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17

Jan
HLEAUDIIANABIAUDUSATIZUUMSUTININMS USnIsszuuwaluladaisauwme (IT Helpdesk)
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Y

TMUAAITUABINTITN LU
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FamalUanisenin “seuu IT Helpdesk” Aad@nsnsayinusuiusEuUUABiIAes ey sy UUA3 88
yaas1n1s g tusaenuaunsasesiunmsueneniluawanvesunms negwduszdnsam

YoAIMUANIUNALIA

2.1

22
23
2.4

2.5

2.6
2.7
2.8
29

FOUAWITIZUU NAUDABIDNLULNINTIMNUNTFI IT Helpdesk kaznsoumay
Witom199) fadl

2.1.1 Service Request Management
2.1.2 Incident Management
213 Problem Management

2.1.4 Change Management

2.1.5 Knowledge Management
2.1.6 Configuration Management
2.1.7 Service Level Management

2.1.8 Asset Management

2.19 annsaldaundandu lidesndn 10 Concurrent Users tnganunsndnngy
Fldenilinn Wi ilunsufiie wezdey@ 1Jusegreios

2.1.10  awnselaulalitaenin 1,000 Users Lﬁ@l%ﬁﬂl;ﬂﬂﬂﬁ%%@, #57988U
A0ULNTUINYE, NI0RTELARIN]

weviin3 swUUn Thienevsseeensnsnses ugunsaiswmibitiesndn 3,000 gungnl (Devices)

anusaltauleiuy Platform szuuUfjufins Microsoft Windows Server 2012 1ustiwiloy

53UV IT Helpdesk fithiausazdasusznaumelusunsussuugiudeya (Database

Software) Wwuu Commercial %38 Open Source LLazﬁa‘uﬁw‘émﬂ%}mugﬂﬁaﬂ (Server

Side uag Client Side) aunsnsesiusuugldauimuavomssumsld

55UV IT Helpdesk fpsanunsasasiumsidausinu Web Browser fasioluil

251 Microsoft Internet Explorer 11.0 Fuly

252 Google Chrome Version 58.0 %UIU

a1u150 Customized Template Form lLitfosnin 15 Template

mmmﬁim%uﬁ’uswu Active Directory &

a10130%1 Authentication 11 USZUU Active Directory 12

annsaldaunwing (UTF-8) lunsudeya nisuwanmatoya nsdumdaya wagn1svin

U

177
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2.11

2.12
2.13
2.14
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Drop \isuwin ¥3efnIn uasuanInadwsLuu Graphic itelWidiesenisldauuazaing
ke

AUNSDANUALAIYRY Service Level Agreement (SLA) H3omnunssglIalailasa
gosuluusaziuneusuiunuly

anunsnuddeyanie Tuguwuulnd CSv vie TXT liluetaioy
awnsnheendeyaluguuuulnd Csv wie TXT Iilusgratioy
aunsananasealuguluuseny (Report) Fasteluid

2101  fWWUUTIHNUALITE 2.1

2142  awnsaasesenuluguiuuves POF, TXT w3e CSV 1

2.143  g@wnsa Customize 918974 lidaynan 15 916474

swazdenlute 2. Predudediqudnvusawsluilusdiedos

3.1

3.2

Service Request management

3.1.1 ansneenUU Template #1150 Service Request  TAmmANuA 8amMsve9
SUIANT

3.1.2 anunsavinnis Approve lavangszau

313 annsanmun SLA Tulsag Service Request Form 1a

3.1.4 ansanviun Tasks Tvilsiay Service 19 waz Task awsavinauludnvey

Task dependencies 16

Incident Management

3.2.1 aansadufinendese (Request) 15 Inddent larumaiulamusoms E-mail

3.2.2 anunsa Wa/av/umdludsunuas Ussnnued incident 161

3.2.3 A1N509AUTELANVDIASD9Y0 (Request) %39 Incident laednlusiRnam
vdnuneueivilfvunlaraniile

3.24 annsanionles (Link) Aus3eswe (Request) wia Incident Bue 167

3.2.5 amnsadienles (Link) Aunsweau (Assets or Configuration ttems) 7iAet aalst

3.2.6 anusar YU Impact Urgency waw Priority uasan3 e (Request) 1130 Incident 191

327 @unsafmua (Assign) yananiefinauiidessuiaveulunisdidunis

AuA13e9ue (Request) v3onsuily Incident laadnludd auudninugl
Aldrvualidreminld

328  aunsodse (Escalation) f1¥eswe (Request) v3e Incident thulugsynana
viEofiuaudue 16

329  awmeduiinteyamsadumsaudiieaws (Request) viiemsidily Incident 18

3210 aansouuulndlenans Unm uazmie amedeulmn lunfeufudiioswe
(Request) %30 Incident Tl

3211 aansalam3ese (Request) vie Incident Juld

3.2.12 @wnsonvTRRemuEeuzmazn el unTueernieswe (Request) W3 Incident 15t
eunia vl
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w3e Incident BugniaanuzSeuiosuda wevndeyamldlunsuiuuys
ASAUSANS

anunsnUSuasuLuuresuA$owe (Request) v3e Incident ¢t
AN3N5088NT189UVDIANTBIVE (Request) ¥30 Incident ANTOUTEEZLIAN
firuunld Tnsdanquanudseian Priority anug wiefiuauisuiavey
Tunsudly Incident

Problem Management

33.1
332
333
334
335
3.3.6
337
3.3.8
339

annsavufinteyvn (Problem)lsl (Problem Identification and Recording)
anansoideyaniain Incidents anldduiindaymn (Problem) et
anunsaidonlestiey (Problem) fu Incidents 16
ansadaUszianvesiom (Problem) 1o

aunsanmua Priority vestiym (Problem) 191
aunsavuiinianssvulagaimnrainisiialaymile
annsavufinuuimanieismsusludgmle

annsalaaauzvestdym (Problem) 161
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Change Management

34.1
3.4.2

343

344

3.45

3.4.6
3.4.7

3.4.8

349

3.4.10
3.4.11

annsatuiinAveseansidsuulamie RFC (Request for Change) I
aunsnu1Uayaunann Incidents waz/mso Problems wnldiuiindvaies
msasunas 3e RFC (Request for Change) It
dusarmuaUsTnves Avedosnisiudsuntas use RFC (Request for
Change) o

A1U150A1%UA Impact Urgency Wag Priority vasrreseansisunlas
%30 RFC (Request for Change) 191

annsofmuana (Schedule) amsumssfiumsivasuuuas (implement
Change) muAvadasmsiasunlamio REC (Request for Change) Thlg
@11150@379 Change Advisory Board (CAB) lalsitiosnin 3 auznssung
anunsods Avedosnisildsuulas wie RFC (Request for Change) fise
mM3oulRlUgy Change Advisory Board (CAB) 1@
annsatufinnantssfiunisudsuilas (Implement Change) mudiuesos
nsiasuulad (Request for Change : RFC) thles
anansaduiinnanisnuniundaniseniunisildsuudas (mplement
Change) l¢1

annsalaanuses fwedeamsiasuiias (Request for Change : RFC) et
AINIIRENTIBIILUEY RFC Anuseuszernainmuald lnsdangumussinm
Priority @auy wWiefiunuiisuiiaveulumssuiiunisdeuiuas (implement

Change)
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3.5

3.6
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Knowledge Management
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Atoawunt L Iule

354 awnsoswuadduturesdnslunindife Knowledge vosldnurtiluiy

v oy v
Whngguaszuula

Configuration Management

361 awnseidn (mport) dasa Configuration Item (C1) 91nlddeya fioglu
JULUUTeY (Comma Separated Variable : CSV) il fufina (Configuration
Management Database : CMDB) 1

3.6.2 anunsafuunanIuy (Status) 989 Configuration Item (CI) usiaz@ala

3.6.3 anunsaEnAUENRLSIEIng Configuration Item (C1) 16

364  @wnsoivuagtiensemIeglte Configuration Item (Cl) usiagala

3.6.5 anunsadanles Configuration Item (CI) fiu Incidents 161

Service Level management feraluil

° vo o, . = | v Y v
3.7.1 ausaviinssey SLAs v incident Awansinafule
3.7.2 ANUTOANUANIS escalation evraleseay

° v A ' . v v v A A a a
3.7.3 gnunsavinsudaioury Email ludadmiiguasyuuidieldl Request i

SLAs 1ot

Asset Management

3.8.1 ansaieulesiu Module 3w Tude 2.1 16

3.8.2 #nsnImuUnUTELANYdUNSNE L6

3.8.3 annsodaiudayaveduning sunisduunussiavuesduning sgeiey
Fasolui Server, Network Equipment, PC, Notebook, Software

3.8.4 aunsadaiv vfiadaya (Data Filed) snuussnvvesduning ladeendy
13 wiindaya

385  awnsndnfuteya mawAsuudas Teuthe ninddu 1¢

386  awnsamsnatlumsaunuaiesrnanesiasgunsailuaietisld

3.8.7 ansnasnuaIsineufiamesld

3.8.8 Ansaawny Software niAsesrRaNRIneIlAToT A
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3.9  9989°U (report tools)
3.9.1 TUSHNTUAEA DAL UUTDIT I UNAN S b leviug
3.9.2 anunsnaseenulugusuy POF v3e TXT e CSV g1

9 a v o 1% = v o P v oo wa
wiewe : flaueseniinndeivuadiumailaazsewi Proof of concept (POC) tialviiugaaw®
LLa%ﬂWiﬁfl\ﬂu‘UaQ Software ﬁﬁ%ﬂua

4. waulwan1sAHuY
fauomaitldsunmsdaiden fesdniiunsmuveuanuiifmussginies daoluil
4.1 Funshasegunaal
FaRasEUU IT Helpdesk wlahaiamnfindunuveusnissiiuauvedlasinisie
auayuadnuzddy (Feature) uazuanvAanis¥iau (Function) mwdiléiingg
sonuuulisgramungay

42  oueNans

421 SavwumseiunulneandsadausSusiiunisindeszoy T Helpdesk
AUDINTLUVIUNTNAADUNANITITIIUDI
422  davivenarsgiienislden (User Manual) dwsugldamssuu
423  davinenansglelunisasne Usuunly Form, Template, Work Flow, Report
LL635Uﬂ 9958 UV IT Helpdesk n Modules
4.24  Ipviuenans Transition to Operation Support AauMsasaUszuUliUsUIAIS
Fareluil
4.2.4.1  MIVUVB58UY (System Detail & Diagram)
4242  msiaseszu (nstallation & Configuration)
4243  NIATINADUNNTVINNIUTDITEUU (Monitoring)
4244  N19VINNTUYBIEQUATEUY (Operation  Manual) d13U System
Administrator, Operator
4245 nsd1sestoya way fAUTEUU (Backup & Recovery)
4.24.6  msuilatlymiszuu (Troubleshooting)
4.247  mMIneaausyul (Technical Testing)

5. NISEINDUIIY

51 diudoiauesaldiunsdnidendaduiunisdweussuu T Helpdeskany
anidnunzuazveulnvasuiinimusludyan Ifethegniesasuduliiusunnis o i
vimsdninenlnginnelu 120 Fu dudaanTuiiasmiludoya vieTudildsunisdeuds
9INBUIAIT A WD U Faszuzandindsaniansiane nsnageu nsilneusy
wnansatuayunsldauiiiedes @)  wadudunisdugidudu Welisuians
annsalgaule
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@ ' 2 o o ] v a av e
sanaauisiufiswensausaldussuu I Helpdesk lamuuni uazszegiiannliis 1
Faluvimslitudu 1 alueing

= v aq v s = 1 o a v Y P v

7.3 asdfiauesiaiilddumsandentiaiunsadniunislidnueulvndmualude 9.3
sosdusanlisuimsAnarusuiduseiu ludasiuag (Sanmuesiuantyasiia /
365 x 7.5) lnetuinaniuiiasuiwuanadnanauteunsumsaninsaldnussuy M
Helpdesk I9muuni uavsveziaaniiife 1 Juvinis Wiiudu 1 fuvihng

=2
N19HNaUTY
Aosdadneusuligguassuunarldaussuvressuiasanunsaldanlaeedivszdnsnm

Y
14

wieuenansiigites @il) fail

8.1 Hneusufpuaszuu (System Administrator) uazffiufjiRau (Operator) Tawsn
auaszuuuarldanldasunn Function Feature s Module fifflussuuiianun egretdion
1 3u lnesaasudidlneusulalivesnin 5 Ay

8.2 Hnausuiannszuu (Developer) awnsoaine udly ssuule Wiy Form, Template,
Work Flow, Report wazdue ¢ sgnaios 2 Ju Ingsossudidinousulalitesndi 3 au

83  Hnousudldan (Usen) Wannsoldamszuumameuivanmshauesssuuiidmunls
Tnosesiufiiniineusuldlitosndt 4 seu a anuiivisunasimue
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9.1

9.2

9.3

9.4

Y v v oo TR A | oo Y o 4 Y
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[ v gd a 1 Wy d o Y v v
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J <2 Q/ 1 A’ 1Y
TASnw neudatnam lanudlswmdenseunlutywiieiu (On Phone Support)
N dl 9 )

sfvemduldnniunasn 24 Falus
L4 o o a I Y P v o =t 1 [P ] a
fosriiunisfnrendusuias e limusne/unluiuniainsdmyinieyeani1sdu
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Helpdesk

] [ 1 U 1 A L7 ]
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v o AQ g A o ) g o 1
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