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ST gius zyw =7
SN Work Content Responsible Assistant
1 Help Desk
. SERVICE
1.1 5x8 hotline response PROVIDER
1.2 Describe the service demands AFTEL
- : : SERVICE
1.3 Responds within the time committed PROVIDER
2 Technical support service
21 Network operation |_nclud|ng first AFTEL
diagnosis
2.2 Collection of problem messages AFTEL
Investigation and diagnosis through SERVICE
2.3 product self-tests AFTEL PROVIDER
2.4 Detecting the faulty unit(s) AFTEL
. SERVICE
2.5 Periodical software and data backup AFTEL PROVIDER
System failure and alarm SERVICE
2.6 information backup AFTEL PROVIDER
2.7 Telephone support
: SERVICE
2.7.1 7%24-hour hotline response PROVIDER
2.7.2 Describe the equipment problem AFTEL
273 Provide |n|t|e_il dl_agn03|s gnd AFTEL
troubleshooting information
. : : SERVICE
2.7.4 Investigation and diagnosis PROVIDER AFTEL
: : : SERVICE
2.71.5 Diagnosis and analysis of problem PROVIDER AFTEL
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SN Work Content Responsible Assistant
. SERVICE
2.7.6 Supply of workaround solution PROVIDER AFTEL
2.8 Remote Access
581 Forward the remote access request to SERVICE
o the customer PROVIDER
Provide the connection and
2.8.2 authentication information of the AFTEL
relevant remote access
. N : . SERVICE
2.8.3 | Connect, investigation and diagnosis PROVIDER AFTEL
: : i SERVICE
2.8.4 Diagnosis and analysis of problem PROVIDER AFTEL
. SERVICE
2.8.5 Supply of workaround solution PROVIDER AFTEL
2.9 On-site Troubleshooting AFTEL
291 Transportation _to the customer office AFTEL
of repair spares parts
992 Transportatlon_from the_ office to the AFTEL
equipment site
293 Authorize the access to the related AFTEL
site, and all relevant information
: : ) SERVICE
2.9.4 Diagnosis and analysis of problem PROVIDER AFTEL
. . . SERVICE
2.9.5 | Provide workaround and fix solution PROVIDER
Approve the workaround and fix SERVICE
2.9.6 solution, prepare necessary resources AFTEL PROVIDER
2.9.7 | Carry out workaround and fix action SERVICE AFTEL
" PROVIDER
2.9.8 Onsite service report AFTEL
. SERVICE
2.10 Emergency Troubleshooting PROVIDER AFTEL
Establish the emergency support SERVICE
2.10.1 team PROVIDER AFTEL
9102 Transportation to the customer office AFTEL

Only repair spare parts
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SN Work Content Responsible Assistant
1023 Transportatlon_from the_ office to the AFTEL
equipment site
Authorize the access to the related
2.10.4 | site, and all relevant information Just AFTEL
for critical issue
: . : SERVICE
2.10.5 Diagnosis and analysis of problem PROVIDER AFTEL
i : . SERVICE
2.10.6 | Provide workaround and fix solution PROVIDER
Approve the workaround and fix SERVICE
2.10.7 solution, prepare necessary resources AFTEL PROVIDER
2.10.8 | Carry out workaround and fix action SERVICE AFTEL
e PROVIDER
. : SERVICE
2.10.9 On-site observation PROVIDER AFTEL
: SERVICE
2.10.10 Service report PROVIDER
3 Repair & Return Service
31 Take faulty cargo from region to AFTEL
Kabul
Send RMA request (Return material
application) to PROVIDER by e-
3.2 mail or FAX, provide necessary AFTEL
information like Item code, QTY,
faulty description.
Review RMA request and take the
3.3 faulty cargo from AFTEL Kabul SERVICE
: PROVIDER
office or WH.
Repair t_he faulty unit (s) and return SERVICE
3.4 or provide new one to customer in PROVIDER
Kabul within 90days
Receive the good cargo, Fill in
*Receipt Feedback Form for
3:5 Repaired Devices* and send to AFTEL
PROVIDER
4, Software Support Service
4.1 Software Diagnosis and Corrections
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SN Work Content Responsible Assistant
Analyze and determlqe if there Isa SERVICE
4.1.1 software problem of inconformity
; e o PROVIDER
with contractual specification
412 Diagnose the software problem and SERVICE
o provide a correction solution PROVIDER
: SERVICE
4.1.3 Service report PROVIDER
4.1.4 Critical Information Updating AFTEL
4.1.5 | Issue critical information notification AFTEL
Make an implementation plan if SERVICE
4.16 necessary PROVIDER AFTEL
417 Approve to implement a critical AFTEL
update
Implement a critical update on first SERVICE
4.18 node PROVIDER AFTEL
5. Knowledge Database Service
51 Login S_ERVICE PROVIPER AETEL
technical support website
6. Regular Reporting Service
After resolution _of gach single issue, SERVICE
6.1 correspondence incident report must
: o PROVIDER
be provided within one calendar day
62| include detaisof ll actvitos have | SERVICE
' : PROVIDER
been carried out.
6.3 Incident Report acceptance / AFTEL
Rejection
D ogyeel - 8
aSyd o) bl aols galoy b aSyd gyl e A > )0
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