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Making IT simple

Astral eSupport

We can build a _Strong SupporT foundation for your Business Growth
Chiing t6i co6 thé xay dung mét nén tang Ho tro manh cho s phat trién ciia
Doanh nghiép ban
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An enterprise IT Infrastructure should provide a high
security, flexible, scalable and a recoverable
environment that can handle all events, planned and
unplanned. Astral's eSupport Services is designed to
help meet your needs by optimizing your existing IT
Infrastructure and scaling it to meet future
requirements. Astral helps you define the value'of IT
to your business, to strategically align IT initiatives
and resources to the business goals. We define,
optimize, enable and support critical IT resourcing
and management services, with a focus on supporting
business requirements.

Our Services
Astral offers the following Professional Services to
safeguard the organization m terms of managing
technological  changes, smmplified operations,
improved ROI and better ufilisation of enterprise
resources.
. Technical Help Desk Services

Onsite and Remote Support

Single pomt of contact for all user calls

Users log calls either through phone/email

Trouble ticket generation

First level analysis and resolution

Call allocation based on seventy & call
classification

Call monitoring & escalations per service level

Call closure

Co s& ha tang cong nghé thong tin cia doanh nghiép cén
tao ra mdt moi truong an ninh cao,linh hoat.c6 co s& phat
tién va c6 thé hoi phuc duge. Méi truomg d6 cé thé giai
quyét duoc cac van dé xay ra, ké ca da duoc 1én ké hoach
ciing nhu chua dugc lén ké hoach. Dich vu eSupport cua
Astral duoc thiét ké dé dép img yéu ciu cia ban bang viéc

t6i wu héa Co s& ha ting cong nghé thong tin hién thoi va
nang cap dé dap img nhimg yéu cau trong twong lai. Astral
gitip ban xac dinh gia trj Cong nghé thong tin doi voi
doanh nghiép cia ban va huéng nhimg séng tao, ngudn hre
vao muc tiéu kinh doanh. Chiing t6i xac dinh, 161 wru hod,
cho phép va hd trg dich vu quan 1y va ngudn hyc IT thiét
yéu, cling véi viéc tép trung vao hd trg yéu cau kinh doanh.
Cac Dich Vu Cia Ching Toi
Astral cung cép cac Dich vu chuyén nghiép dudi day dé
bio vé to chirc ciia ban vé mit quan ly nhimg thay déi vé
ky thuat, nhimg hoat dong duoc don gian hoa, viéc hoan
von dugc cai thién va viéc tin dung t6t hon cac ngudn luc
doanh nghiép.
1. Dich vu T vén k¥ thuit tai chd
- HO tro tn noi va tir xa
- Diéu phdi céc cude goi clia ngudi sir dung
- Lich sir cuge goi cua nguoi sir dung qua dién thoai/ thur

dién tir

May phat hién, bao cdo va giai quyét su cb

Phén tich va dua ra giai phap lan mt

Phan bd cue goi dura trén sy don gian va xép loai cude

go1

Kiém soat va leo thang cudc goi theo fimg cé'pdé

dich vu

Két thiic cude goi
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. Technical Support Services

Supporting Network devices, Servers, Desktops
and Peripherals

First level hardware support including diagnosis
of the problem and resolution through respective
vendors as per severnty level

Support to OS and packaged software such as
MS Office and Mail Chent

Installation, Re-installation/ Upgrade of OS,
Utilities and Applications, as required

AMC

Start-up Infrastructure Report and Consultancy
Quick & Effective On-line and On-site Response
Periodical preventive check and maintenance
Help-Desk and Troubleshooting by well trained
and quahfied engineers

Support on Data back up. Virus protection etc.
Update Services and Continuous Consultation

. Vendor Management Services

Maintain database of various vendors with details
like contact person, phone number, escalation
matrix, response time and resolution commitments

Log calls with vendors for problems not with the
domain of faciity management services and
coordmating with the vendors to get the problems
resolved

Draw a consolidated monthly SLA performance
report across vendors for review with client

Asset Management

Create and mamtain hardware asset database for all
equipments

Create software asset database for all items by
recording information like License, Version
Number and Registration details

Undertake registration of all new software procured
by client with respectrve product vendors

Track mventory of all spare parts

Conduct regular IT Asset Audits durning the contract
period

Notify client regardmng expiry of Warranty Period/
Annual Mamtenance Contract

2. Dich vu hd trg ky thuit

- H6 tro thiét bj mang, may chii, méy tinh dé ban va cic
khu vuc ngoai bién.

- Hb trg phan cimg cap d6 mot bao gom giai phiu vin
dé va dua ra céc bién phap thong qua cac doi tac déng
tin cdy dua trén dd phirc tap ctia van dé

- Hb trg d6i v6i phan mém OS va cac phin mém tmg

dung nhu MS office va Mail Client

- Cai dat/nang cap phan mém OS céc chuong trinh tién
ich va cac phan mém img dung theo yéu cau.

3. AMC

- Khoi dong Bao Céo va Tu Van Cosoh@ ang
- On-line nhanh vahlcuquavaP 1 img tai
- Kiém tra phong ngira bao tridinlh’k
- Tu van vaxur Iy s c6 boi edc k su c6 trinh d cao va

duoce dao tao cén than.
- HO tro phuc héi dir ligu, chong virdt, v.v...
- Dich vu cdp nhét va Tu van thuong xuyén

4. Dich vu quén Iy cic ban hang

- Duy tri co s& dir liéu ciia tit ca cic ban hang véi day du
chi tiét nhu: nguoi lién hé, so dién thoai, ma tréin leo
thang, thoi gian dap (mg va cic cam két mang tinh
giai phap.

- Ghi lai céc cuge goi véi ban hang vé céc van dé khong
thugc linh vuc dich vu quén ly thiét bi va hop tac véi
céc ban hang dé cling nhau giai quyét van dé.

- Thao lwge Béo cdo tong hop hang thang vé hiéu qua
hoat dong cua Thoa thudn c@p d¢ dich vu thong qua
céc nha cung cap dé tong két vé khach hang.

5. Quin Iy tai sin

- Tao ra va duy tri co so dir lidu tai san phéan cimg cho
tat ca cac thiét bi

- Tao ra co so dir liéu tﬁisénphﬁnmémchotétcécéc
danh muc béng viéc ghi lai cc théng tin nhu Gidy phép,
thong tin vé s6 phién ban viéc dang ky.

- Tién hanh ding ky ban quyén cho tat ca cic phan mém
méi do khach hang mua véi céc nha cung (mg séan pham

- Theo ddi ton kho céc linh kién riéng biét

- Thuomg xuyén theo doi kiém tra ti san IT trong sudt
thoi han hop dong

- Théng bao cho khich hang vé viéc hét han ctia Thoi
han bao hanh va Hop ddng bao tri hing nam.







