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bfl'j ~ f11'j~Vl ~ 1~ f11'jtJ1'j ~~f1131 bfl~B~ b 6/1{vJ b 1 B{ ?f1iJ f1~ ~ b?l~:Wl'U1 f11'j bb61 ~ 
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~1'W'Vl~b'l'Jcrw ~1'W1'W 1 .:J1'W 
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'U ' 
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1. "I.IB'Ub"l.l\91..:J1'1.J 

1.1 er-ru<h-'JI9i'B..:J1 Vlu~m~Ji'1um~G{]m,.Jbb6(JJ.J bbrll"IJ 'l.ll~..:J-rmn bb61~'U~Vl1~~\91n1~:U1'WoUeJ:W61 bb61~';i~'lJ'U 
'\.1 q ~ cu 

\91~11l?le:J'U~Vl~ b~e:J 1 'Vj'1 oU..:J1'W 1~B~1-:J~m~e:J..:J 1191CJiJ~n'tfru~m~'l11~-:J-rmn ~..:Jd 
' 

1.1.1 D1~-:J-rn'tf1b:tl..:JUB..:Jn'W (Preventive Maintenance: PM) b~e:J1VIe:Jtlmru~..:J Hardware U61~ 
' ' 

Software "l.leJ..:J~~'U'U:U1'WoVeJ:W61 bb61~~~'U'U\91~T;u?le:J'U~Vl~ e:JCJ 1 'W?li11'V'l~1 oif..:J1'W 1~ b U'Wtl fl~ ~ bb61 ~ 
~ ~ ~ 

iJtJ~~~VJBn1'V'l\9161eJI91~611 

1.1.2 D1~-:J-rn'tf1b~mbm"l.l (Corrective Maintenance: CM) vhm~ibA~1~'!-fsde:JJ.Jbb6(JJ.Jbb61~/'Vj~eJ 
' 

~\91'Vj1e:Jtl mru1 'VjJJmVJ\91 bb VJ'We:Jtl mrub~:W~oU\91oUeJ..:J 1 Vl~~uu:u1'WoUe:J:W61 bb61~~~uu \91 ~11l ?1 BU~VJ~ 
'l q d.!! 'U 

?l1m~t;ln~um1 olf..:J1u 1~~~-:Jb~:wn1t1 1 u~~CJ~~m~n1'Vj'I.J(91 
1.2 er-ru~1-:Jiil~l9i' el..:Jvll b'W'U n1~bbm "l.l~~'lJ'lJ'Vj~ eleJU mruvl oU \91oU e:J..:Jvi'1'W Hardware, ~~'U'U:U1'1.JoU e:J:W61 bb61~ 

'U q d.S 'U 

~~uu\91~11\J?le:J'U~Vl~ \911m1CJm~~~~u1 m i..:J1t~1vi'b .Uuun~ n1t11 u~~CJ~b1m 7 1t~vhm~ 'l!u1J1m 1G'nvl11?1-ru 
' 

bb~..:Jiil1n J.J'Vj11'VICJ1~t111"lfA'!]o'W'4~ 1w;hu"l.le:J..:J Software lil~~hd1um~bbm"l.l1VIn1CJ1u~~CJ~~m 1JJbn'W 48 

.& 11:w..:J 'Vj~ ..:Jiil1 n m~-ru bb ~ ..:J vi 1'WVJ1-:J Help desk 'Vj~ mb ~ ..:JVJ1-:J 1 VJ~ 1"1 wv1 'Vj~ mb ~ ..:JVJ1-:Jiil \91'Vj:l.J1 t1 S b~ nVJ ~ e:rw n 6f 

(email) 'Vj~eJ bb~..:JbU'WmtJ#ln'tfrueJn'tf~ 

1.3 ~~'U~1-:JiileJ..:J'U~fl1~1VIrhtJ~n'tf1 bb'W~th bb61~t91'1b'W'Wfl1~~1'WbVJAiJAb~CJ1n'U System Software bb61~ 
Application Software "I.JeJ..:)~~'U'U 511'WoU m~61 bb61~~~'U'U \91~11\J?leJ'U~ Vlt 1 VI nub~ 1'Vj11 1vl "l.lel..:) JJ'Vj11 'VI t116l' tJ 

~1"1.1A'!]5'W'4~ b ~eJAJ'U~:Wfl1~tJ5u~..:J1'U"I.JeJ..:)~~'U'Uflel:W~1 b\91 Bfl m oU..:J1'1.J 1vi'b U'Wtl fl~ \911m~ tJ ~ b 1611 fl1~~1-:J 

v v '"' 2.1 ~ b ?l 'U eJ ~ 1 A1 \91 eJ ..:J :w n ~ ~ 'U 1 'U n1 ~ Incident Management, Change Management, Problem 

Management bb61~1il eJ..:) bb~..:) m~'U1'U m~tT'W1 VI nu :l.J'Vj11'VICJ16l' CJ~1"Un!J5'W'4~ J.J1'V'J~el:W nu bel fl6'11~fl1~ b?l'U eJ 

~1fl1 

· 2.2 'Vj1fle:Jtlmru'l11~\91 m~v'h..:J1'Uu n'V'l~eJ..:) 'Vj~eJ-U'I91oileJ..:JeJ''Ub ~e:J..:Jmlil1 n m~ 1 oir..:J1'U\911:wtl n ~ ~~u ~1..:)1\J ~til B..:J 
' ' ~ 

v\'1 b 'Wt!m~sde:J:w bb6(J:W 'Vj~e:J~ \91'Vj1~tl mruVJ\91 bb Vl'W 1 VI6'11J.J1~t;l1 oU..:J1'W 11?11191 CJiJm \91~fl1~m~v\'1 b 'Wt! m~ \911:W Service 

Level Agreement Vin1'Vj'I.J\91 

2.3 mrumJ mru b~ t1 er~u~1-:JI9i' e:J..:Jbbm "1.1 sde:J:Wbb6(i:W 'Vj~mtl~ t!t~<ffw;-ht~Btl mruvl11?1-rum1:w b~ CJ'Vj1CJ 1191t1 
' ~ ' 

el~ 1 'Vj6'J' ~..:J fl ~ 111il eJ ..:J eJ t!'1 'U?l Jl1 'V'lvl ?l:W'U ~ru iJ A rui11'V'J b U 'U 1 tJ \911:W J.J1 \91 ~ :U1'U b 'Vll b Vl tJ :W fl'U Vj ~ eJ ~ fll1"1.1 '€1-:J b~ :W 
'U 'U q d.!l 

1191CJ 1JJiJrh 1 i~1m ~:Wb~:W 

Ill~\ 
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2.4 1 'LJf)';JtU~ VJ'j'J"iJ6'l€l'U bb~T;i l€ltJmru1~ b~ tJV!ltJ bb~?h~'U'Ubfl~€l<tiltJb~6'llJJl'jt111X'U~ fll'jbv'\' er-ru-.Dl-:J\91 eJ-:l ' '\) 

{u ~ ~'1J€l'U 1 'W fll 'jtJ 'j~6'fl'W'll'W bb~ ~1 bfl'jl~vH:l t~JV!l~'J:Wtl'U'U~~Vl Third Party ~ b ~€l:W~ €l tl'Wbtl 'LJ'j~'lJ'U bfl~ B'1h tJ 

"il'Wn11m'jbbm '1lUt~JV11"il ~ 11~1 b?l~"il 

2.5 er-ru-.D1\IM B\lbb-.D\Iml:wfiu'VI11 11 'W fll'j 11m '1Ju ru'VIl~ cY\11~ 11~1 b?l~"il V11m1nt '1lbb~1 b?l~"il 1 Vl'1 VJ'j 11~ '~1 Vf 
'\) ~ 

V 2.J d Q Q,/ Q./ t:::l d..:;J 2/ Q.J .:::::.1 2J I • I 

b"il1VI'W1Vl :WVI11VltJ1~tJ~1"1ii1!]6'Wt(~ VJbntJ'J'1J€l\IVJ'jl'lJVl'WVl bb~~\91€1\16'1\1 lnc1dent report e..J1'WV11\I E-Mail 

f)ltJ1'W 24 ~'Jb:lJ\1 
2.6 fll'j 11m '1J 11\?l ~ ~ fl~ \l"il~ 191 €1\I'VlTU'WVi m1tJ\11'W?l~tJfll'jbbm '1J t116'i\l'j1tJ\11'W11X :WVI11Vlt~11K t1~1"lln!J 

o'W'U~ v'i''JtJVJnfl~\1 (MB\16'i\l.n1tJ1'W 24 o&11:w\l VJ1\I E-Mail Vl~\lfll'jbbnuru'V!1b6'l~"ili'W bb~~6'i\lbe:Jn?ll'j~{e:J:w 
' ' ~ 

'j1tJ\11'WtJ'j~"il1b~€l'W) 1~tJiJb i1BV11tl'j~ ne:Ju(ihtJ~m-J~ e:J~l\liJB tJ~\1~ e:Jb tJd 
'\) 

2.6.1 l'W/b'Jm tJ'WVinV11:Wm~'U'J'Wfll'j Incident Management 

2.6.2 b~1V!iJ1~~tJ5tJ'M\11'W 
< 

2.6.3 bVIVJfll'jtwbb~~e..J~m~VJ'U 

2.6.4 

2.6.5 

2.6.6 

' 
Service Level Agreement '1J€l\l~tJmru 

6'11 1 VIV1'1l€l\1Uru'VI1 
' " 

15bbm'1J 

2.6. 7 fll'j1bfl'j1~~ut~JV11 15ue:J\In'W V!~B~m?l'Wmb'W~ 

2.6.8 biJ,e:J1~~'lJfll'j{€J\1'1J€l"il1n :WVI11VltJ1~tJ~1"1i31'!]o'Wt(~ 11XVl
0

1fll'j Reinstall Firmware, 

Update Firmware, Upgrade OS Vl~€1 Software Patches bVj'mbn'1'1loU€l~~'V'lm~'1J€J\I'j~'lJ'U ~b6'l'W€l';i1fl1 
191 €l\lvl1 bbe..J'W fll'j'Vll Change b?l'W €l :WVI11Vl t11!K tJ~1"1in !]6'W'4~ bb~ ~ 1 i m~'U'J'W fll'j Change Management 

'1J€l\l 'U~~Vl"'l 1~tJM€l\16'i\lb~l'VIiJl~b~l Standby 1 Vl6'1€l~fl~€l\ln'Uml:Wb~tJ\11 'Wfll'jli11bU'Wfll'j~\ln~l1 
2. 7 er b?l'W eJ'jlfllA €1\1 li1l b i1 'Wfll'j\?) €l €ll tJ fll'jDl'j \1{ mn tl'U b ~l'1J€l\l e..J~ VlJl rueVi (Oracle) 11X n 'U:W'VIl1 Vl tJ1~ tJ 

'\) ' ' 
'jl'1JJlfi5'W'U~b~tJi1~'1J~Vlit1nM€l\l ~\lfl'je:J'lJfl~:W~\1 Hardware bb~~ Software 

~ 'I 'U <j 

2.8 VJ'j'J"il?le:J'lJ'j~'lJ'Ubfl~B\IbG/l{vJne:J{ 4 fl~\1 : .nltJ1'W1'Wv13o n'WtJltJ'W 25691~tJiifll'j~~vfl'jltJ\11'W 
fll'jtJ1'j\l{mn6'1'11 Vfnu:w'VIl1Vl m~ tJ 

' 

" LJ1CJbtlfl~cwVl1 {9)~iJ5uru 
' " 
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4. fl1'a 6111'a~b~'W 

1V~mbu\lbtl'W 4 \11Vl\11'W vi'\ld 

\11V1Vi' 1 : 1 \916'l1fiJJ 2568- 31 5'W11fiJJ 2568 dl8ef'IJ1CJ1~~\IJJ8'Ub8fl6'f111''U'HNn1';i\9l,eHJ1CJ 
' 'II ' 

m1u11\11'm~1n'U b ~1'1J8\Ie.J~V1n ruo/i (Oracle) 1 Vi'n'UJJ'Vl1l'VlCJ1~ CJ11'1Jnf1u'W'U11V1 CJiJ~'IJ~'Vl~tl n~ 8\1 ~\lfi18'U fiG'lJJ 
<i d..J <i 'U Cj 

~\1 Hardware bb6'l~ Software m1"i16'f8'U1~'U'Ubfl~8\lb61i{'V'lb18{ fl#\1~ 1 bb6'l~m1JJfl11\9111"il1'uvr6'fq1~Vl';il"iJ-r'U 
V V .,j 1 11 2.1 .Q. I i.l d 0 Q.l ) 

t1fl\918\lm'Um'WV11JJb\18'W '1Jbb6'ld (18CJ6'l~ 40 '1J8\Ib\I'Wfl1"il1\I'Vl'Vl16'fruru1 
'II v v 

\11Vl~ 2 : 1 JJm1fiJJ 2569 - 31 iJ'W1fiJJ 2569 V111"il6'f8'U1~'U'Ubfl~8\lb61i{'V'ln8{ fl#\1~ 2 bb6'l~fl';i';jlJfl11 
V111"il-r'U~6'fV11~V111"il-r'Utlfl~8\lfi1'UthwV11JJb~mJ1'1Jbb~1 (~8CJ6'l~ 20 'IJ8\Ib~'Wrh~1\l~vh~ruru1) 

q 'U v QJ 

\11Vl~ 3 : 1 bJJ'ei1CJ'W 2569 - 30 iitl'W1CJ'W 2569 \9l';i1"il6'f8'U';i~'U'Ubfl~8\lb61i{'V'Jb181 flf\lvl 3 bb6'l~ 
' 

m1JJn11\9111"il-r'U~6'fV11~V111"il1''Ut1fl~8\lfi1'Utl1'WV11JJb~8'W 1 '1Jbb~1 ( ~8CJ6'l~ 20 'IJ8\Ib~'Wrh~1\l~vh~ruru1) 
<i 'U QJ QJ 

~1Vlvl 4 : 1 fl';ifl!j1fiJJ 2569 - 30 n'WCJ1CJ'W 2569 \9l';i1"il6'f8'U';i~'U'Ubfl~8\lb61i{'V'Jn8{ flf\lvl 4 bb6'l~ 
m1JJfl1'JIY111"il1''U~6'fq 1~V111"il-r'U~n~mfi1'Utl1'WIY11JJb~m.J 1 'IJ bb~1 ( ~8CJ6'l~ 20 'IJ8\Ib~'W~1~1\I~'Vh~t\Jt\J1) 

5.1 ~ b6'f'W811fl1 ~8\1 hlbtl'W~~\I\11'W ~8\1 hl8CJ1 tJuru~11CJ~8Vl1JJ~V1~8Vl~8Vi'1JJ b oii'1b6'f'Wm1m'IJ8\I 
'U '\} 'U v 

VIU1CJ\11'W';i1'1Jfl1';j bb6'l~-rJ1l6'f1Vlfl"il~1\11b 'W'l.h~b 'Vlfl11 'VlCJ 

5.2 ~b6'f'W8';i1fl1~8\liJ'Vl'W"ilVl'Vl~buCJ'W hl~1n'h 1 ~1'W'U1'Vl 
'II ' 

5.4 ~b6'f'W811fl1"il~~8\lbb'W'Ub8fl6'f11 Oracle Certified Professional Oracle Cloud Infrastructure 
'II 

2025 Vl~8 Oracle Certified Professional Oracle Database 12c Administrator 'IJ8\Ib~1Vlii1~ bVlCJbb'W'U 

G1'1b'W1Vl~fl~1'W 1Vi'n'U JJ'Vl1l'VlCJ1~CJ';i1'1Jnf15'W'U1 ru l'W~'Wb6'f'W8';i1fl1 
~ ~ ' 

5.5 ~b6'f'W811fl1~ 8\li1Vlt'J\1~81''U18\Ie.J6'l\11'W Vl~mr ruru1bM CJ1n'Um1u11 \11'n"e~1bfl~8\l b61i{'V'ln8{ ~\I b tl'W 
'U v v q 

e.JG'l\11'\.J~ bb~1 bG'l~"il bb6'l~ b tl'We.J6'l\11'W~ b tl'W~ ~ ruru1bV1CJ\911 \ln'UVIU1 CJ\11'W11'llfl11 Vl~81'~16'f1Vln"il'Vl~8VIU1 CJ\11'\.J 
'U v QJ ~ 

b8n'll'W~JJ'Vl11'VlCJ1~CJ';i1'lln£J5'W'41 b~8~8 1\lb~'Whh!8CJnrh 65o,ooo.- 'U1'Vl (Vlflbb6'f'WVl1Vld'W'U1'Vltl1'W) ~\11~i1 
fl11~\IJJ8'U\11'Wbb6'l~V111"il-r'Ub1CJ'U~8mb~1 bV1CJ~'Wb8fl6'f11 ru 1'W~'Wb6'f'W811fl1 

= "" 


