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1. FAULT REPORTING

Customer shall log all Problems using Helpdesk Single Point Of Contact (SPOC) via

i. e-mailto helpdesk@sepadu.com.my or

i. bylodge directto MySepadu CONCERNS eHelpdesk
(http://www.sepadu.com.my/index.php?page=eHelpdesk ) or

iii. Telephone T MySepadu SPOC line 03-42802562

iv. Fax i 03-42802564

and describe the problem with the listed information below:

i. Hardware Serial Number

ii. Time of occurrence

iii. Symptoms

iv. Attach the Systemlog or Error Message log or Configuration files  or Screen
Capture for the Error Message.

Problem Management

All Service Leve s are included with Problem Management procedure.

First Level I Telephone assistance by Helpdesk, if one hour after Service Call
established and still unsolved first level management (or Section Head) shall be
informed.

Second level 1 4 hours after fir st level management is informed and the problem is
still unsolved the second level management (Service Manager) shall be informed and
status update is required.

Third level T 8 hours after Second level management involved and the problem is
unsolved third level management (Senior Manager) shall be alerted and decision
shall be made to solve the Service Call.

Fourth level T 20 hours after third level management involved and the problem is
unsolved the contingency plan shall be executed , the situation shall be reported to
the customers manager and decision shall be made to solve the Service Call.

Note:

1. Lapsed time on Call shall not be taken into account. All duration is based on
official working hours only.

2. If any changes had been made to the Maintenance Service Procedure,
MYSEPADU shall inform the Customer in writing and upon Customer consent, the
letter shall replace the previous procedure in the contract.
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2. MAINTENANCE SUPPORT DETAILS

MYSEPADU shall recognize to the Customer the significantly depen dent on the
quality, level and methods of support. The support aimed at assuring that to meet
the ongoing needs to the Customer.

MYSEPADU must update and continuous ly maintain the complete records for all
services which include faults, remedial action tak en and replaced parts, and make
copies of such records available to Customer and the sites where the preventive or
corrective (remedial) maintenance is done.

- Unlimited phone and email support
- Unlimited management and monitoring support

3. MYSEPADU CONCE RNS eHELPDESK
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MySepadu CONCERNS eHelpdesk is a complete helpdesk systems developed by
MySepadu to manage their customer services.

1. Customer may report to the helpdesk via Phone, eMail or lo dge direct to the
eHelpdesk.
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Home | Products | Services | CONCERNS-ContactCenter | e-Learning

eHelpDesk Gougle
Memo to our customer (Memo untuk Pelanggan) ‘
Kesemua pelanggan kami yang berhajat menggunakan sistem mySepadu CONCERNS

eHelpdesk kami boleh emailkan permehonan untuk UserlD dan Password kepada © web O MySepadu
helpdesk@sepadu.com.my. -Search

Servis ini adalah percuma bagi pelanggan yang menandatangani kontrak dengan kami.
mySepadu News

Dengan login ke sistem eHelpDesk kami anda boleh melapor masalah secara online dan juga 03/18/10
memantau status masalah yang dilaperkan secara online, bila-bila masa dan dimana sahaja. M

Category:
i Permochonan mySepadu InfoServe
eHelpDesk Login Sdn Bhd untuk memegang hak
keatas dumain_ koop.my dari
Username FWNIC telah diluluskan.

Password

2. Our Nation -wide Authorized Supp ort Provider ( ASP) may lodge the report to
the eHelpdesk systems upon receiving call from their customer.

3. Helpdesk Operator will lodge the report to the eHelpdesk systems upon
receiving call from their customer. Helpdesk Operator shall plan or allocate
the job to the Technicians or Systems Engineer available.

4. Helpdesk Administrator is the privilege given to those who are supposed to
manage the whole setup of the system.

5. Manager is the privilege given to those who are supposed to monitor and
control the status of the helpdesk status reports. It can be the first, second
or third level manager whereby the escalation process will be done by the

Helpdesk Operator.

6. The Tec hnician/Systems Engineer shall take necessary action an d update the
status to the eHelp  desk.
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MySepadu Concerns
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Notes :
-Trouble Ticket
For remedial
-Service Ticket
For preventive
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