Service Standard & Support Framework

%

neUszasA (Objective)

tonasatuiidarinuinemiun KuINIWINSgIUNT5TIU3NIS (Service Standard) Was AISAT
GROUP Tunsquasagatiuayussuuganiuas (Software Support & Maintenance)

InedinguszasAiive:

e a5aAudaaulunisliusnns
o MUUANTBUNISABUAUBILAZNNSWA luTayI
o 8NITAUAMNAINNSITUSANTRESsBLBY

el wuamenenaaluiies Operational Guideline filudannasyniunudeyay (Non-
contractual SLA)

1987111115 (Business Hours)

AISAT GROUP Tiusnislugaaaan:
o TuduUNs - JuAns
e 128108:00 - 17:00 u.
o sniuTuneatindngny

NIRIMANISAlTIAIU (Critical Incident) 8128iN5WAITUIUBNLIAMIINITAILAINAU LAY

WUINUIANTFIUAITIAUIATS (Service Standard)

AISAT GROUP aiiiunistiusnisniale uuaniaunsgun1sugjuaau (Service Standard) vive

Tiadarusnsnasziivssandamlunisquaszuy

LA 4 o [ = . . . . . P
U FBEELIAN Lumimauauamasu,f’f'lmﬂsymLﬂutwmnsauumwn (indicative guideline) 3il%
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seAuAMNFULIIaIlynasssazattun1sliuINIs (Indicative

Guideline)
X
o LYLIAMMDY sgezaun luiias
szaulayun - :
= @Uua3 (Response AU (Resolution
(Severity) . N
Time) Guideline)
@ Critical (51) syuulianusaldauld / nsemu aelu 2 Talug nelu 8-24 alug
g3navan
) High (52) Wandudrdeyursduladaunsald aelu 4 Falua aelu 1-2 Jwins
ulg
Medium (53) syuuiitlymunsdiu uadaldganu aelu 1 Juvinns nelu 2-3 Yusinig
18
i Low (54) Yaywanilos / Cosmetic / melu 2 Juvinis NAITUINIUAINUAY

alet

£

o'

Improvement

[ ' < = . . . dl
nueLne): szeznaianaduiies uwanelasussana (indicative only) uazenauasuuUamunIy
Futouvasszuy

Nouluusznau

mstrusnsiduluneldieulausssaluis:

ﬁuagjﬁu YaULIRIU (Scope of Work) finnasiu
AUNTOUVRIUBYA / N15aUiRNHgnA
ASIYRURDAUSZUUATBUDN (Third-party systems / APIs)
Anututoureslyninazszuu
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WUINIINIFIANITRANITAL (Incident Handling Process)

Sunau S19azI9YA
1. Incident Logging SuudatleywInau Email / Ticket / Line / Portal
2. Categorization INUTLNNUAZTTAUAIUTULSS (S1-S4)
3. Assignment dasiofiuiiiieatos Level (L1/L2/L3)
4. Investigation AT root cause AL impact
5. Resolution whla / workaround / deploy fix
6. Confirmation guduiugldau
7. Closure Unaaa > GuiinaIszuu > i1 report

Support Tier (L1 /L2 / L3 Model)

TAs9as199iu Support wag Flow n15 Escalation

Level Wi AI9E199Y
@ L1 - First Line Support %}JL?;'E:IQ / AANT03 / LLf’ﬁ]iUum Reset, config, user issue
WoInu
L2 - Application Support AATeRdanalinseAuseuy  Debug, query data, config logic
@ L3 - Development Team uAluwdedn / ud code ey 1 9uvinns Bug fix,

system enhancement

1 1 . < o aa = & Y a a a
n15dssie (escalation) lWulumuanwazveslymuazaasindavesiiveu e liinuszAnsangsgaiu
ASLA Y
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Monthly Service Report (KPI Dashboard)

TAseas1951899UUsEINADU **é’ﬂﬁ%’ﬂgﬂﬁ'\ﬂ%’ﬂ%ﬂﬁ MA anuaulanazdaninunsaunumigi**

1. Incident Summary

KPI s1yazLdun
Total Incidents Srunuaaaiun
By Severity S1/S2/S3/54
Repeat Issues Heymndn

2. Response & Resolution Performance

KPI s1gazdyn
Avg. Response Time nanaaglunisneu
Avg. Resolution Time nanadglunisud

% Within Guideline

% Nvilamu guideline

3. System Stability

KPI

=
I1YaTLYAM

Uptime (%)

AMunSouldauveIssuy

Major Incident Count

FIIUNANTAITULI

Downtime (hours)

vaszuuldaulile
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4. Root Cause Analysis (tan1g S1/S2)

) JunLna ) 271715 _ _
Incident ID Severity e Root Cause Corrective Actir
L) (Description)

a 4 1 v d‘ Y a [ U U 4“ Y a
WNUBLR: N153ATIEI RCA daiiunsszyanuniiuiasevasdam wazdmuanuimedesiunelulida
i

5. Improvement Plan

5.1. 4uIM9N15UTUUSe (Improvement Initiatives)

o M3UFUUTIUsEANSAMYBISTUU (Performance Optimization)

° miLﬁmmwﬂiaUﬂqu‘Ua\‘ims‘vmﬁa‘u (Test Coverage Enhancement)
e N1 Monitoring uag Alert

5.2. wullasiuA11uLEes (Risk Mitigation Plan)

o n13aAlanAAWMANISAIE (Recurring Issue Prevention)
e N15USUUTUADNYININVBITEUU (System Stability Improvement)
e N15U3KI59ANTT dependency AUTZUUATBUDN

5.3. Roadmap (813)

e Planned Enhancement
e Technical Upgrade

e Architecture Improvement

Woulvazteadnfia (Conditions & Limitations)

nsliusn1stuegiutadenssialuil:

o oUWANUTIANALT (Scope of Work)

o ANUNTAUVDIUBYALAZNITOYLRAINGNAT
e 38UUAMUBN (Third-party systems / APIs)
o ANNFUGOUVRITYMI
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WUINNN5IAUSATS (Service Philosophy)

AISAT GROUP 3jastiu:

o Auluseld (Transparency)
e N15¥1197USIUNY (Collaboration)

o NIFWMUIBEIMBLUBY (Continuous Improvement)

Tngazl4uuInng Collaborative Resolution Approach Tunisualatlymn ununisimuaun
A NENNITRY

Service Commitment & Continuous Improvement

e AISAT GROUP sjssiulunnsTsiuinsiifianim Tsdla uazanansansraaeuld
TaeseuatuiidaiduieaziounanisiiuanluBafdinag (Operational Performance) uag
T udeyalun1siinsed Ufuuss waswamnnisTiuinisednedaiiies

o AISAT TiaudAgyAiun1sanssAULANIgSNINYBISZUU (System Stability) uagUszansaiwnnslu
U3n13 (Service Efficiency) iiialinsiiiiunuasnndasiuitimnensgsiavesgndiluszezem

Collaboration Statement

o AISAT GROUP TiianudAsyfiunisvitnusiuiunugnailudnweaizves Partnership Approach 1ngaja
wunsdeasidaiau Msussarunuegslnadn uagnisudlatgymsiuiusgrefiussa@ndamw
® LUININISIRUSNNSEAVAN Collaboration, Transparency wag Continuous Improvement

WeainaALazNaansNgBusmiuluszaze?
Disclaimer

o FeuRtUldAvITMND IngUszasAlun1sAnnuNanslHuInIsuazn1sUS UL U URn Wit

av yva & v 19 v ' = v & o ¢ o o a v
ulﬂuwaLﬂuﬁuamnmp‘gnwumanguma L’JuLW\Q%&Iﬂ'ﬁi%'q'l’JLﬂuaqﬂﬁﬂ‘b‘maﬂiﬂiiuaigigﬂﬂmEJ’NJEN
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