&/

RMUTI
$16UYAADAI

LHUN15LNFITN BN

seuuAnnINlATINITaaKlay
Online Project Tracking (OPT)

ARIAN 2564 — NULNEIY 2565

@ REVOLIC



Online Project Tracking
(OPT) Application

& REVOLIC



Overview Online Project Tracking (OPT) Application
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‘,’ Overview Online Project Tracking (OPT) System Architecture

ProjectOnline-2
IP 203.158.192. 84

I ‘
1 Mall Server
ISharePoint _ \SharePointI é::b
Todd e ez = —ZZ—
O Internet User
| l ®
| Domain | ‘
C Il L
K | _ont_rz.,il / ( Software Specification \
i ——  Windows 2012 R2 Standard
rojectOnline- . : :
IP 203.158.192.85 ] : 'I?‘/ICiE:II}:)esg)fltr?IC;O;YS
_ - N\ « Microsoft Dot net framework 4.5 , 3.5
ﬁl;:jrx:rzlg;eiﬁiggggon ST * Microsoft SharePoint 2013 Standard
VvCPU : 16 Intel 2.30GHz, utilized 5% : MiCFOSO‘;t Reporting Service SQL 2012
RAM : 32 GB * Microsoft SQL Server 2012 Standard
Hard drive : K Q j
» System 224 GB, Free 108 GB
\ - DB 800 GB, Free 545 GB /




Current OPT'’s User Role and Members

Administrator site angdvsunauaszuulunis wingldussuy 1

Management Executive 1

OU Admin ALe &1in &1y nav 43

Policy and Planning Dept. ADVUTHLNELARZILHNY/ IIULIRITUHULIENITARNY 3
gIUNAY

Campus Policy and Planning nayulaunauagitey/ 91uuinisiNuLagn1saAag 6
ANeLUG

AUIU User Nanuea 54 Users
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On-Going Service
2565
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j Revolic’s Support Services Scope 2565

1) Application Service Desk support via telephone or e-mail (Single Point of Contact)

2) Application Incident Solving and Error Message Handling support by SharePoint

Technical and Application Development Team

3) Service Review and Summary Incident Reports
® Monthly via E-Malil
®  Quarterly

4) Training OPT application

e 1-time Training OPT via Online meeting
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Revolic Tech Support Structure
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IT Manager (a.19u)
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RVL
Service Manager

&Y
RVL Helpdesk RVL RVL
. SharePoint Engineer SharePoint Developer
(Contact point)

N
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(§)
® RMUTI Expected Role & Responsibility

~N
RMUTI IT Manager
a. Monitoring and control helpdesk and service quality
b. Process Change Control Board
IT Manager (2.13u) j
. - )
) RMUTI IT 1st Tier Application Support
o a. Case verify and analysis
A b. Case escalation to Tier 2
. o . L
Freliesien Bl c. Basic resolve follow manual (15t aid application
support)
(AfW3s) J
-~ _ )
" RMUTI Technical Support
ﬁ a. Support infrastructure system
b. Server, Storage and Network
J

Technical Support
(meusiau, ﬂmtﬁa)
/ RMUTI User Support
T a. Response to user and open ticket number ——

b. Inform issue or request to RMUTI IT 1st Tier

User Support Application Support
€@ REVOLIC . Case verify and analysis




ﬂﬂ Role & Responsibility

. )
@ REVOLIC Service Manager
! I a. Monitoring and control helpdesk and service quality
1 b. Process Change Control Board
c. Service Review and Summary Reports
/
. . )
IT Helpdesk Support (Single Point of Contact)
a Response call and e-mail from IT Helpdesk
b. Case verify and analysis
d Service-level management
J
)
SharePomt Engineer
Support incident or problem due to SP application
RVL SharePomt Englneer configuration base
b. Support SP architecture base y

SharePoint Application Developer

a Support incident or problem due to SP application
. programming base
RVL SharePoint Developer b. Application Patch Updates (if needs)
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Revolic Tech Support Process
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IT Manager (a.19u)

RMUTI End User

E-mail :
OPTsupport@revolictech.com
Tel: 02-2604572 #2512

%.__?

> .7

f ’ RVL Helpdesk (Contact point)
-

OA

O o
T s A
‘ User Support

RMUTI End User j
fé

-
ik

Service Review and
Summary Incident

/5.

Infrastructure Application Support g
(Aousiaw) (Atu7s) -
RVL
SharePoint Engineer

RMUTI End User

AINGUVAAN 9

RVL
SharePoint Developer



A Differentiate Level of Support and Service

User Self-Help

1st Level Support

- Help Desk 2nd Level Support

- User Support 3rd Level Support

- Field Services

- Tech. Support - .
- Application Incident

Support Message Handling

- Network Support - Infrastructure
consulting support

- 1-time Tanning OPT
via Online

r REVOLIC Tech ‘

User Training RMUTI IT Support Maintenance and
k Support Service ‘
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Out of Service scope

® Application or Report Enhancement

® Enhance or change from software upgraded

® |egacy System Integration

e Data Conversion, Database Migration, Database Reorganization
®* DR site and infrastructure service

® Extra Server and Storage Configuration

e Extra Network and Security Configuration

e Extra Software Installation

® Extra System-level tuning and optimization

® Extra documentation

e [Extra Training

------
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E Ticket Form
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uniaa Error
avitia Error
Ticket No.
Subject of Issue

Module of Error

AUNAUNITUIVIUNLAG
Error

Capture screen

Ticket Error Form




. % Service Level Management (2565)

Severity Level for 34 Level Support Workaround Time | Resolution Time

Office Hours Non-Office Hours

Critical: < 1 Hour < 1 Working Day < 5 Hours < 5 Hours
Affects all applications and there is no

workaround available. Financial impact to the

business.

*with defined conditions

High: < 4 Hours < 1 Working Day < 8 Hours < 10 Working
Impact business for whole key functions, work Days

around solution is available.

Medium: < 1 Working Day < 3 Working Days < 3 Working Days < 30 Working
Impact business in support operation area, Days

more than 1 user got impacted, work around
solution is available.

Low: < 3 Working Days < 5 Working Days < 5 Working Days < 45 Working
Impact for 1 person work around solution is Days
available/service request/request for

information
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- Response

Once received Ticket, Revolic Tech support will response
back to RMUTI IT support with following information :

Service Category
Severity

Work around (if any)
Next Action

5= S
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Service Plan 2565




Service Planning 2565

Milestone
Milest Training OPT
liestone . q .
Milestone _ Build/Test — Milestone Milestone pmgﬁsTtgiﬂﬁg Milestone Milestone
Kickoff Report Staging System 1t service report 2" service report course OPT 3rd service report 4t service report

vV V. Y v \4 A\ 4 \ 4
A A

Present Prdject End
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Build/Test Staging System Present Training course OPT Online Training OPT

WOHANAN 2565 nTNQIAN 2565
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- Service Recommendation and Discussion

Status

Revolic Tech RMUTI

1 Request Test system;

Hardware system

- 2xCPUE7-4850 v2 @2.30 GHz
- RAM 32 GB

- Capacity C: 200GB, D: 800GB
Software system

- OS: Windows Server 2012R2

- DB: MS SQL 2012

- MS SharePoint server 2013
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