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Current Environment

&

O O O O 0O OO OO O0OO0O OO OO O

10 Physical servers

40 virtual servers

5 cloud servers

Cisco core switches

50 Cisco Access Switch
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120 Access points, Ruckus and Cisco

Palo Alto and Juniper Firewall

2 SCSI storages, IBM and Synology

250 Dell and Lenovo computers

20 Macintosh
About 250 users
20 APC UPS
90-100 printers
10-20 Scanners

Service cover 2 location Sasin Graduate Institute of Business Administration at Bangkok

(Sasa Patasala Building, Sasabol and Sasa International House building) and remotely

service at Sasabhumi International Learning Center at Phang-nga.

SLA: Infrastructure

High
Medium

Low

Critical

< 30 min
1 Hour
4 Hours

1 Days

4 Hours
10 Hours
2 Days

5 Days

1 Day
2 Days
5 Days
10 Days

MA Vendor
MA Vendor
MA Vendor
MA Vendor

SLA: Helpdesk

Critical
High

Medium

Low

< 30 min
1 Hour
4 Hours

8 Hours

4 Hours
8 Hours
1 Days
3 Days

8 Hours
1 Days
2 Days
5 Days

MA Vendor
MA Vendor
MA Vendor
MA Vendor
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If contractor cannot resolve the related incidents within the limit as specified the
SLA, there will be penalty of 1,500 Baht/hour for Infrastructure and 400 Baht/hour for IT support
The penalty do not apply to cases where the cause of the incident is due from Hardware or
Programming issues, as such cases shall be handled by their respective MA vendor and/or product

owner and is not consider as a breach of SLA for the contractor.
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