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Abstract
Maersk Line (Thailand) co., Ltd
41st floor, River Wing East, Empire Tower 195 South Sathorn Road,
Yannawa Sathorn, Bangkok 10120
Land/ Sea Container, Sea/ Shipping Freight and Logistics.
(Transportation and logistics services)
IT
IT Support

Mr. Preeda Chunjongkolkul

Maersk Line co., Ltd is one of the largest shipping line companies in the industry. During my

Co-Operative Education, I was part of IT Support team in IT department. My project scoped on IT

Access Communication between user and IT Application through Intranet portal site called IT

Support Page. I was assigned a project to conduct use survey in raising IT incidents though

established process. The processes is started by Raising ticket through IT Support Page, then the

ticket or incident will be assigned to each service desk agent. If the incidents were related to hardware

and network, they will then assign to Local IT through Remedy ticketing system.



My support role was helping user with hardware and physical check network issue. In

addition, I also helped to promote agreed IT process to the user.
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Severity Definition SLA
Level
P1 A critical incident/problem includes one or more of the following characteristics:
® Disables a major part, or the whole FACT solution, e.g. system down
® (ritical/major business impact
3 hours
® No work around available
® [mpacts FACT users globally
® [mpacts the confidentiality of critical data
P2 A major incident/problem includes one or more of the following characteristics:
® Disables functions within the FACT solution, e.g. data is corrupt
® High business impact 6 hours
® Work around exists but is comprehensive and time consuming
® Impacts a high number of FACT users
P3 A minor incident/problem includes one or more of the following characteristics:
® Disables a single function within the FACT solution
® Medium business impact 2 days
® Work around exists in the short term view
® [mpacts many FACT users
P4 A trivial incident/problem includes one or more of the following characteristics:
® Minor non-critical function within the FACT solution, e.g. misspelling or
incorrect positioning of fields on a screen/report
3 days

Low business impact
Work around exists

Impacts few FACT users
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2.2.2 BMC Remedy AR System
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[ ] 4 g’z
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Action Request System framework.

BMC Atrium CMDB

BMC Service Request Management

BMC Remedy Help Desk

BMC Remedy Service Desk: Incident Management
BMC Remedy Service Desk: Problem Management
BMC Remedy Change Management

BMC Remedy Customer Support

BMC Service Level Management

BMC Remedy Asset Configuration Management

Expert Desk

PN 2.2 UAAIBMC Remedy AR System Tier
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2.2.3 SPOC
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2.2.4 Service Desks
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2.2.5 Google Docs
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. . 19 a al» A 1A
Microsoft Office (Word, Excel, PowerPoint) Google Docs lidafaaaTalsunsy 13 lunsoq uala
v @ o <3 a 1
IE, Firefox #1390 Safari 48391108030 ls@uee Google docs naynsn af1a ud lv Was ' ldiae
o L] < a 7 o & . A A
Tasaendistunzgniny 13 lwdvnesves Google azduilu Cloud Computing TuuFruhil
a s a s SN 11 A 2 a ° P 1o o 1
dumesiatazduwmesiiausuwes i luunaudansamauenas 18 uay lusidan
Yy I A a 2 I A A s 2 a v
1Al uUIAToINONNIADS 921T]U Tablet H50 Smartphone NUVI1UFDS N IMITDITON 11U

Google Docs &

ﬂmﬁuﬂ’amm Google Docs
19 a g‘z
1. ludosnaasTalsunsy
9 ' ) 4
2. Jd e miieuld Office VUIATDA
4 1 ] ~ ks
3.uxsenas e laghidesauenas lUn1adwa
o 2 = 9 Y = 1 < = 0w A 4
4 MnuuuenmIFuEeIny Taasnazraleau Fadazauannsamiuddnremainuios s

314}

U

g &

~ < 9 g}/ a I'd
S.L’E]ﬂﬁ']iﬂﬁi']\iﬂﬂﬂﬂﬂﬂggﬂlﬂﬂulﬂﬂﬂﬂﬂﬂcluumfv\ln@i‘llﬂq Google

¢ Y = Y A 4
6.@’e)u“laumamﬂﬁ"ﬁmamﬂﬂmﬂnmn uazmﬂwmﬂwmaqﬂﬂim

.:g.

‘\H/ < N 'w—'ﬂ\
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2.2.6 Microsoft Office Publisher
. . I~ 1 a 4 [ o A A P 9 9
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9 1% 9 7 a o Y 1 [
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' L Office Publisher xu7

MNN 2.5 1anIn1n 1151 Microsoft Office Publisher



2.2.7 SPSS

20

' o 1 .. . . R g o o A
SPSS 801191nf171 Statistical package for the Social Science FuiluTusunsudusagidann
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2.2.8 Remote Desktop
Y . 13
11519911 Remote Desktop U Windows XP tiad)u 2 dszian
] o 1 A A s o 9 A Y a ] <
1. Remote Desktop Server mﬂzsuaguumsmﬂaummaiwmwmmﬂuﬁﬁwmmi 90191 u
A a P 9 Aa oA X A . 9
LﬂﬁE]QﬂﬂﬂW?LﬂﬂﬁV]i%i%UﬂﬂaﬂﬁﬂWi Windows XP 1138 Windows Server 2003 ﬂ1iol‘]5\1"|1'! Remote
Fd
@ @ 1 <

Desktop Server U1 Windows XP A1UH Windows Server 2003 Huaziiveuanaann@niios fie

. ES Y a ' . Y A~ Y
VU Windows XP Huza 1115014151500 Remote Desktop Client IQiies 1 User naziiioiin1s 14

g , D v
41U Remote Desktop 14 User 3¢ luiansalsaiu g
. = o ) A a s Y Y a = < 4
2. Remote Desktop Client mﬂxiuaguumiamaummaimﬂuma“lﬂvmmi F901911) UIAT 9
a sAq Y a wa L A " I Y
ﬂﬁ]ilW?lmf)i‘ﬂGl“lﬁz‘lJ‘]J‘]Jg(]‘]Jﬁﬂﬁ Windows XP 1130 Windows Server 2003 il IdRemote Desktop
Vv ]
Server I8¢ Remote Desktop uuﬁﬂi%Iﬂ“ﬁﬁh1ﬂ1uﬂ'li’]Ji“l’i'li‘Uﬂﬂ'lilﬂ%ﬂ\‘iﬂ’f]hwmﬁﬂgﬂ'lﬂizﬂ%llﬂa
o y ¢ d
M391971111192 1% Remote Desktop Protocol (RDP) taz 1w snvuneay 3389 msldamuniudess
= - | A s Y ) o

IP Address 39%8iAT03ADNNUNDT (Computer name) HazA0d 1% User 1Y SHARIUY (Password)

7
Gl‘l‘lﬂ”liﬂi’ﬁlﬁ’f)‘llﬁﬂ‘ﬁﬂ']ﬁsl%}ﬂ”lu

f,‘: Remote Desktop Connection

@, Remote Desktop
<__| Connection

Computer: v l
User name: \Administrator

You will be asked for credentials when you connect.

l Connect H Cancel J [ Help ] [ Options >> J

Mnn2.7 uaaallsiunsy Remote Desktop
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2.2.9 DameWare Mini Remote Control Program (DMRC)
1 ' 4 a 4
TilsunsumsiFounonsaduauszes Ina 130 Remote 1o I amnsnditnouniaimes

Y < 1 . .
melu'lded19319157 Taer11 Microsoft Windows API

DameWare-
Mini Remote Control

Secure “on the fly~ remote connectivity
for Windows operating systems.

MNN2.8 uaadlilsinsy DameWare Mini Remote Control

2.2.10 M3Map network drive
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M3 1Faudlualsgr 19 map network drive 13 e 1 azadnaems 1danu 151 As¥edrive 114

1 <
%171 Drive Z taz 193] Share drive

2.2.11 M13Share Printer
14 . A 1 dy [} Y A a 4 A Aa gz 1
M3u5 Printer 1uszUAT0U18 LANT $8lviaT oenouiiumeinninsesnannsoglu
1 o 4 1Y) 10 & .
52UVIAT0918 LAN (@820 a13150 1991105949 Printer aeiu 1a taz ' lisuiludea Install driver
Taod 19 vims1gszun Tae Username tag Password Ngniviua #2e IP Address Ia ranla
@ 1 4 1 Z’, d 1 1
Al vzApudaIrangMYeIal AuNegUnsaiutate (Switch) 91101 gunssitiang vz da
o Y] 1 [ Y] = o o Y- ~Aq Yo [
WangIuAINa11ae 118 RADIUS Server Fuiluszuudmivasinaoud 14 lasmwiznldiuog
< = ) 1 P % an 3
11 Taemsuann)aeudoyanuszie RADIUS Servertiazginsal WLAN 3935 Haziiu 'l

a1 Ins Innoanisonin EAP (Extensible Authentication Protocol)



23

2.2.12 PhotoScape
I o I
PhotoScape (H111/51105% Freeware a1:159a13% Ivaans 1@91n photoscape.org 131
@ Aq ¥ 1 < o 2 ' [ 1
Tsunsudamsgdamnlsanude tazazainiaE lunmsm awanmsmsmveugluuunie
< v g o <
a0 m3ud lvnmilunguaiagnate 31 msdanthvesgduate sulviiluglider mssw
o A ' 9 9 A A %
MU M maaou 112 MSULNAIN M3 Capture MrThve I¥au msdend msudadlula
I o 1 Y 1 o = o ]
RAW 1ilu JPEG msilSunaand lugdnmn sumsdsuues @ anuaudavesgi uazmisde vene

yinavesgll Tilsunsudenhldvanuaronazldnuldie,

NN 2.9 uaaeldsunsu PhotoScape



24

a U d
Henudnm
Incident
P 1 4 1 A o a
mamsain lu'lamamsal 13a9mih fdavnsauuimsmemuma TuTadauma (T
. A o Y o Y a =3 Aa .
Service) W3pvh W szauqunInms IRuImsanas 321 ldennuAana1nves Configuration Item

= o ' o Y a v A
%Q@Wﬂﬂﬂquﬂigﬂﬂﬂﬂﬂ"ﬁ‘lﬂﬂﬁﬂ’]TV]uV]

Incident Management
2 A ¥y o o i 2 v Y a
N3LUIUMIFUNBITDINUNITIANS Incident NIvua Tasilsznoudle doranainvea
a2 Y = . A yA ] Y o A ! aq Y
NuUUIMINANa I Tagasaumea (IT Service) INBAAY Service 1MnauAUgan1Iznd 14

3 A 1A o Y A 1 o A o Y Y ~
Li')“l/lq@&“l/l']‘ﬂ%gﬂ']llﬂ uazaﬂwamz‘nummNammimmumimﬂ‘giﬂﬂwuaﬂmqa

ITIL (Information Technology Infrastructure Library)
I a oa o a = A g A was
AumasgriumsiianissamsuimsmaluTagarsavuma doduiuuunumsUgiuan
= . Yo [ . I
AQA (Best practice) "lmumsaammﬂummgm de facto 11 Service Management uaziu
= Y d Y v )
wasgunasunledueuamalumswssuszsuuasaumavoonns lunsonmgyn IT
Governance HAWINZ @M UMITLIMTIAMTOUYI MIA1na Tu Tadensawmalii
szanimunuazilsz@nsnaraay 15U MIATFIUN Service Support 1A% Service Delivery
3 o
AADAIUNITAIHMUA SLA (Service Level Agreement) @28 n32UIUMS ITIL (H1U1nasgumsiam
a o A v a AN Yo o Y A o
sTUUUIMEsTamInuuImsauma Tuladasauman lasunmsseuiunaeininga lutgiiv
A g A wad d Aa y [ o A a [
dodluuuuusunsUianundouveanimasguazienyun lan MBI UIHITIANT

a Y I = a oA @ o A 9 A
QTLHJiﬂ15ﬂ1uﬁ"]iﬁuL“I/Iﬁulﬂﬂa'lﬂlﬂui$l,‘1_lﬂﬂﬂgﬂﬁﬁWﬂﬂJﬁ?ﬁiﬂ@ﬂﬂﬂiﬂi‘lﬂ IT ©5935UU

< v A a = A =3 a Y
fﬂiﬁulﬂﬂlﬂu@l?ﬂlﬂlﬂﬁ@uﬂWimuIﬂ"l]ﬂ\iﬁiﬂﬁ] Llﬁ%LWﬁJﬂ'JHJWQW’l’]ELﬁ]Gluﬂ'Ii'Uﬁﬂ"IiQﬂﬂ'l (User)



25

Microsoft Windows API
171 API 11910F1 Application Programming Interface LGN ﬂijlléllEN Library el
I U Aa 1 1 a o 1 < @ 1 fo A
dludiufenesznaennanTY NQuWenFu Windows API AD NuUeIendu Alluiudana
1 1 L g @ a oua [ <
* dll #39n11 Dynamic Link Library Fuiluna lnndanvesszuuilfiianis Windows Ty
. - . A 9 7 ! o a o ' s
Windows 9x #3® Windows NT #3041n3¢13 Windows 2000 ey Tasilnannazedlulnames
1 1 < o < o a oa
c:\Windows\System Na12A0 Nquilansu Windows API NAe ununanvesszunlfianms
Windows 11194
4 1 1 < o = 1 [ g‘u a
1110991091 NQUWNFU Windows API QRITeUAIULIAIIATHT C AIUY FHUAVDA
I o 1 < v 1 [} ]
15 R aNuA lungulensu Windows API @aulngj 39 liansagnisenlsauTag Visual Basic 18
& A oA ] = Yy A1 o v 1 ga = yy '
NHNA 1110991071 vilavesdoya I Insaaiana 1Ny Mnmaraning 1 fiieudslauennguy
< o I 1 ]
WanFu Windows API oniilu 3 ngulvg Ao
1 o 1 1 d o 1 dy
® nquilandu Windows API 91 Visual Basic lTuamnsaisenldau ldme Weddu API nguil

= [ =4
22 lilimsna1nde

A A Y v

' 7w . Y A A ' o & A
L] ﬂ'@jllﬁ\?ﬂﬂfl! Windows API NUHNHININUDU ﬁﬁﬂﬂﬁTﬂﬂﬂﬁQﬂ%uNTﬂiﬁTu AN 1190

) & . . v A ya A . )
udnszianouInsalu Visual Basic nquildiien aziimsnanietianeaunis

' ) X i . ' s 2 '
® nquiland1 Window API 91 Visual Basic amnsnisonlgauldeseanysal Fuilunqu

v
=

) { e
Wansu Windows API NT1l5e Tomilumsiion1¥auaae Visual Basic niniiga



26

RADIUS Server
S o 1 .. . .
RADIUS 11189989 Remote Authentication Dial-In User Service (RADIUS) Ao
. . L g . {y 9o a 9
client/server security protocol Fa1ilunaaIuvedLucent InterNetworking Systems 'ldhmsAadu
2 A Y 1 1A Ao A ' A VY °
VHUT INDIIVIIY account UD users GlﬂfJQLLGILWfNVIMEJ’J INDNYNDNITUINT hlﬁJGl’E)\Wl'lﬂﬁ?fJ‘Qﬂ
a s = A a 74 ) ¥ < ) 3 A
nanenIos 181l users ‘VIL%‘V‘IL'J?JS?JL!"] @mmﬂﬂmu NIZAVDYANINTIVUTAN RADIUS

Y

=}
Server U

as a J S o < 1
luszuuniiglynuduaesiaiiuauun Genaensaiugums Ivau Taomwzlu

= A s 1A A 9 9 =2 ~ o o & '
ADIUANH 1190 @Qﬂﬂiﬂlﬂ?ﬂiﬂmﬂﬂm%\ﬂuu1ﬂﬂ ﬂﬁcl,“]fRADIUS Server iNiJﬂ’NﬂJ’d1ﬂﬂlulﬂuﬂfJN

a

un

Y A

UaAUOd RADIUS Server
a = 1 a A
® AuguM3 1FBUIABIITIAYDN User Inod19tidsz@nsnn
< 4 % 10
® @SN Log File 1ion3529a0Unaq 18 amngrunelvimvuadesktop
Ao w 9 Y g

® 352909 User NN ﬂ"]fﬁullﬂ 11U Real time

o ' o o A g
® MHUATZEZIA1MTIFNUVB User 19 191 1 52709, 2 34, 3 1ADU W30 10 W1h Wiy

® 11150 Clear User N 1Ud01ms 11991 luvaie On line 18



27

WLAN
A ] i A A 9 ~
szuunieve3ane (WLAN = Wireless Local Area Network) 9 3¢ UUNTA0A1TUDYAN

1 Y v o 9 A 1 [ 1 9) g’./ a
ﬁﬂ’JﬁJﬂﬂ@\W]’Jiﬂﬂ “?\1@1%%51!111']1"]5‘1/]@11‘1/]1&1&%@L‘Wll@]'E'Jﬂ“]Ji%‘]J‘]Jm%?Jﬂ]']EJLLﬁHi%ﬁ']EILL']J‘UﬂQm‘JJ

a

TagldmsdenaunnudInglugiuing RE uaz aausudsusa lumsivuazdedoyasznin

a 1 Y

a 4 1 4 1 o 4
ﬂ@iJW’Jm’fJiLmaZLﬂ%FN HIUDINIA NTYNULLNN LWﬂ1uW§@ﬁ\1ﬂﬂﬁ5N§u‘ﬂ Iﬂﬂﬂi1?ﬁnﬂﬂ'ﬂll

£
a @ 1 =] A 1
ﬁﬂﬂﬂ'ﬁ%ﬂ\iﬂ'ﬁlﬂﬂﬁ"m uﬁ]ﬂﬂWﬂuuﬁ%‘U‘ULﬂ%’t’)*llWﬂhl%}’d'lﬂﬂﬂ\‘]ﬁﬂmﬁlmﬂﬂiﬂﬂﬂquT]ﬂ’l’)fﬂ\i

a

@

A o 9 Ao o daA A "y ) o q ¥ A v v
milounuszun LAN wuuldae adagnae maniu bidesldamerldnmsmaeudronmslgau
mldlasazain lumdouszuy LAN nuuldaies ideslsnanazmsasmulumsdioulasu
o 1 9 A a 4
MM 15UAIT09A NN UADT

) o & I = A X o . .
dvsuav 802.11 Uiy ma TuTaguiasgunuuiledsnivua Iag Institute of Electrical

and Electronics Engineers : IEEE laglaynaniiniinagimiion o il LAANULANAIIUDY

v Y [ 1

maTuTaBazMnuARIoAIeNYTAIUNAL 11 802.11b, 802.11a, 802.11g MNATFIU 802.11b 1D

[
=1

< o Yo o X "y Yy 3 A
Lﬂummgm Wi-F1 ©1LLN Vlulﬂﬁllﬂ”lﬁwwu'l"lluiﬂ ﬁ?ﬂ?iﬂﬁﬂm@uﬂﬁqﬂﬂﬂﬂﬂ'ﬂﬂﬁﬁ 11 NS UNND

a = FVR) d' a a 4 ti’ d' o dyo/ =
’Jl.!'l‘l/liﬂﬂsl"]ﬂf'Nﬂ'JTMﬂ 2.4 NNTLIINY ﬂiamquwu%mmﬂuizaz 150 UAT UDNIINUYIN

1Y

Y
asgludnyazifodnuildnuaiesa 019 802.11a ag 802.11g ualuthusionn bidunsaly

aA <3 = a 1A = ¥ A 1 o ]
91U 802.11a NUANULIITION 54 LUNSUANDIUIN Gluizﬂz 100 V!Glllﬂ L“L!@\T‘mﬂﬁ\iﬁﬂlui‘llu']milllﬂ']u

QU

anud 5 Anzidsed a9l lasueyananansylisuaidIngay dau 8o2.11g hifidamesls

91 A A v [ 19 A d 1 o R 1
LWiniﬂfﬂTUﬂ?TNﬂLﬂﬂ’Jﬂﬂ 802.11b LA NAUATINITINIINUNL 5 1N



28

EAP (Extensible Authentication Protocol)
. . . o Aad saq ¥ %
EAP (Extensible Authentication Protocol) 3933 ULES Wnesilyastea ﬂﬂuﬂﬂa"lﬂ

& A A~ a 1A 9= @ Y Y o X
naimnmvany L‘]Jummﬁm IEEE 802.1x NIUDUNTAANDTITDLUIDI AP A7 AP %Glmfl"mﬁmmm

s

o dy < 1 = [ Y a 2 <3 9 9 A Y
ﬂWiLLﬁ@Nﬂ’Julﬂuﬁ?uﬁuﬂﬂl@ﬂﬁﬁﬂﬁWH@Nﬂﬂ NUU AP ﬂ‘ﬂgﬁ\‘]ﬂJﬂHﬁﬂm“ﬁﬂi@ﬂﬁiﬂllﬁﬂﬂﬂ’ﬂﬂ

QU

Y . Yy 9 9 A, Y 9 9 [ 9 a
11 Radius Server MuM103 §14MIATIVADVHIN 1% 1503059 VAN 1% Asndng U 19999

U

LY

o 1 d‘ = é dy o [
gnananmlu 802.1X 11A5§1U EAP (Protocol Hdone) #1115 Taneatiamwnsoii lwaun
Y
uazimuaIsmsasde ldanainaiedsiagiulyls lanea EAP lagnwannunauanld 4
[ =)
sUuuunane Ao
9 1 Y 9 = %
1) EAP-MD5 19¥n159579@011 Username 1@ Password 611’38114?;1:1% WLAN #nutlaoans
Y Y
i ua 115 Taaeail luldaunsasondidymianulillasassvesmsdsiaay
A 1
130U
2) LEAP WainIagu3smn Cisco Unalnnsmaumiion EAP-MDS5 UaAdZiunssan1sIay
a YY) A 1 Y = 1 Y 129 A A o o W 1 a o 4
vsmssaaunsevteldimslaounaa 1 ualivedon dssinaog lundadus vos
)
Cisco IMuUu
[ a o . é ci’ 9 .
3) EAP-TLS Wau11ag13HN Microsoft 34 11/5 laneatiag 19 X.509 Certificate (1N1n15
?1579@01 Username L1a% Password N13M1914ADIZOIAEATAIH 1Y PKI 11 SSL 1164
EAP tilofmuasnaauni oo uaazlidoidonssnanugernuazalgnelunisaa
IANILAZUTNITIZU PKI Certificate ¢4
4) EAP-TTLS %o 1ag13 1M Funk Software #4n13911911A31801 EAP-TLS u¢ Iag 14
Certificate A32900UIAS 0310 1182 19 Username 11 Password Tunisasivaeud 19 ua

é’ = o 9 1
Tns laneatiaziinnuiasanetiesnit EAP-TLS



UNN 3

srumMsHianusazdunaunIsa NI

3.1 uwumsdfiinau

M3197 3.1 Auwassnailguanulumsannadni

=
gastoan

nINgInd

GRVALGE

NeNe Y

= Y A o
ﬁﬂ‘HﬂﬂNﬁ‘iNﬂl’t’NUiHﬂ

‘ﬁﬂ‘]&lﬁ3“]_I°1JLLE1$ﬂ‘§$‘]J’Juﬂ15‘ﬁNWH

o =]
MUUUTDUDINLASIN ULV UTDUDIY

d
AIINI

aydunuaeUINATINI

o <
MUVUFDUDIULAZIN VLDV TDUDIN

3 4
ATaN2

9 v
ajuvvaeuannIIn2

User’s Guide/ Handout <194

UR1TAUIT Support




M3191 3.2 Fana lumsnui Iassnuannaanen

30

=
Naaztean

NINgInN

ERVALE

NUENEY

Anids Tassnunldsy

Mmaeugliauunii

o 1 d'
VﬂﬁWfJ\ﬂugﬂlfﬁJ‘]J“l/ﬁ/]Z

Mmaenugiauuni

Maesnugliauunig

Mmenuglauunins

MINYNUMANUIN

azUwamsaniuau




31

3.2 18aZ0UANU

3.2.1 STUVNHAN

a 2 Y a 1 o < 1 1 A =
FEULUW IT Support @ntiu THuTMsmu Insaniiiludiulvg nsaii User auluud
a 1 o 2 o 1 1 1
Tayn1 9z Insdeaeu Tasase i ldiny Log luawihamla'la luawnsaasieaen’lain User
Y ! Y H H
au'lvu madymies 1svu e ls dudiuaudstulvunds uazmsndeliidmeha 1m@ulilg
~ Y I 2 [ I~ o % o
130 Remote 11/Tunnnsaitiu sxiflumsaunldesmindnsyana 391dmsih spoc Falagiiu
{ § g 4 o 1 1 { '
1&asuseiu IT Support Page 114 1iia1s 1T v ldevu wazasrnaeuiuivesnu ldde
X ¥ A v 1 v
vu Taen131¥SPOC %30 IT Support Page 811150 199 1UHIUTE U Intranct A28 1151051 Internet
I A A A 9 = A =) 1 9
Explorer 111 Tsunsuiiugunmgn ¢ 10303920098 TunstiNUser v awisoaatfyrudiun
. Y I @ @
N4 IT Support Page Tae Service Deskvz 1% 11s1nsu BMC Remedy User Wuanarelumssy
Request (Ticket) ¥09User 118¢ Service Desk 9zn3z18901u lilawiiuaies e liuaazinngua
9 &) 9 1 o = 9 I A Y
QuautiuauA g serannszuIumsInauezmasdsaauzauiluszes tazioiyri
g A 9 Yy 2o ' LA Ao a =i
39580500182 N1N15a9 E-mail 1N08UsUIY Tag User to3eunsnaaaunavestlynii
@09 UIEIUNG IT Support Page IAIUAU LAR28A1INA User 69l lanszuiums
° ~ "o 1o ' Ay A Y = 1 A 1o 1
mauiuuda 11viuedels Tdea-doideedials uazmsaaaenunieanszmaluns
v 1 < A 0w Ay 1Y A ? o q YA o =
uidymiae giluFesend miuUsereaud bikh lanmeeuiames mldaeasiuein 3

dalidlution waznarlumsud lulawiduau )



32

322 szuulvandeams

9 [l
MINszUANTY User laitionld 1T Support Page avirldmsviaiuaes 1T luiisiuuy
o ~ 1 1A A A v o Y a I A =
mhauiuuuey lifinuvesnuiuiueu shlvimsasnasvuasdanunailuisessn n1sh
3 A 1
1% User 19 IT Support Page ntie 1@ 1m1saniuqusz 1LIUANY LazveroANaInT0 luns
k)
o 1 o A ] Y [ o 1 <

asvaeunanmsuNauiveglutuasu lnuudr Janamsihauldedrailuglsssy aa

1 1 1 o ]
Tynivesinesenainamaluladiu User tazszunauadld msls IT Support Page iy

o a g’/ [ a 1 [
Uiz Temilumsliuimaniesdiu IT Asmusams msdadedeuniy Mssuudanazud lutlam

=

J 1 1 1
swdamsveduginisiay 1T aae uazamnsaaanlsneludiuves IT aeld feviidldau

QU

A 2 1 U I~ 1 o a 1 4 o
I,Wllll”lﬂﬁu UATSUUSIANAIUITIALT ﬂ’J"IiJQﬂ@S]}i’N unuﬂﬂumﬂﬁ'mmiag uae Lﬁi’) User U1

9 2 ° 9 A ) ) = A A A X
Gl"]f IT Support Pagelﬂﬂﬂll&%ﬂﬂﬂﬂﬁ‘lJ‘jﬂﬁi]ﬂmimu IT Nﬂigﬁ'ﬂﬁﬂ’lwuiﬂﬂ\‘]mu

v

Y i i Y
Tuszunluiiiez 1¥ded199 teved191519 User #1149 1T Support Page 3nndiu i

' < o
061915197 User amnsaudifaladieaues uazimiudaion-voides saunan1svinla User idnly

DITLUVNUVD IT 0819AT1°)



33

MNN3.1 UAAINTIINUATIINUEY ATRaise Ticket UUNTINIT Support Page



34

33 TUADUMSIAUUUNUIATINY

3.3.1 1HUsIuTINTeYa

I 9

< 9 I ° Y] A A 9
manususwmdeya Wumstmualandndosnsez 1daeutlynivesnurserio 14
=< v A 9 ° < P AL Y o
nidvedsdoNisidesnsmsiney Tasnmsmusiusaudoyaluinil 18111 Google Docsun
% ° ¢ A o ° o J o
Uszgnd 1% lumsyhuuvuaeuawesulai melszndanarlumsiieu uazniwensal sow'ld
[~ [ 1
vaiatluzau 1dun
1. doyan lvesdld
. L sy,
2. Moufgnumsldau SPOC visen lanlasudeilu IT Support Page 1182
® odudnuveyanalil
1) UIHN
2) NuAWUN
3) e
4) 021Y
d o
5) Uszaumsalninu
® (29190 UNYINY SPOC
1) Userjanuaoing laguian “sSPoC” 5o laj
2) §35msld SPOC wi3e 'l
3) §nszurumsinauues SPOC wio i

a11mM3 19911 SPOC linaanie lu

D)

4)

3o 1171 spoc 1dulasuaed]y “IT Support Page”

Cane

5)

Aan Y
aretlyn HIsmMsunedals

ZD-

6) |

7) ;’3:’} INNITUIUNIT “Escalations and complaints™ A ‘H%’i’)ulij

8) VolAuDLUL

Y
= o v
LN RN (1 IS TR TIA QR TIAMENAR hlﬁﬂ”l!ﬂuﬂ”lﬁ1llﬂﬂlla$ﬂ1]2|1ﬂ\3ﬂf]ﬂ



35

332 Imnszul
a r'd a
3.3.2.1 AATIEHTZUVIUAN

= 9y a ' v ¢ d 1 ' A = Aa
User ims 155 maru Insawiidludaulvg) nsgii User auluudidam sz Tnsaaaomn

TAsaTINIHIY Service Desk Ulliﬁ Local IT

Specialist

Solve problems

Team Suppon

MNN32 uaaImIaadoueunlymIny Service desk TA8nTIUDY User

Local IT Support

Solve Problems

AMNN33 uaasmsaaaeveudlyviny Local IT 1agnsaued User



333
D
2)
3)
4)
5)
6)
7)
8)
9)

3.34
1)

2)

3)

36

¥

Namuvuaunuuazanneiulllé

39 Training 1¥minauIng nag minauiauls
Guideline/ Manual §1%15U User

¥1 Handout %30 Taines iivetszandusius

19 E-mailiifudanans Tunisudarnnms

111 E-Learning / LMS

Usznduius i website

u9rY HR 13 0 miveauaazunun
USvilgaaziannszuy

v H v
UMITAA1Iad IS User ﬁi%ﬂuﬁ]ﬂﬂﬁﬂjnﬁﬂﬂ HaSNIUNIZUIUNIT

ponuuUsTULNHl v
o — Y o 1 o A
9@ Training 1winau vy taz wilnaunauls
~ - Y v @ T A A = YN
® 11952fleUNs Training 1AnuUNINOU v ennalidamivgainsoud ly
= ) 9 1 9 19 -9 ﬁ' o d’
30 MANNIZUIUNT Idod19gnaes lidesseminauaudumuuzih oan
pansznugemsinauliiiosiga
11 Guideline/ Manual d1%51 User
N A Y v Y] 1 v Y 1 1 = Y
® 190 Guideline/ Manual 1¥inuwinau v tag Wianiuaazurun uaazny 14
Y2 ] o ' Y o & ~ Y A
1adau msl¥auedieies uazansavensae Innnauaudug luiiu 1 e
o A oA A Y 9 { 9 '
il 1iResela Taelimsldmudiladie Tnmiszney wie ununinms
[ A Y Y] a 9 49! =} )
e e ldminauwnaaudr lanndu wagliansnszeznar lumsunidym
o s A v o ¢
1 Handout 30 1ianes iolsznduwus
o0 A [ Y] < =y ] ]
e msmdelszmduius Iiawiunazinaavauly Tasldniviedisdnes
a A < Y o ] o 9 1 A 9
BTU18 130 INTANNVFNEINY IT 9199 Uu1IMT IFUUNEIU 10T 19InY

1 Y
whlswaziiuanuaulaludiu I voawsinau Ivunau



4)

5)

6)

7)

8)

9)

37

I @ [
14 E-mail ludanans lumsudaanams
1 1 o v J o _Aax g’J
o lduseunarsluig wie Uszndunus uuziisnmslFau ouazaie wio2
A 2 A ¥ A o I A A @ Ao
PDUATI INOIUADUNILVIUMIININY AT UK LD UIANLIGADUNINIUNG
Tl 1
11 E-Learning / LMS
A I A . I = 1 Y =2 )
® 1199910 LMS 1 umion E-learning Anianniina1u Inunnauszanddny o
< Y & = o A ' =2
W14 9z iz linsiies LMS iiedieaon1sAny,
v o Jd 9 "
Uz auNUTHIUKIN website
= 2 o o 4 Y1 oo AR A A ] Y
e Iimsyudganual SPOC Taudasadiu wio Neluamnsoneuriuldie
Y A 9 1
UIIHIY HR HIOHINUIUBILADZIHUN
] = 2 o = A s s A
e i HR UM3NTUINDITLVVNUVRIAONNAADTHAL IV IT 11IANT DAY
9 A o % 1 ~ A 9 Aa oA
W lanasany auausnnEud IRy
Usvilgaazdiannszuuy
[ Pl y J o
o J5uilgaalumsud lvilynt ieantyniveseding n5on15119IUUDS User
~ v A [ Y [ a  w I U T Y A
Nz lumenal ieannmsnudedausanuszyuduaulvg o1
Yyvuneanuszun uda ld'ld5umsud luiuil wielinisun luard e1vae
' = o v J J Y
AIHANTENUDINMSNNUIZNINANBBIVDIDIANT IR
o & () [ {q ¥ 1 o
UMIVAAITNIAd 1T User 11501081990 1Ud 0 1AZAIMNNIZUIUMNT
= v = 9 Y A4 g EY 9 A a
e Imslnsaiaang o User ioumsnszquln User aAudue) 1nan

v Y
aulanag liauannau



3.4 NeazReanuithAnmUFTRHOHannine
1) atufinFenenfiuned vinsmuiaies CPU tag wilwe vodusag User
2) L‘]J?;ﬂu Computer (161¥ Notebook 191 User
® Back up ToyarevesUser il luinsoum uazdelilinTosln
® ayWindow oz 1Usunsunieg
® Map share drive 418% Printer
3) U Support User

' ' A o < @ H )
Tugaansn User nouizuii 115@n User iin Insuudatlopnd Taoassaunsaiaig 9

De
=he

3.1) NI Hardware
® aoud T1lsunsuaig
o aseuilalufa uienladauea lauaansot Windows 16
A g Y
® APUNINUDINITHIDVOANNUUNIIG
N =
® Hard disk a8
® Q09 Restart IAT09
o i lumueims
3.2) N9 Network
® 119® Domain
® IPia
® LGI?I}”I Internet hllill@?l}
® q579a0UaA8 LAN
® 1% User g Inlanuguu Port LAN
9y d' d‘ =y
o Tdasuor1mennnIoaduudew
® 04ld User nudU Login

o i lumueims

38



39

3.3) M9AY Software
L ﬂmﬁW User Login 118
® 5790 lu Server Active Directory 91 User Lock 30 'lai
Y Y A Y
® FoUDINUOANULIUADUVUHUITO
o 13 User n3dvaou Inlaniue Network
3.4) N9A1Y Hardware 51&01 1% Printer Keyboard Mouse
o qoitlalinaviede
® Keyboard Mouse ¥30 Printer 13enunsalaanld
® 101 Spare lalnlaeuli
o P o A =) 1 @ @ a o g’/
o hgunsaindhsansedodunaundnlldiussmiug
3.5) dayrunednu 11sunsua1ee 151 MS Office, Outlook, Applicationfi149)
9
® aoumweIMsIleIdu
9 =
® 14 Remote Desktop Connection / DameWare lilasrvaen
® Login 728 Admin ID UAA JYAIMBINF (VD User ID N Password tH@andLogin)
v [l
3.6) aanallsunsulumse

o Fuilulisunsinnasgiuannsonansldae

< ! = 1
o duiluTisunsuvouaazurunazd Installer 0g1Y Share drive

< 4 1 a g’/
o uilulisunsudu 9 AowduazanNuMIN FUNOUAAAT

[ kS
® nsaiiadlAve Remote 11/Ands 1 Taodoal¥ User Log off 1187 Login #238 Admin
s A .
3.7) ¥3IAIDY Printer
: A A . A ,

® FOUNIWIUNIOFOVOI Printer NoglutAAZUAUN

® Remote Desktop 11) Match Printer

5 MOME 91U Project 113 U0 VMG 921/17ARIUGAUIU Support User



UNN 4

o a d
agiwamsantiva msdmnzvinazasiuaniieg

4.1 TuAdUUAZHNANM IAUHUNY
o 4 a o
1) mvualand Jynivesnsie
o si1luUser o4 lutionld 1T Support Page (SPOC)
® Usersinvsoineldgudin “spoc” wie il
e 3%msl¥ spoc nie i
9 o A 1
® Fn3zUIUMIINNUYDISPOC M3 I
o [ o
2) MvuaIaglszeaen
[ Y
® iiol¥ User 191114 IT Support Page (SPOC) 310U
A q 9 v o 2
® iel¥ User Jn3zuIunsinaIuaed IT M0y
) H Y
® ol IT support N vesnuliFanuau
A Yy & o o s
3) nszuauig lamndedmneunninglszasd
® [WUULUUALUDININ Google Docs 130 LLUUNTEAY
< 9 a J 9
® AUIIWTIMTOYA Haz NIz voya
4) MITIVNUND
£y o
e nywlagyl Jeyauvudeunin 19U 100AY
2 av ° Y Y v o o2 & 9,
o @yusrwnuite (Mmavdudusliaeandesnuiagilszasnnagld)

@ 1

[ Yy a A ) A
o ANADNAITDNGY A NITNIND

v
=)

10 & 4 1 1
o manuan (Foya lduiludes I3 luiion uanasIdderunsiu)



M 4.1 MsaastoyadinuuudeunIx

41

Section: 1
1.Company 2.Gender 3.Age 4.Year of Service
N Valid 100 100 100 100
Missing 0 0 0 0
Section: 2
1. Have you ever heard | 2. Have you ever 3. Do you know 4. How often do
the word "SPOC"? used SPOC? SPOC process? you do use SPOC?
N Valid 100 100 100 100
Missing 0 0 0 0
5. If you have a problem, what do you do? | 5. If you have a problem, what do you do?
[Raise Tickets] [E-mail to Service desk]
N Valid 100 100
Missing 0 0
5. If you have a problem, what do you do? | 5. If you have a problem, what do you do?
[Call THA WSM (IT 9393)] [Self-fix]
N Valid 100 100
Missing 0 0
5. If you have a problem, what 6. Do you know that 7. Do you know
do you do? [Ask Service desk SPOC changed name to “Escalations and
from OC and call] "IT Support Page"? complaints” process?
N Valid 100 100 100
Missing 0 0 0
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dudi 1
1. Company
Frequency Percent Valid Percent Cumulative Percent
Valid Maersk | 75 75.0 75.0 95.0
DAMCO | 20 20.0 20.0 20.0
MCC |5 5.0 100.0 100
Total | 100 100.0 100.0
2. Gender
Frequency Percent Valid Percent Cumulative Percent
Valid Female | 65 65.0 65.0 65.0
Male | 35 35.0 35.0 100.0
Total | 100 100.0 100.0
3. Age
Frequency Percent Valid Percent Cumulative Percent
Valid 22-28 | 47 47.0 47.0 47.0
29-35 | 39 39.0 39.0 86.0
36-45 11 11.0 11.0 97.0
More than 46 | 3 3.0 3.0 100.0
Total 100 100.0 100.0
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4. Year of service

Frequency Percent Valid Percent Cumulative Percent
Valid Less than lyr | 24 24.0 24.0 95.0
1-5 yrs 55 55.0 55.0 55.0
5-10 yrs 16 16.0 16.0 71.0
More than 10 | 5 5.0 5.0 100.0
Total 100 100.0 100.0
daufi 2
1. Have you ever heard the word "SPOC"?
Frequency Percent Valid Percent Cumulative Percent
Valid No | 12 12.0 12.0 12.0
Yes | 88 88.0 88.0 100.0
Total | 100 100.0 100.0
2. Have you ever used SPOC?
Frequency Percent Valid Percent Cumulative Percent
Valid No |26 26.0 26.0 26.0
Yes | 74 74.0 74.0 100.0
Total | 100 100.0 100.0
3. Do you know SPOC process?
Frequency Percent Valid Percent Cumulative Percent
Valid No |41 41.0 41.0 41.0
Yes | 59 59.0 59.0 100.0
Total | 100 100.0 100.0
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4. How often do you do use SPOC?
Frequency Percent Valid Percent Cumulative Percent
Valid Always | 20 20.0 20.0 20.0
Never | 24 24.0 24.0 44.0
Sometime | 56 56.0 56.0 100.0
Total | 100 100.0 100.0
5. If you have a problem, what do you do? (Arrange most to less) [Raise Tickets]
Frequency Percent Valid Percent Cumulative Percent
Valid 1 Less | 22 20.0 20.0 20.0
2 8 8.0 8.0 30.0
3 13 13.0 13.0 43.0
4 27 27.0 27.0 70.0
5 Most | 30 30.0 30.0 100.0
Total | 100 100.0 100.0

If you have a problem, what do you do? (Arrange most to less) [E-mail to Service desk]

Frequency Percent Valid Percent Cumulative Percent
Valid 1Less |9 9.0 9.0 9.0
p) 21 21.0 21.0 30.0
3 33 33.0 33.0 63.0
4 19 19.0 19.0 82.0
5 Most | 18 18.0 18.0 100.0
Total | 100 100.0 100.0




If you have a problem, what do you do? (Arrange most to less) [Call THA WSM (IT 9393)]
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Frequency Percent Valid Percent Cumulative Percent
Valid 1 Less | 15 15.0 15.0 15.0
2 14 14.0 14.0 29.0
3 25 25.0 25.0 54.0
4 34 34.0 34.0 88.0
5Most | 12 12.0 12.0 100.0
Total | 100 100.0 100.0

If you have a problem, what do you do? (Arrange most to less) [Self-fix]

Frequency Percent Valid Percent Cumulative Percent
Valid 1 Less | 23 23.0 23.0 23.0
2 22 22.0 22.0 45.0
3 14 14.0 14.0 59.0
4 3 3.0 3.0 62.0
5 Most | 38 38.0 38.0 100.0
Total | 100 100.0 100.0

If you have a problem, what do you do? (Arrange most to less) [Ask Service desk by OC and call]

Frequency Percent Valid Percent Cumulative Percent
Valid 1 Less | 31 31.0 31.0 31.0
2 35 35.0 35.0 66.0
3 15 16.0 16.0 82.0
4 17 16.0 16.0 98.0
5Most | 2 2.0 2.0 100.0
Total | 100 100.0 100.0
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6. Do you know that SPOC changed name to "IT Support Page"?
Frequency Percent Valid Percent Cumulative Percent
Valid No |82 82.0 82.0 82.0
Yes | 18 18.0 18.0 100.0
Total | 100 100.0 100.0
7. Do you know "Escalations and complaints" process?
Frequency Percent Valid Percent Cumulative Percent
Valid No | 74 74.0 74.0 74.0
Yes | 26 26.0 26.0 100.0
Total | 100 100.0 100.0

ms1ah 4.3 uSeuisuiuudiuuudeunnlumsdenldau

Raise Ticket E-mail to Call THA WSM Self-fix Ask Service-desk
Service desk by OC and call
1 Less 20 9 15 23 31
2 8 21 14 22 35
3 13 33 25 14 16
4 27 19 34 3 16
5 Most 30 18 12 38 2
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Frequency

MNN 4.2 s laast i IumAve IR UATIL LU0 LD 1100AY

" Yo ' 1 & @ A X I v w oA
"i]'lﬂﬂi'l‘l/\lﬁ?ﬂwﬂ NUN IZJ"V]'ILHJUﬁ?J‘]Jﬂ"lﬂJfT'JUGlﬁﬂJHJu WUNITUN YN mmm'ﬂu’ouﬂum

o 3 v W d'
naz nunuedlueuaun2



49

3. Age

Frequency

MU 4.3 N3 1UAAIFIOIYYDININNIY 10071

d'd' 1

nnnswlagilaa wuh @iuwvaeunwdnlvailu winnuilisisegsniege-s

I v o oA ' I v w oA 1 v o A Ed
Wusuduii audae 31901y 29-35 WusURUNA2 ¥2901 36-45 FusuUNUA3 taz o1y 461131l

3 v v a
1wuouaung



50

4 Year of service
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Section: 2
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1. Have you ever heard the word "SPOC"?
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2. Have you ever used SPOC?
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3. Do you know SPOC process?

Frequency
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4. How often do you do use SPOC?

Frequency
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5. If you have a problem, what do you do? (Arrange most to less)
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5. If you have a problem, what do you do? (Arrange most to less)

Frequency

E-mail to Service desk
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5. If you have a problem, what do you do? (Arrange most to less)

Frequency

Call THA WSM (IT 9393)
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5. If you have a problem, what do you do? (Arrange most to less)

Frequency
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5.If you have a problem, what do you do? (Arrange most to less)
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6. Do you know that SPOC changed name to "IT Support Page"?
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7. Do you know “Escalations and complaints” process?
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Conclusion 100users (25%)
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1. Google Docs foaz 1y

http://techno.bodinsp.ac.th/?p=85

http://kafaak.wordpress.com/2011/06/29/live-seamlessly-with-google-03/
2. Microsoft Office Publisher

http://aster.spu.ac.th/file/user/140/140/upload/ae/ssg_1/preset/handout publisher2007.pdf

3. BMC Remedy User

http://www.bmc.com/products/product-listing/53035210-143801-2527.html

4. SPOC

http://en.wikipedia.org/wiki/Point of contact

5.SDLC

http://www.nayoktech.ac.th/~vwinwin/BC21_49/page3.html

6. AR system

http://peningoblog.com/bmc/downloads/bmc_remedy ars scalability.pdf
http://www].cscbrasil.com.br/upload/solucao/arquivos/74/7cfca03e0f3713cca3db98beb70fec1 7foed4

795.pdf
7. @400

http://301math.exteen.com/20080112/entry

8. SPSS

http://www.watpon.com/spss/

http://stang.sc.mahidol.ac.th/text/pdf/spss.ppt
9. Microsoft Windows API

http://kampol.htc.ac.th/web1/subject/programming2/sheet/vb6/vbch45.html
10. RADIUS Server

http://free.oilupload.com/radius-server-

%E0%B8%84%E0%B8%B7%E0%B8%AD%E0%B&8%AD%E0%B8%B0%E0%B9%84%E0%B8%

A3/
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11. WLAN

http://xn--w3ciehq2esd4a.com/?p=22

12. EAP (Extensible Authentication Protocol)

http://cpe.rsu.ac.th/ut/courses/T1-50/cped89/portfolio/470854/TEEE%20802.1x.doc
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A0V VTOVDININ Google Document (Versionﬂ1‘H1€ﬁﬂt]‘H) AIIN

Questionaire: "SPOC (IT

Support page)”

Mni 0.3 HaderuuaeuaNMBISINgY

Sectionl : Gerenal details

1.Company *
[ Maersk

[ McC

O DAMCO

[] Sufmarine

2 Department/Team *
| = — == 4
3.Gender

© Male

¢ Female

4 Age

[ 22-28
[] 29-35
[] 36-45

[] More than 46

5. Year of service
(o) lessthan 1

O 15

O 5-10

¢ More than 10
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Section2 : Using Information

1.Have you ever heard the word "SPOC"? *
O Yes

O No

2_Have you ever used SPOC? *
] Yes
[] Ne

3.Do you know SPOC process? *
[ Yes
[ No

4_If you have a problem, how often do you do use SPOC? *
O Alway
O Sometime

¢ Sometime but call IT more than using SPOC

¢ Other: | ]

5.1If you have a problem, what do you do? {Arrange most to less) *

4sk Service
- Call THA WSM X 5 =
R ket : Self-fix desk from OC
Service desk (IT 92392
and call

No.1 (o) O (0] © o

@) O 9] O C
N O O O O O
No4d @) O O O O
No.5 O O O O O

M Y v
MUN N, 4 @I 1UVVFOUDINAILIBINGY ATINT
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New Questionnaire: "IT Support Page (SPOC)

/Sectionl: General Information \

1.

Company

] maersk O] mcc ] pamco U sufmarine
Department/Team ......cccoeevveeereceeresvesnnnnns

Gender

O male L] Female

Age

[122-28 [129-35 [136-45 LI More than 46
Year of service

[ Less than 1 15 yrs [l 5-10yrs [ More than 10 J

Kectionz: Using Information \
1.

10.

11.

Have you ever heard the word “SPOC”?
L Yes Cd No

Have you ever used SPOC?

] Yes ] No

Do you know SPOC process?

O Yes L No

If you know SPOC process, Can you explain the process?

How often do you do use SPOC?

Ol Always L] sometime L] Never

If you have a problem, what do you do? (Arrange 1 (less) to 5 (most))

[Raise Tickets [ E-mail to Service Desk (] call THA wsm (1T 9393)
L self-fix [ Ask Service Desk by OC and Call

What do you think about SPOC?
[ 1Poor L 2Fair [ 350s0 (Never Use) [ 4Good [ 5Excellent

Do you know that SPOC changed name to "IT Support Page"?
L] Yes L No

Do you know “Escalations and complaints” process?

O ves C No

How do you promote SPOC/ Escalations and complaints to other people?

“THANK YOU” /
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9L 1IVVABVAINDIN Google Document (VersionN¥1DINGH) A5I12

New Questionnaire: "IT Support Page (SPOC) V.2




Section2 : Using Information

Have you ever heard the word "SPOC"?

84

O Yes
O No

2.Have you ever used SPOC?




85

6.If you have a problem, whatdOJoudo?(An'ange most to less)

5=Most 1=Less

5 Most 1Less

E-mail to Senvice desk

O 0 @ w
0|0

Self-fix

4
o
O
O
O

Ask Senice desk by

olo|lolo|o]|wv

0|0
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User’s Guide

What is IT Support Page?
IT Support page is the page for helping user who has the problems. In this page have

many materials such as IT news, Service request and self service.

Update about IT issue which will impact you and

Welcome to IT support may be affect you. Understand Service desk’s

Service requests

|:> If you have any problems, you can raise a ticket here.

Self service :> Download ‘How to’ guides. Find the answers and

solve it by yourself.

Escalations is for the ticket that no response.

Escalations and :>
complaints
Complaints for complain Service desk.

Not happy with our service?
Make a complaint here

Feedback |:> How do you feel after service?

CELLIELEGLEIR Reported local Planned IT
issues issues changes

Details of what’s IT going to do

Global Maersk Line business Details of regional

and what happened to system.

impacting issues issues.

[ 1

il a1 uaaawydryaee Tunidl IT Support Page

o
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Process of Raise tickets
&

Incident Priority Classifications

N

_

88
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Process of Raise tickets

For user

IT Suppot Page

Service Categories
Provide Information
Submitted Requests

MNA V.2 LEAINIELIUN TV User

For Service Desk

Service Desk will confirm you by e-mail.

Planning & Approval

Solve problems

Confirm to user

Complete (Close ticket)

MNA V.3 LEAINTZUIUNITHINIUVD Service Desk
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How to add a network printer?

91

?X

1 Type the name of a program, folder, document, or
: Internet resource, and Windows will open it For you.

v
[ 3. Type “\\10.66.8.12"

e
0K

I Cancel J[ Browse... ]

4. Click OK

Run
fe Internet __J My Documents i
Fab oo |
- Documents
JJi E-mail hb e il ‘ ~
L Microsoft Office Outlog :’erPIr.lwu
B Notepad 8 My Computer
= Open:
g My Network Places
lﬁ Microsoft Office Word 2007
(3 controtpanel
- Adobe Reader 9 s s
@ Defaults
Dame'ware Mini Remote 4
Cantrol L Prinkers and Faxes
| Microsoft Office Excel 2007 Q) Hedp and Support
@ BMC Remedy Uiser
-

!’.ﬁ Calculator

2. Click R
Allprograms [ e L

2 10.66.8.12

1. Click Start

Fie Edit Wiew Favorites Tools Help

5. Find for your Team
Printer’s name.

Other Places

&y Cb

EpsonlQ-2170 Taxnet

o Faxchent
L% Fujitsu DL9400 B COUDL

2, HP Color LaserJet 4500 MLOG
—=% Hp Color LaserJet 4500 PAC

2. HP Color Laserjet 4700 PCLG
HP Color LaserJet CP1515 SAF
2. HP Color LaserJet CP1515n SAL

6. Then double click or
right click to connect and
set it’s as default.

8 HP LaserJet 3015 PCL 6 AIR.

e, HP LaserJet 3015 PCL 6155

L HP LaserJet 4000

L2 Hp LaserJet 4000 Yoice 02

L. Hp LaserJet 4050 EDP

L Hp LaserJet 4050 PCL BMC

L2 Hp LaserJet 4100 PCLE 1AS
gL HP LaserJet 4100 PCL6 IEL

e\ Hp LaserJat 4100 PCLE PAC

L Hp LaserJet 4100 PCLE WD
gL HP LaserJET 4100 PCL 6 SEAFIN
Le\HP LaserJet 4100 SVD CLM

L HP LaserJet 4100 THATOP

LA Hp Laser Jet 4100 Voice 01
LgAHP LaserJet 4200 PONLOG

S0 HP LaserJat 4200 SAL

L Hp Laserdet 4250 LOGFIN
L. HP Laserdet 4250 OCE INVOICE
g, HP LaserJet 4250 PCL 6 B1
Lt HP LaserJet 4250 PCL 6 15
L2\ HP LaserJet 4300 PCLE OCE
L. HP Laserdet 4300 PCL 6

£e.Hp LaserJet 4350 MLOG Counter 52
L HP LaserJet 4350 PCL 6 B1 COU
LU HP LaserJet 4350 PCL 6 HRD
L2, HP LaserJet 4350 PS SCM
gL HP LaserJet 4350n SAF

S, HP LaserJet 5000 F7RT B1 COU

v Go
';-‘,HP LaserJet 8000 FIN BKY!
L&, HP LaserJet 8000 PCL 41
L& HP LaserJet 8000 PCL 555
L. HP LaserJet 8150 PCL6 IE!
L2 HP LaserJet 8150 PCL6 M
L& HP LaserJet 8150 PCL 6 Fi
Lz, HP LaserJet 8150 PCL DA
;gHP Laserlet P300S PCL 6
Lz HP LaserJet P300S PCL 6 i
g, HP LaserJet P300S PCL 6 I
L HP LaserJet P300S PCL 6
LA HP Laserjet P3015 DAM FI
L& HP Laserjet P3015 OCE
L& Hp LaserJet P3015 PCL 6
Lz hp mlogcou
g HPLaser]
g HPLaser],4350N DAMCO B
L&, HPLaser,8000 (B1)
g HPLaserJet2300 COUS2
g HPLaserlet 4 SCM
_g HPLaserJet 5 YAS
g HPLaserJet 2300 DAMCO
g HPLaserJet 4050 SMNG
g HPLaserJet 4100 DOC
LgiHPLaserJet 4100 PCLE OC|
g HPLaserJet 4250 OCE NE
‘g HPLaserJet S100TN HR

>

MNA V. 4 1AAINSIALPrinter TUTZUD




How to map a network drive?

e Internet
| E-mail
JJ‘ Micrasoft Office Outloo!
—y
B Notepad
g'..f Microsoft Office Word 2007
E Adobe Reader 9
DameWare Mini Remote
Control

fx_;'. Microsoft Office Excel 2007

@ BMC Remedy User
SJ Calculator
|

All Programs P

‘4 start € e

1. Click Start

J My Documents

9’ My Recent Documents >

":j My Pictures

e —

\'-J My Netwe  Explore
Search...

(3 controlpay_ Manage
Set Prograi  FleZFile

2. Right click, select

Map Network Drive

Defaults
g Printers a5,

@| Log OFF @] Shut Down

Map Network Drive

(s

. Drive, select letter that you want
to access the share drive.

Folder, server and shared folder that
you want to map in the following
way: \\servername\share

Windows can help you connect to a shared network folder

92

and assign a drive letter to the connection so that you can

access the folder using My Computer,

Specify the drive letter For the connection and the Folder

that you want to connect to:

Example: \\serverishare
[¥]Reconnect at logon

Connect using a different user name.

4. Click Finish ]

MWN V. 5 1EAAINITMatch share drive
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How to managing your mailbox? (Archive mail

8] Inbox - Microsoft Outlook

: l Wiew Go Tools Actions Help
| ey | 3 Mail Message ik
i Open b || Post in This Folder  Ctri+Shift+5 [ 1. Click File -> New -> Outlook Data File ]
I Closg All Items (4 Folder... Ctr+Shift+E
Save As... i SearchFolder...  Ctrl+Shift+P
ittt * |5 Appointment Cerl+-Shift+4
Folder » | 4 MeetingRequest  Cri+Shift+Q
Import and Export... 8- Contact Ctrl+Shift+C
Page Setup » | @] Distribution List Ctrl+Shift+L
3 Print Preview < TIask Ctrl+Shift+K
4 Print... Ctr+P . Note Cerl+Shift+N
Exit Choose Form. ..
—r ¥ Ncw 01*:00k Data File
4 [ Search Folders
Outlook 97° )
2. Select Outlook Personal e
) . Description — e
Folder File (.pst), and then click Brovides mors storage canadhy for ems and folders.
oK Supports multilingual Unicode data, Not compatible with
. Outlook 97, 98, 2000, and 2002,

rOK mCancel J
-

Create or Open Outlook Data File

Mv(:m’a.mr |‘

Fie pame: | EEETIZEEED) v € o« )
| Save as type: |personal Folders Files v

amfi v. 6 uaasnsas lidomalilunieg
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How to maintain a healthy PC & speed up your PC?

1. Delete temporary files

Delete the temporary files and cookies from your computer to get better speed. You can do this in

Internet Explorer. P Do 7R

/> Maersk Line - Thailand - Microsoft Internet Explorer provided by General | Security | Privacy | Content | Connections | Programs | Advanced

— S Home page —
" To create home page tabs, type each address on its own line.
& |

el maerskline. apmoller . net

L

File Edit View Favorites BGGESE Help

tp:/imaerskline, apmoller, netGeographies/dusters/ The

% Favorites & Maersk Ling Dele.te Bromr-g. History,.. Chri+-Shift+Del
InPrivate Browsing Cerl+Shift+P
Reopen Last Browsing Session [ usecurrent | [ usedefaut | [ useblank |
e MAER 5 k InPrivate Filtering Chri+Shift+F Browising hiscory " o
" 2 Fdl Delete temparary files, history, cookies, saved passwords,
LINE InPrivate Filtering Settings _ . B e fo e
Pop-up Blocker (3 [[] Delete browsing histary on exit
SmartScreen Filker 7
| R
Wi LTI
p Change search defaults,
Tabs -
|| Change how webpages are displayed in
>
Appearance ——

| Colors H Lw_][ Fonts H Accessibility ]

@ From The TOP

£ Adenioickes

— —

1. Click Tools -> Internet Option.

2. On General tab, click Setting on
Browsing history.

Temporary Internet Files and History Settings E|

Temporary Internet Files

Internet Explorer stores copies of webpages, images, and media
for Faster viewing later,

Check for newer versions of stored pages:
() Every time I visit the webpage
() Every time I start Internet Explorer

G Automatically [ 3. Click View files, then delete file. ]

O Never

Disk space to use (8-1024M8) ™ 1024 =
(Recommended: S0-250MB)

Current location:
C:\Documents and Settings\PPU0Z2\Local Settings! Temporary
Internet Files|

[ movefoider... | [ viewobjects | [  viewfies |

History

Specify how many days Internet Explorer should save the list
of websites you have visited,

Days to keep pages in history: 20 =

[ OK ] [ Cancel ]

MNN V.7 UAAINITIN Delete temporary files



2. Disk cleanup

95

Remove old files that are no longer required to help increase disk space, keeping in mind records

retention policies. You can delete unwanted files directly from your computer, which will help

increase speed.

_ 1. Click Start -> All Program -> Accessories ->

- e
;}]maﬂ fice Outhook
g Notepad

22 mcrosoft Office word 2007

H Adobe Reader 9
DarneWWars Mini Remate
Control

|X 2 Microsoft Office Excel 2007

@ BMC Remedy Uiser

All Programs p

b=

¥ RightFax Faxuti

M CutePDF ’
7)) Meafee x
[T) Microsoft Office »
) Microsoft Visual Studio 2005 »
™) Quest Software »
(M) QuickTime ’
) Startup »
[T) WebEx »
& Internet Explorer

a Microsoft OFffice Communicator 2005

Remote Assistance

=) RightFax system tray icon

__)Mrl)m-naﬂ
L'.bMg--I'(er.(:m:ch:nl'lbel'h‘ls [3
_"me:mm
g’ﬂrfmnlter
igmmtmrkmues
Bosowairms
@gmmmud

a Printers and Faxes

System Tools -> Disk Cleanup

@ Accessibility >
) Communications »
@ Entertainment
@ System Tools
.J Address Book

| Caleulator

B Command Prompt

W Notepad

Y Paint

©) Program Compatibility Wizard
Cm Remote Desktop Connection
€ Synchronize

&) Tour Windows XP

3 Windows Explorer

A wordPad

# Files and Settings Transfer Wizard
@ Internet Explorer (No Add-ons)
(9] Scheduled Tasks

. Security Center

W System Information

@ System Restore




Disk Cleanup

Disk Cleanup is calculating how much space you will be
able to free on [C:). This may take a few minutes to

complete.

Calculating...
(sssssnnss~ I |

Cancel

96

X

~

2. Scanning ]

e
Scanning: Dffice Setup Files >

| Disk Cleanup | More Options |

3. Select files to delete, then ok.

Disk Cleanup for (C:)

You can use Disk Cleanup to free up to 2,495,950 KB of disk
\3 space on [C:).

Files to delete:
™= l ownloaded Pr ogram Files 15,904 KB R
= Temporary Internet Files 404715K = |
[“] 23 Offline Webpages 412KB
[¥] '};Mtcrosoﬂ Emor Reporting Temporary Files 1KB
_1 } Difice Setup Files 0KB
Tddmﬂof:iskspaceyougan 2495 871
Description

Downloaded Program Files are ActiveX controls and Java applets
downloaded automatically from the Intemnet when you view certain
pages. They are temporarily stored in the Downloaded Program
Files folder on your hard disk.

‘“ Cancel |

Disk Cleanup

on your machine

Cleaning up drive [C:).

The Disk Cleanup utility is cleaning up unnecessary files

X

4. Cleaning

(=

,

Cleaning: Compress old files

MNA V. 8 1aAINITT Disk cleanup (1)
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OR

'.'My(umpull:r
File Edit Wew Favortes Took Help
) > !’/'Sead'\ll‘oldus -

Address | I My Computer v B

System Tasks

[2) View system nformation Smmw . 1. Click My Computer, then right click
[y Add or remove programs 4 . .
O Change a setting o on drive c: and select Properties.

Devices with Remoy SR e————t

' Sharing and Securky. .

Other Places ° v el L b e ey
S My Network Places {0 Scan for theeats...
() My Documents
@ Control Panel ) KAZLMI (F3) S

S o

[ S

Details Network Drives | i oo
e o

— = o
rppen s S —
Free Space: 57.5 GB
Total Size: 74.5 GB

Local Disk (C:) Properties

| General | Tools | Hardware | Sharing | Securty | Quota |

R — -

Type: Local Disk
Ll f — || 2.click Disk Cleanup. ]
| M Used space: 18163417088 bytes  16.9GB
- Free space: 51,852,102 656 bytes  57.6GB
1
Capaciy: 80015519744 bytes ~ 74.5GB

Diive C (ot Clearp |

[[] Compress drive to save disk space
Allow Indexing Service to index this disk for fast file searching

[ ok || cancel |
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Disk Cleanup @

Disk Cleanup is calculating how much space you will be
able to free on [C:). This may take a few minutes to

. complete.
2. Scanning
Calculating...

((IIIITITITI ) | Cancel |
SEcanning: Office Setup Files 2

& Disk Cleanup for (C:)

Disk Cleanup | More Options |

% You can use Disk Cleanup to free up to 2,495,950 KB of disk

“@® spaceon [C). ( '
) 3. Select files to delete,
Files t te:
s .O_dde = I L . e R then ok.
4] a Downloaded Program Files 15,904 KB EsliNg
_<J Temporary Intemet Files 404,715K ||
3 Dfffine Webpages 412K8
€3 Microsoft Error Reporting Temporary Files 1KB
| [ ©4 Office Setup Fies 0KB @
Total amount of disk space you gain: 2,495,871
Description

Downloaded Program Files are ActiveX controls and Java applets
downloaded automatically from the Intemet when you view certain
pages. They are temporarily stored in the Downloaded Program
Files folder on your hard disk.

0K Cancel

Disk Cleanup

The Disk Cleanup utiity is cleaning up unnecessary files
4. Cleaning on your machine.

Cleari drive [C:).
— 1

=_
q Cleaning: Compress old files ?

MNN V.9 UaAINITIN Disk cleanup (2)
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3. Recycle Bin

When you delete a file or folder from your PC, it goes to the recycle bin and takes up space on the

hard drive.

P

Recycle Bin Click Recycle Bin then, select
Open .
Empty Recycle Bin

Explors
Empty Recycle Bin

FilezFile »

Create Shortcut

Properties

3 o 4 J
MNA V.10 uaasmsinayliaeenain Recycle Bin

4. Shutdown / startup
Shut down any unnecessary programs that are loading when you start up your computer. This will
free up system memory, and improve performance. Also, if you regularly use ‘sleep’ or
‘hibernate’ modes, make sure that you periodically shutdown your pc completely, and reboot, to

optimize performance.
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BMC Remedy User
1. Click on Icon. ﬁ
2l

BMC Remedy

Lser

MWAA. 1 Icon BMC Remedy User

2. Login’s Page.

Login - BMC Remedy User

\\ /D <bhmesoftware

User Name: || ;I 5 o i

Password: | »

Ok ‘ Cancel |

MNN A2 1aawth Login

3. Click Options to fill the Sever, and then click OK.

Login - BMC Remedy User

N\ /b <bmesoftware

User Name: r
l
I
I

Password:

Preference Server:
Authentication:

. .
MNA A3 1aAeKT Option
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Click on Incident Management console on Incident Management.

BMC Remedy AR System

IT Home

Welcome ppulili?
Quick Links

. 1al ~
Change Password
Administrator Console
Application Administration Congole
Assel Management

1 M it 3
Change Management
Calendar View

Change Management Console
Contract Management

1act 143

Foundation Elements

nzol

v

MWN .4 UAAININ Link

Click on Search Incident

OMC REMCDY iCRYICE MANAGEMENT - Incident Managemant nd Close  Help
Cunule PR <Shmesoltvare

Incidont Console @

Company - iew By [Prazonal =

Incidrnts

[2 Ciese oo View & Pl Ouichfctions =1 ] o Walch Lt
LS ummany [Serdce [Prody Sholiis Buiren [EhmoedSMSion |

Tewcsebeonl Dbl sl Tasks

| Slalus Rescen = Ciess & Vew Show Taks 2
Auagresd Goongy [ L I | [ |

Cusfomer

Hotes =

! D)
MNA A5 LEAANTIN Console
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6. Search Incident’s Page

BMC REMEDY IT SERVICE MANAGEMENT - Incident Management

Incident Request

Incident ID*+ [
Assign to Me Process Flow Status

Service Flequest ID [

Select Opesational

Select Product
Wik Bioadosat Incident Request Information i
Swemay” | .| Stawe | >] swsusRess:m |
e I e e
e Escalated? | +| Response | ~| Umgency | ~| Weightt =
Customet | Cortact | Classfication | Wtk Irfo | Assk | Vendos | Relat | Resolution | |
Customer Infarmation
Uriue: o Company*+ |
First Name™+ [ Organization [
Last Name™+ [ Department [
Phone Humber*s [ E‘ Site+ |
Modiy | Search Clear Customer Information
Customer's Cls Customer's Incidents

[ | [ Incic I 1 I |

[
souch | _Fint | e |

MWA A. 6 11aAINEN Search Incident’s Page

7. Select Assignment to see incident that assign to our team.

BMC REMEDY IT SERYICE MANAGEMENT - Incident Management

Incident Request bmesoftware

Incident 1D*+ Service Request ID

Assign to Me | | Process Flow Status

}

Select Operational

Select Product
View Broadeast | Incident Request Information
» Advanced Functions faes Impact* Priority* -~

Customer | Cantact | Cl | workc Info | Assigrment | Yendor | F ps | Resolution | Date/System |

Incident Assignee

Incident Owner

Support Company™ Duwirer Support Compary

Support Diganization™

Owner Support Organization

ke | |

Assigned Group™+ Dwner Group+
Assignee+ - Dwiner
|| Setsssignment using | Set Clear
Current Assignee Effort Time Assignment Transfers

Effort Time Spent Minutes | =

Transfers betwssn Groups:

Tatal Time Spent Minutes I Tiansfers between Individuals

Total Transfers:

Search Piint Close

MWA A, 7 UAAIHY Assignment’s Page
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8. This page shows Incident that assign to our team.

BMC Remedy User - [Incident {Modify)]

[5] File EdE View Tools Actions ‘Window Help

el 2% 27| slal Bl W

INEAOOO02952272 [N Network down Fesolved  Medom 80 chaisuwan pramole: T/E/2011 SRS P pramote chaisuwan
INCOODOO2961532 I Printer Troubleshooting. Pending  High 2 B0 chaisuwan pramote /62011 50220FM  pramote chaisuwan
INCODDOO29B1268 Ml Health Service Heartbeat Failue Server: SGITSMSTHSONOD CAB APMOLLERMET  Pending  Low - O alert user aip scom /62011 ZTL37PM pramote chaisuwan
INCODOOD2351184  server acosss issue Perding  Medum 3 0 barde nilesh s 7/6/2011 41645PM  pramote chaisuwan
INCODOOO2353509  Req - Reinage PC/Laptop Closed  Low ¥ 10 puttawetmongkol  peeraphan 7/5/201 S04168M  peeraphan puttawetmong
INCOODOO2956036 I Printer Troubleshooting. Resolved Low g 0 wanichamenkam  chatkaew 7/5/2011 44345 P chatkaew wanitcharoenk
INCOODOO2956196  Req: Reimage PC/Laptop Closed  Low - M0 puttawstmongkol  pesraphan 7542011 1025:568M  peeraphan puttawetmang
INCODOO02351655  Alert: Failed to Connect to Computer Server SGITSMSTHSONOO! CRB APMOLLERNET  Resolved Criical  1Cilical 20 alett user ap scom 7/4/2011 62043PM  chatkaew wanitcharoenk
INCODOOO2351230  Req: Reimage PC/Laptop Resobed Low  3Medum 120 putawetmongkol  peeraphan 7/4/201151419FM  peeraphan puttawetmong
INCOODOO2348317 I Printer Troubleshooting. Resolved Low  3Medum 120 jangcharoen pimpaicha  tha  7/4/2071 10:29536M  chatkaew wanitcharoenk ¥

| >

v
a1

NN A. 8 uaaIn Incidentnaaldinuszimalne

This one shows who assign to who, and information of incident request.

nt INCO00002970642 (Modify)

BMC REMEDY IT SERYICE MANAGEMENT - Incident Management

Incident Request

<hmcesoftware

T5LM Status Incident 1D*+ INCO00002370842
E L Process Flow Status
Details...
|
~ Quick Links
Incident Request Information
Assign to Me -
T - Summary® |Req: Reimage PCALaptop Status® |Resolved | Ststus Reason |Solution Provided ~|
carcl
Hotas Rleq: Rsimage PCALaptop Impact= 4Minor/Localized -] Priority* Low -
Select Operationsl ) - =
s Escilsted? [N v| Respanse  |No  v| Uigency*  [4Low -] Weight =
elect Product
Customer | Contast | Classicstion | werk Info | Tasks  Assigrment | Vendor | Relationstips | Resolution | Financisks | Date/System |
Select Template
Incident Assignee Incident Dwner
View Broadcast . b
e Support Company™ [apa ~ | Dwner Support Campany [gse -
Support Drganization® MLT ~ | Owner Support Drganization | Servicedesk -
st funcisne B broups [WaM THE w | Owrer Groups [Mani=-5D =
» Create Other Requests Assigness [ pramote chaisuman v | owe [estrelta pinca casubuan -
Set Assignment using +| sat | e
Current Assignee Effort Time Assignment Transfers
Effort Time Spent Minutes {0 = Transfers between Groups: 4
Total Time Spent Minutes o Transfers betwesn Individuals: B
Stopped Update Assignment Log | Total Transters: i
Save | [Pinis Close

MWN A, 9 1aAIN Incident NUgnaslaolas uazlassuAavovog
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And this one shows status of incident request

Process Flow Status

Identification and

Recording

MNA A, 10 LEAIED ULV Incident

9. Ifyou want to update status, select Work info.

VICE MANAGEMENT - Incident Managemant

Incident 1D™+ [ Service Raque:t D [
= Process Flow Stalus
Incident R usan_l-nlormalion B
Summary® | | Statuse [ =] StstusRsason | ~|
Hotes [~ . -] Prioiity -
Escalated? I 'I Responze vl Urgency* '! ‘Weight* j
Customer | Contact | Classiication [Work Infa | Assignment | Vierdoe | Retationships | Resohution | Date/System |
Add Work Inlo Work Inlo History Irbound Oubound
‘Work Infa Type [ Gemeral Information - -l 0w BT Tl
Sousce [ =
Surmaiy | e
Holes [ e
FiaName | Fie Sie #ttach Label |
Axtachment 1
Attachment 2
Attachenent 3
Locked [fes =] Viewhocess  [Pabke v
- ||_Repot |

MU . 11 LaaIni Work Info
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Reset Password Process

P

/]
Typedin QU  vistm
Wrong ~ Support Page
: password. and Raised
Q User locked. Ticket

Service desk

g@ Access back will reset

password

Account
unlock

. MAERSK LINE

Service Desk: 9191

MNN 9.1 1EaInIzUIUMIvesvar I lnir1uService Desk
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MAERSK LINE

* Raise tickets to service desk =

- e ——————
Risks and impact analysis 5"‘
(* ”

1
* Analyzes “J

A ¢ Request completed and verified : ¥
ntation —— J

Request

Approval

CCXEK
Tk

* Review and Confirm to user 2=2

MNA 4.2 LEAINTELIUNT Raised Tickets
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. MAERSK LINE

Escalations & Complaints Processes

-

Escalations & Complaint A
Escalations for following up and check status of your ticket which is not responded.
Complaints for complaining about Service desk which send to other IT support group.

1. Visit http://maerskline. spmoller.net/processes/MLIT/ITSupport/Pages/Escalstions.aspx on Enable page (or IT
Support Page).

2, Select Escalation or Complaint.

3. Fill Incident Number, country and comments. Your comments will report to Team Leader.

4. Then click OK.

Your Escalation or Complaint
Visit site and will record, and report to GSC
fill all information. Send data to IT support service desk team leader.

Service Desk : 9191

MNN 9.3 UEAAINTZUIUAT Escalations & Complaints (1)
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.. MAERSK LINE

Escalations & Complaints Processes

Escalations & Complaint m
Escalations for following up and check status of your ticket which is not responded.
Complaints for complaining about Service desk which send to other IT support group.

® 1. Visit it erch a t sSes/MLIT/IT5u; t/Pages/ 3t :-0x on Enable page (or IT Sup-
port Page).
2. Select Escalation or Complaint.
3. Fill Incident Number, country and cc ts. Your ¢ 1ts will report to Team Leader.

4. Then click OK.

Your Escalation or Com-

Visit site and Send data to IT sup- Bl L be rscont: snd
fill all information. port team. plaint will be record, a

reported to G5C service

1I

Service Desk : 9191

MW 9. 4 UAAINTZUIUNT Escalations & Complaints (2)
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MAERSK LINE

Escalations &

Complaints

&

* Visit IT Support Page

Raised Ticket @
>
Ticket isn't repond '

Visit Escalations & Complaints A I T
\[ |

Fill Incident Number, country and comments.

CC-CC 4

Service Desk 1 9191

MNA 4.5 LAAINTZUIUNT Escalations & Complaints (3)
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A Ya
EEPGIELT

UNTNINTNTTYL NNDIVUING

20 UQUIGU W.A. 2532

TneEowanavquaany W.A. 2539-2544
155 0UNTLNYNEADUUIUG W.A.2545-2547
1595 0UNTLNYNINDUUIUG W.F.2548-2550
aamiuma TuTad Ine-giu W.fl. 2551-2555

1. AIT Seminar Course, Asian Institute of Technology (AIT)

2. Industry SME, Former Japanese Government

3. Satellite Station, CAT Telecom Public Company

4. Exchange Student, Meitoku Gijuku Senior High School, JAPAN

5. Exchange Student, Ritsumeikan University, JAPAN
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