessruunuuazioya lnsdes
I@Supmuwiurausniusenin driinau nany. uaggiuing
Tumsthssfnvmuununistigedneudazads mihiitufifoudsss
ddnauvasiing sdesiaseussauanuiudmthiivedirdrdunisids
vnasungesnet laesediliiinansenuvieluglasadenisujifau
psURRvesMaBIY o daauitti

.6l ﬂﬁiﬂ’lqa‘%’nm%fauLL%uLLfﬂ‘U (Corrective Maintenance)

&.0.6

<0l

A5udsiasufuRnutennasszAunisliuinig (Service Level Agreement :
SLA) Uhgeinu deuuey wilvwazuTuusswenauaissuy Call Center dtinnu
nawy. Aneandeamuiwuulumenuin ¢

Fandaunsoudangtetadas drunialnséni e-mail address 58 n13ds
Tnsans Tnededndudruvisvasnsudanndndes amnsahudnsveziian
MIAUINTTELIAIRNINTEAUMIIIUING (SLA)

ea  nsaifffuieliannsadeuusunazudlumudizaunnsedinduanldauldauund
nelusgeziainuimun Q%Uﬁwa%ﬁaaﬁwLﬂ%‘aaﬁaqﬂﬂszﬁ%aﬁqmauﬁﬁLﬁemwim%aﬁndﬂmaﬂﬁgq
Tildunauwnuldiufiauniinsdeuusuudlvasudaiasaauysal laganunsaldnuldamuuni gl
Analdanelag andrinau nany.

o ﬁ%ué’ww’faq'lﬁu%miﬁmza Bug-fix (Patch) waz1#u3n1s Upgrade Version 89 52U
aulsznavend1veandadust (mu Patch Aiflag o Uagiu) Fefeslinsznurenisiinuves
szuun Taesan Tnedesldiuainuniuyeusiniusening dninau nany. waggiuans

<o fiuizdesiiiunsdnisenuasunisiigeinuiiuiena q az e Wiou aaen

J88£1a1N159749 IaeaAd N UNANN1TALIFINTSUAMSURRIUISTULaNSauFaguiuAsUaanie

Ay v [ ! &/ L. fa a § o
aufgirdaimun dweuliraznssunsnyaiuitan lugluuuenansuasinddiannsetind S1uu
Litieunin b 4n lneresiveyastraipenail

E.60.6

€.60.b

s18UasUN15U15930¥ (Preventive Maintenance : PM) oeatossil

(@) Name ?Ja\'i’qﬂﬂ'iﬂj Serial number w3au IP Address (91l)

(0) $78715 Software

(@) Surandidvi Pm

(@ HANSNAZBUNATIN PM wiaumuiiulausuwuy (6ni)
s1e9uazUn1sUsuluilutadates (Corrective Maintenance : CM) 8819
Youdail

(@) Name madqﬂn‘iﬂi Serial number w3iau IP Address (613l) ‘ﬁLﬁﬂﬂfym

(o) wMstguiiieaiu Software

(@) Sunarildsundsgmmdsudeuasmneaulnsdny vde e-mail address
(@ Funafidudunsudlaliymudaiess wiondefudamiuses

(@ Tensedivd fud gunsaiiiteuueuviendeunauny @i

(o) YoRniulauBULUY (1)

h?‘@u

v b/‘i//{nr



dooa TNUNNTINNMIVIFEIvIRBNTIAET

(@) Houa Security Patch s Tugasfnsslussuy Tnsszyseaziduali
aonndestumuitutlumearuIn o 4o e

(o) foyananisnsavasy waziiasizideya Log Fundudiunwasnde
ansauma Tneszyeasdenliaonadesiumuiibuuluniamn « 4o

(@) FoyaagunisldarunineinsdrAguesszuu laessyitsasidenld
agandostumuiuuulunianuIn e 4o e wazdiuddeusaiiuvany
Wiganeveaminenslusuian wisuuusihuumaasmsivuzan
dmsumsveneninensmnlsiiisane Welvszuvannsaldauldeddl
Usgandnm

() %agaswﬁa%avﬂﬁuﬁﬁlﬁ%’umsamoﬁgmﬁmauluisuuﬂﬁﬁﬁﬂﬁ lngsey
Meazdunliaenndasiunuiiuuiluniauin m 4o «

@ Feyansiuudsligmuazuuamaudlaiifeadesiuszuuionn Tagsey
eazdeslifaenadoatunuiiuuuluniannn « 4o @

(o) deyanisagunanisandunisuaznisitasiziinen1snisliuing
thys¥nuniiAatuduszu Tuguuuu PM wag MA Tneguuuugfuiadug
RV

(@) Foyaniedoiausuurduqiinduigsuitwazdiniadiuiiiamsuiu
wasiluusslevdsianisviuvesssuy
(@) tonans wiandngruuuuiiinAnigndaiiseuinanisaniunsately
YBULUAYBATBUNTUNFII NN
.00 §iuidoddian UssanTaaviensfaurifinannielulssme Aesduiuauny
vounvesdl lidesnirfesaz vo vesdianildrudraiy (§13) Tnedesdniumunsldiean
snammuuuuiismuauuusvesinvesul auuuilumenuan o ddiigiidamely vo Hu

Huinaniuasuuludyan

& Sr8zaINITaiuau
Q' o - 5 LK. 7] d‘ =2 a IJ s =}
UL dunudusiun e 1n51A beod 1IN me 5UIIAN b&ob T ol LABY

b, ANFEINBUY
F3udreiesdaauenunsingeinuaeuiinnesusznauiseudie 4 mude c.eo
Wuna q ag e Weu nelu eo Jwihnisvaasiaudaly

o. 'Nﬁuﬁ’h'ﬂumiﬁ'ﬂm

wﬂi WU aE Y o, oello,moo.- U (amawuwﬂuauwwuuaaqwuwmaamwmu)mi'm
mwammu Wan Tmamﬂmemnwﬂiummiwma Uszanl bc&’.‘a‘)/b wnaeiddelunmsdanisuay
USMT09ANT USANANRIAMUIUING muﬂusmsmauanmq N4dl auaqmmnwuluammﬂlﬂnmama
auUsganuseang Useand &b "Lmsumswmsmauummn nany. LLavuwauaﬂU'LﬁmLmLmuu i

<. nugin1sNaNsTuNAaLisndaEua
d11inau nany. asiasandndenteaaualagldinueisian

s

‘iz/Tﬂ(

v



& waulunstsziRu

VY Y

f113199918A1 S hwreuawesliuAgSudnuduin 590 ob 11n IRazving iy
iedSudnelddensnuasnanisingeinyinsufiameinule oo LaYANZATIUAITATIASUNER
linTiaaeususesnsufugnasaisudosuds lunsdladrusazisioudumuaiiouwas liasiawiiu

nniieuls Widawmvusaznnlusulilunagaig

@o. M3UINT MIFUUsEAUNBIULEAIUSY
®0.6 NTUINT

(@ FFunmnasit Mmivissnwiasdeuusuunluasuinmesiisautanisiigednm
iietlasiunutdrgaidemevasneufialnes (Preventive Maintenance) aasnszoziaaIfnLiuay
wazdeiinisvenusuuilunagiudsudanisniunnusenis (Corrective Maintenance) Litalsk
nowfmesagluanwldnulddmnnilaglianalddelag iiuduidu

(o) giudneazredalvdnginiiuianudunguaviiefininsinaeuuigeiny
AoNfIAeS (Preventive Maintenance) agtiaeifsuas o afs lunsdinoufiameidadeddnislails
muunAgsuinsazdesdansveuusnualuliegluaninldnislafdaiu (Corrective Maintenance)
Tneseasudnnsdeuuenuilunelusseznaiitmuasudennassedunisliuins (Service Level
Agreement : SLA) tfusudiianiildfuudsanginravdedilduneumnenngining asazudliy
FuhawSedildunaunmenngiuiiamsumnie malnsats viemalusudddidnnseind
(e-mail) viemalnsdn laiin3slaisuildiifodunsuddasveund wasdfuinasfesauuauudly
viawdsuddisuiuliiasassusesnelussesnaniidmuamudennasssiunsliuinms (Service
Level Agreement : SLA) ﬁuLwinmﬁlﬁ%'uLﬁamﬂsli'jﬁwﬁaﬂén

(@) wngFunslddniunisding1s §idnediansinyananieuenyinnstenussuiley
TnofFuinsasosenailisrslunsiteyaranesusndeuuanudlounugindraisdunstrauing
ﬁwiaivnwﬂLLamiauquLLﬁlwﬂauﬁ'JLmas‘mué’mmnﬁhjswﬁamsLﬂﬁauuﬂaaﬁﬂwmsmww‘uaa
AaumeiviedulsznauiinasuuBunendidyainatiiuuasanudomevenouiamnes
FaRnanmgaidevieiinnnarmiavesding

(@ nsdffFude duny g viegnirwesdFuine addevseustanmiaude violill
Auiautugwe nigvimissniunianseile q Wumelireufiunesvesiirndemenisli
ogluanmiildanliflaglienaudlald gFuirsasdosinmasuinmesfitinnnim Ussansamuas
auannsalunisléaulidindveadusaldunu viewaldsaireuinneslunsdibionadam
yiawnule WuAgindemelunaniidimun

®@o.lo MITUUTEAUNANY

(@ fFuhamnasigednunazdenusiuilvnouinneinudyarilregluanmld
nulasegiaus lnglvifiainsufinneitatassiuaunusinisAuiniiaidndes Lifiuseuas
& il vieferar @ vewrailinuiameuesneuiiumesveuiautu (Flushanlnetu < Halu
79 @ Tu) udwdiavlavznnnitiu Sestudfuifewelifhddnmuiudusedilucdusnm
F1lu9a¢ 0.0m&% vearrdrmudyy ludrnaiiibiaunsaldreufinmeslaludiuiiiunia
ivuaantaveatemu

(o) nasimsmnanaindensrouiumeinude eo.e Wilulugsi

(0.0) n3difireuiumesiAndndomioutumanemine liunatadesveamia
fiilfmannigafismuieden

| ’}34"" ){9 Ang

L



-

(o) n3dinudsmesuduidennananudadewwsinoufinmeunnsiieiu
nanildlumsiunarmuivazsihfunaindeswesneufinne ety
anshefmedaliiig q auenasuuuiheveuInYeIy

@o.m AU
(0 TunsaifgFuindlidnsenusuilunelunaiidivun visliaunsaddiuns
Fouuguudlondslianunsadanguasallviifinuautaiafissfuniofninnwasulildauls
melunaiidmuelinude eo.e (o) §3uirdusenlidnduudusedalug (avveadaludds
fuidy o mily) $2lu9) lushniesas o.e vesrduthuinwnena Tuannaifiasutmusauds
naifFuinlfsunstenusuudly vieufnariifuiresduiunsrouusuudloudaiaudaus
nsel

-

(o) lunsaingSudnlivalireuiunainlasuanudsmemuts eo.o () fotdues
TrAnAUsulduseiuludnsiesas o.e T03mdemudyaN

0o. Roulugus

o0.0 fiutaiausiilisunisindendeuausiiraingdnuvdmiumsuimsnasasozina
sflununueuavesi Tnelksuundrdradumldaieusesh (Fixed Cost) Felsifundsnu
sragauIng (6f) wasaldInedunusmusseginaiusnns (Variable Cost) waglsuundnsilu
SN8LAoU

ool n3didmnmu nany. fanusuduieusdlevidninaus wsamulﬂmmuwaungwma
fifleades Lﬂumm'lmua"L'zmmsmqmsqanwﬂuLﬂulﬂmmuEJUnawmmumumwauwmﬂuamuu
diinau navw. asUSuanssezhatniunuamiuauusswasanuwanzay lnefiednsna1dng
Uinssaneieuiiiauslilude ee.e Wushsuivandiainsamiussesnanitigedne
39aly



- MAKUIN @

AuaUAveButaLiue
nstin139n1aIly Famziangag
wa & o v o
(AMEANURANUTIUNADININUA)

®. danuaunsamunguag
. hiiluynraduazane

on. liegszninadnianis

<. Widuypradvegsgningnssiunstudeiaueniovdygfumhsnuvessglitianuiiesnin
JudnlidrunasinisusziunanisujiRnuvesdussnaunisaussideunszuunidng

<
S

nIgNTNMIANIAMUAMNIUTEMAREUNSTUsTUUIASaTasaumAYaInSuUTnans

v

& liluyaradegnszyBeliludy@netedinnuuarldudadeutelidufisnuromhsnuuesss

luszuuiaIedisansaumaresnsutydnans Jeswddfyanaiidienuluiudiu §ians

o

NFIMIEIANT guims gilgnnslunmsdniunulufanisvesifiyanatume

(%
) L2 4

o. ipuauifnarlifidnyusdosinumuiauznssunisuleuienisindednituazsmsuimsivae
masgimualuTvAIuUNY

o. Wuypnasssuavidedifyanadiiondnsuisnuidadnedingn
[ v [3 v @ [ 1 < [ 4 g &
<. Widugnszgyimsdulunstrvnmsudsdusgiadusssulunmsindenssi

<. liduglduiendnsvieanuduiu Fenufasliseniumalveiuudssuraveddudetaualad
AaslnaagiendnsuazanuAuiuuIy

eo. foutaiauanesameiouluszuuindedninniaigiedidnnseiind (Electronic Government
Procurement: e - GP) wansulaydinans

h \F/? 1{9 .'/’-/h r



-G~

MARUIN b

T1EN1TABNNIMETHaraUnsalusENaUYDY
mMsdemuInisiigsineuasdeuusnuiluszuy Call Center d1inau nava.

v
al

U 1emsgunsal | s | J1asdun
318113 Hardware
o | \Wiasmeninesuitiedmiuszuy oun | B 1BM
nvnaeuderunsyfandedinuesulat U : xmlodo Me
(Social Media Monitoring Tool) Serial Number : obYBKYen
b | gunsaldniiufeyauuaietis (NAS on | B¥s : Buffalo
:Network Attached Storage) U : TeraStation
&ooo Rack Mount TS&&ooR
oco&
Serial Number : ge@bazgome@xroombo
o Q‘Unitﬂ Voice Gate way 1U0 @ E@ ® YA five : Mediatrix
';'u . noMme
Serial Number : ooadcosoeSmeranmbes
& | gunsal Voice Gate way U0 o Ea ® YA 8¥%o : Mediatrix
i"u : bl
Serial Number : ooadcomocSmeramnmancs
¢ | gunsainsznnedyguneuiimnes @yn | ve : CISCO
(Ethernet Switch) LUT @ U : baooS-beTS-L
Serial Number : FOCeslangWoaD
o | gunsninsznedygansuiianes oy | 8% :CISCO
(Ethernet Switch) WUl 1o U : baooS-bePS-L
Serial Number : FCWeae@wAcnS
o | aunsalidenidumanietiensuiiames byn | B : CISCO
(Router) U : bros/Ka
Serial Number : FGLecoabaVae
Serial Number : FGLecoebaVe
& | Headset @3y IP Softphone b& YA | B : Jabra
. 3U : BIZ owtoo USB (Mono)
& | Headset &m3u IP Softphone @ U0 B : Jabra
U : BIZ @&oo USB (Duo) + Link bbo
oo | szuugavilvsdwi o 1A303 | Unify (Siemens)
OpenScape €ooova
oo | A3esrauimeiuiteuuy Blade b 1309 | HP BLaboc Genw
oo | mhsanuiuaIewneNiumeiiterun | o Lot
ebc GB
om | \n30snaNfmeiuUURNRy dmu @ 1A3839 | Lenovo Think Centre Moo SFF
T¥u3n1s Call Center
o | WWiasnoufmefuuuRilfic dmiumiuan | o130 | Lenovo Think Centre Moo SFF
N1311U3N15 (Command Control)
od | nsesdhsaini ® \A389 | Enertek Bl-oooo

U}(B; (‘t.’{n-{




318119 Software

@b | 53U IP Telephony and Call Center ® 38UV | FCC
@ | S¥UU IVR
- szuuuimsteyavngudeyaides
(Interactive Voice Response / IVR) bo Wasn | FCCIP IVR , FAX
- szuviulenasIeunngenlul® (Fax
Receive)
oc | szuulunninIamsnusnlulRum
auvun & wasn | FCC Voice Recorder
(Voice & Screen Recording System)
o - W ®mo .
FLUVUINITNNTIULIBIIDILSEU (CRM) a o £ | iMind CRM b.o
dvdnd
wo | sruuuIMIsIAMsEIuteyanug omo |
v N o o £ iMind CRM .o
(Knowledge Base Management) avans
be | TUVUIMIIANITNSINTEDN (Outbound & o
o o < |iMind CRM .0
Management) BEGIb]
bl | 5¥UU Customer Portal ® 38UV | iMind CRM b.o
bm | STUUATINERUTRANNSEYANFOHIAY ,
¢ . . o ® 3¥UU | Socio
poulall (Social Media Monitoring Tool)
b | sTUUUIMITIANISIAIaTIen1EluaIAng
) , ® S¥UU | NetHAM Vio
(Network Health Analysis & Monitor)
e | vanwsszuuianishiadmiunios U Kaspersky
a L) @ = . . .
ABNWILMBSIAIUTY Endpoint Security For Bussiness
oo | szuuiveenlswuazuaniasutayaiu sypy | Mind
' ' ' 5 ® WUl X
YUIWUAN 9 (WU Web Service) Web-Service
ool | YOWALIS Microsoft Windows Server ® AUANS
s | @AW Microsoft SQL Server o avavs
b | WAL Microsoft Windows Server <o
CAL Avand
[~ o &o
YaWAwI3 Microsoft SQL Server CAL o oo
avdns
mo | ¥oWALIS Outbound , Mobility Contract _
. ] @ Lot UniXcape
Center , Voice and Screen Recording
U
e . . . ®
Domain Name Registration .
Domain
mlo | WIMUNIUIZAINTT U 1N nane., ® AU

5

fodnr

W



-®0-
MANUIN en

ayluInsduaMuiuatlaendeasaumely
N53emIIUINsUIsSnwIkaztauuaniluszuy Call Center d11INTU NEN.

USSIWAOY
0. N13A59380UTAYA Security patch
s1eazidun Security patch nansznumnlsifiana Patch WnsMs sauuamauAludumnlifans

Patch

AeSuneiiuiy

o wuriesuilddmiussuumsaunaiiudunistisednuilureunressenuad (Software) stuuUfuRnis
(Operating Syster) TusunsuUszans (Application) wiaLisuuas (Firmware) wintdu

e i “s19az18un Security patch” @1w13nTEYMINELAY Patch W3aTofildd1934 Patch (iU CVEwomm-
@olo 39 MSoelo-olbo LU

o fFudnamsafiniusisazideaviovideiioiuusslovidediinaus fannsaduiunisidniuanu
Wigau

. WAN1IATITHDU uazdiasieidaya Log auadiuiiupsuaandeansaume

STUUNU wansaiides taya Log 7 dadunn nmsaliums gSuRiavau
A329d0U Weadasiy wanluns
wian13al M32358U Log
Clund
0 iund
nsaiung
AesuneLiaiy

. LLUUwa':‘uﬁ'l‘ﬁ'ﬁW%’UswuaﬁauLﬂﬂﬁaﬁuaqumiﬁuﬁﬂﬁaga Log 1Wu doya Log vesszuujiinisiades
Tiuims(Server), Toya Log vetgunsaliniotne vie Yeya Log vaslusunsy Database usu
®  ANUMNYEYRNIITD
o svuunu wneds sefegunsal szuuufiRnts visTelusunsuiidesnsiesitoya Log
o wan1saliidesnsiadey uueds mgnisaifiuautuasUasadofideanisasinasy Fee
waMsaififesnsnasuifialuil
U b R R G DG R
" wewldnudydildivuney, ssiunsldou
®  wereuwnluAn configuration UB9SEUU
" dl¥nuszuu Logon lutrsnanitlimnza
*  msknuiiRnusnivessyuu (System Fault Log)

vu v a

AFudnsnmnsaisiumanisaiisiewmsanasuiudiald weiduusslondvesdiinaus
17 o o [ o | v - . v o [ v

o dayafeniiestasiumamsal vanetls uvasdoya Log vise File Log Wlddmsumsnsinasuteya
Log

4 Q. o = Q‘ A a o £ v
O ‘l’J’EJﬁQLﬂﬂL‘WﬂJLﬂﬂlﬂﬂ’]iﬂi?ﬂﬁa‘ugaﬂ NUBYEN ﬁ\‘lWLﬂUﬂ’ﬂﬁ\‘lLﬂCﬂ HAZLUIVININITIATIENUBLA Log

WIEUaNtAMINISaNRBINTIRERY
l'\,( D,
v "((/L/'“ ’b/‘u Anr W



-G6)-

o msaniiums mnefia nan1snsiadeudn Und Aelinumvgnisaliewnsiadey vie Liund fewu
wnn1salivemsiadeu mamstanuliund IinseneaziBenvesdeidndunisiveuilumnnisal

<
NAIITNU

v

O g5uiinyau vuneda giandunisnsiadeudeya Log

® 7981915 I ULUUNEIY

suuu | wanisalil foya Log Fodanauiuiinly nsiutiung RIDELE
fansIveau Heatasiu N3M59988U Log
wignisnl
Core noww | asavaeululva asrvaeums login 7 | Xlund auwng
Switch dusatiu | syslog AawanAves user L1 biund
CoreSwitch.txt T | finfu & A% lu AsaLdiung
Aumdanluin B DI Tto T L IoX VY7 K IO
SHELL LOGINFAIL | wi3ali
Windows | as23dau EventID #ifl asnaoumaiey | Lund auye
Server Fault Log Level/Type \lu Y2358 UUURURI liund
ABINTT Error Windows Tuszétu A1seLdunis ..wu Error Log ID
¥ Source System System #ifiAa7 oloma 389 Hard disk in 16
RaUInAves HaUsng gdun13uaa Incident wae
STUU uwhlelnen1sdesvandsuntag
UfuRau vuu (Request for Change)
Windows Tu
SERU
System
an. agunsldaruninensdrdgvasssuy
STUVNY NINGINTHARYVY A1 Threshold dgagn | Aade FAgn
WUU
fosuneLiianiy

o uwuuesuiilddwiusrvuasaumaiiaiuayunstiufinadfmsldnuninensddalussuu viedueyaluds
szuuhsETaniwenns (System/Network monitoring) H1u Protocol 11m5§1U 13U SNMP, WMI, syslog tdu
Ay
®  ANUNUIBIDINTD
0 svuusu mneds etegunsal sruuufiEns vietelusunsuifesmsihseTanislaumnens
O iWEINTAIAYVBITTUUIU MNeds niwensvesninug vvelassainwwemhedssulana i
atfuayunisiurearewswas seuudiinns vielusunsudssgna Wanusavivuldediaiuag
Uaoaiy Metvemineinslaun
B CPU Utilization
B Memory Utilization
®  Hard disk Utilization
B Traffic Utilization
®  Concurrent Session

B Database lock session

]
[

Afuiransadiuiuninensddyresssuuiduludewmsisaeuihag feldnuaumnzan

o
,% 1(‘me /



-eo-

1 =t ) [ ¢ [} e'fv a v W a " W 0
O @1 Threshold wu1eda AR UAUUNLNEUTIN indiszuuldnsnensiiuAIfing? seuuena
MgANISIUSNNT vsagadunudunslasaisatsaumna

O

Argega vianefia Ageaavemineinsnvuiinliansauransulzesng

! A =t ! 4 L i v =t v o @
O ARAY U ﬂ'ILQaEJ‘UEJ\WI‘SWEJ’IﬂiﬁUU'ﬂﬂlﬂﬂ'mi’eJU‘UE)\‘iﬂ’li‘UﬁﬁﬂU'l

O Awga vued Avhgavemsnensivuiinliainseuraansingssnm

freg1ens UL UUND Sy
ITUY niwensdAy | A1 Threshold Agagn dade Aringn
€U UDITZUU
Windows CPU Utilization co % ad % o % @0 %
Server Memory o % &o % bo % @0 %
Utilization
Hard disk Drive C\ ®o % | Drive C\ &o % Drive C\ && % Drive C\ &o %
Utilization Drive D\ «& % | Drive D\ ¢ % Drive D:\ ©b % Drive D\ bo %
Network CPU Utilization <& % <& % & % oo %
Switch Memory =0 % & % bo % ok %
Utilization
Traffic & % <o % mo % @o %
Utilization
Database Concurrent ®,000 session s«o session &oo session oo session
Application | Session
Query Timeout lboo mile-sec ®@oo mile-sec o mile-sec @o mile-sec
Database Lock ®00 session &o session & session & session

Session

14 o (3 calv yas a Y A a a wva
<. tayasevegenaulsnlaTumsinnuiunluszuuljinng

&.

w3adliusnis gandua iR ARy FuiinmaRudy waHanIsARAY/change
id
v o oy o o Yy W 1)
Yayanissundslgmuazuumunlaniingidasiussuunmun
o a o o a @ a
a0y | i/ | swanden | duds | @ | wuany/ | a0 | 1enansdees | giuliaveu | wanns
= Y aa ] ) o
8 | nsvedu | Uawn | wes | AWns | wiu | dwdunis whidsymn
b 4 o v
w9 uINg U | wily | wéid whily
Jaymn 139
(164
</ [




-Gen-

MARUIN &
N1IANUAAIRIAIYDY
n1sdmInUInsUIseinunazdenuvauilusruy Call Center d1tinau neawe.

i s1ensaunsal Iy o
629

918113 Hardware

o | wiawenitumesuitedmiuszuunneasuieanunseindedsnuoaula ® U0 ®
(Social Media Monitoring Tool)

b | aunsaidaifiudayauuiaietie (NAS :Network Attached Storage) ® U0 ®
o | aunsal Voice Gate way 9U19 o Ea ® Y ®
& Qﬂnifﬁ Voice Gate way 9u10 b Ea ® U ®
¢ | gunsalnsznedynnnoufinnes (Ethemet Switch) WUUTi o ® %9 ®
5 | gunsainszaredynneuiomes (Ethemet Switch) Wuufl o ® U ®
o | aunsalidenidumainiatiensuiiames (Router) b Y o.&
& | Headset @3 IP Softphone b IR olb
« | Headset dw3u IP Softphone 06

eo | ssuugauilnidn o A58

oo | lA3asnauiiamosisidiouuy Blade o 1A

oo | mhgmudaIesreuiinoiiieuIn elboc GB e Lot

om | \dnsnauiimesuuuiilfiy dmsuliusnis Call Center o 1A30

o | \ninsmoufnimesuuusild dwmiumuaunisliuinis (Command Control) o LA308

o¢ | n3nsdsadlvih = 1A



-6&-

NIANUAAIAIAVDY
mMsdmInuInsigesnvuazdenusauiluszuu Call Center d1inanu nawa.

il 518n159Unsal | Aw
819
918113 Software
@b | 78UV IP Telephony and Call Center ® J¥UU

@ | S¥UU IVR
- szuuuimsdeyavingiutayaides (interactive Voice Response / IVR) Do NN
- szuuiuenansnaunngdnluiie (Fax Receive)

oc | sruuluinuinaensinnusaluiRvazaunun

. . & Wo3A
(Voice & Screen Recording System)
o o v 4 v oo @mo
LUUUINITNNTIVLTDIIDS8U (CRM) a & it
dvans
o s ., v ®mo
JPUUUIMTINNTTFIUVOLUAAUS (Knowledge Base Management) o oo £
¥ . dvdnd
be | STUUUINISIANITNISINTERN (Outbound Management) o& AUANS

bl | ¥UU Customer Portal

® 9
bm_| szuunsiaaeuienunsyyandednuasulall (Social Media Monitoring Tool) | @ Sz
be | sTUUUIMISIAMIIAIaTIEn1eluasrns (Network Health Analysis & Monitor) @93

oe | varwisszuudnnishsadmsuesasnauiumasudtiey

(2131497 o T Auan o Faneu beoo) o
b SUULWQL%BNIEJ\?LLHELLaﬂL‘Uﬁ‘EJU‘l'J'E]Haﬁ’UWﬂ’JEN'TUGl"N 9 (71U Web Service) ® EUU
el | FOWAWIS Microsoft Windows Server o BUAVS
b | goWAWIs Microsoft SQL Server o AVAVS
e | BAWAWIF Microsoft Windows Server CAL <o AuAvS
mo | waNWAWIs Microsoft SQL Server CAL <o AUAviS
me | WaWALI$ Outbound , Mobility Contract Center , Voice and Screen Recording @ Lot
Buq
el | Domain Name Registration & Domain
aa | Wmthituszsans e dnfhau nans. @ AU

6/




-6&-

MARUWIN &

szAun1sliusnIg (Service Level Agreement : SLA)

nMsTamIUinsUtseineuazdauusuuilyszuy Call Center d1tineu nean.

STAUAIY %
4 : i STUTLIAINITABUAUDILATAAAIUNITHALY
JULIIVDY d01unsal 921915 UsNIs
_ Jaum
Uy
U e ge | szuuliannsald vimsuilelagmuuy | aevaussnelu @ #ilus wazuAlagmilviug
v -4 )
nul Remote Access wasanielu elo Talug
/Onsite
PETICE vdnliansald | w. gesumsiinse novaupinely « 1lue wazuitamlviugs
Uunan nule Felsinsenu | Uszanuau vise asanelu oo $alua
AUNTSYINNUYDY Remote Access
SEUU
Y ° ° o o @ @ a v ° {
¥RV e A | AuusifeIfuns | o gasunishinsie AavANRILaZLImaN1sLA LU vuAAnnas
1¥auszuu Tae Uszanuau fugude
yyuu g9ldaule
AUUn@

o & a w va o & ' dve v v v v v v Y aay vo
MU ANTLIUUUITELLIAN ‘hﬁLiuu’UG’NLLmL')a’]V]aiUﬁn\?‘lﬂiULL"i]\ﬁﬂﬂﬂ&'l'ﬁ]'N IWEJLR]’]'WU']VIW‘LWTU
9]
3

v v [V v W A v Y dveu a a <
N@Uwuqﬂ'ﬂqﬂcﬂﬂ'}ﬂ'm 1ﬂLLﬂ AUTNITUNIINIIVTIUNE ﬂi@LQWWU']‘WQiUNﬂﬂaU‘LUﬂqiﬂLLaﬂauW')Lmai

1173‘;3,/»\

1{9/%“(




-&'D-

HUIN D
A1519NsIRINUNTIdWER RGN e TuUszIme
mMydremuImdigsiheuazdenuuwiluszuy Call Center driiney nawe.
Memsiagrseniuginlilulasinis
v @ A a

wnumMslivannuannielulszme

aeiu 5183 mhe | s | sesenie | Wudu | W Wein)
(um) (53) | ludseine | sndsena

9]

©

en

&

&
U XXX XXX XXX
Qlobe ®00 elo Mo

(Fouay)
NG N (Adyadedsuin)
( )
hi% W‘/
o

\{‘V,)!/‘n v




