Scope of Work(SOW)
[bookmark: OLE_LINK2][bookmark: OLE_LINK3]  Network
  Understanding of network topology and basic troubleshooting
  Vendor co-ordination
  Working with SABIC Asia network team for issue resolution / improvements
  Servers
  VMware provisioning and server administration
  Basic AD issue resolution
 Server Patching / Maintenance
  File servers management
  Telephony Gateway
  Administration of local Cisco UCS server and Voice gateways
  Basic trouble shooting with help of deskside support staff
  Working with Vendor/SABIC IP Telephony team for Issue resolution
  Datacenter Operations
  Access management and monitoring DC components
  Co-ordination with facility maintenance teams
  Vendor co-ordination where needed
  Storage and Backup
  Vendor co-ordination
  Working with Asia IT team for capacity management	
  Monitoring and Operation support for backups
[bookmark: _GoBack]  Working with SABIC backup team for special request


Job Requirements: 

· Have good knowledge with Cisco router, switch and Callmanager(VOIP) products as well as troubleshooting skill for related issues. CCNP is required and CCVP certified is preferred. 
· Have good knowledge with Windows Server management and troubleshooting skill. MCSE/MCITP certified is required. 
· Have good knowledge with VMware products including troubleshooting skill. VCP certified is required
· Have strong communication and customer service skills
· Have ability to perform under pressure
· Have good English language skills – both written and verbal
· Bachelor degree on computer technology or related 
· Minimum of 5 years of related experience with IT infrastructure

Required SLA: 

	[bookmark: OLE_LINK6][bookmark: OLE_LINK7]Service Level 
	Response Time
	Resolution Time
	SLA

	Business Critical 
	15min
	2 Business Hours 
	>=95%

	High 
	15min
	4 Business Hours
	>=95%

	Normal
	1hour
	10 Business Hours
	>=95%

	Non-Standard
	4hours
	Commercial Reasonable Efforts  
	>=95%



Note: 
Business Critical: Any system failure that impacts the selling, marketing or buying of plastics
High: A system failure that impacts more than one user and/or interrupts critical data flow
Normal: Single user problems. 
Business Critical cases are not expected to exceed five percent of overall service activity. 


针对Infra support：
	服务级别
	响应时间
	解决时间
	达标率

	关键 
	15分钟
	2小时
	>=95%

	重要
	15分钟
	4小时
	>=95%

	普通
	1小时
	10小时
	>=95%

	非标准
	4小时
	依据实际情况完成
	>=95%



针对VIP/Senior on-site support：
	服务级别
	响应时间
	解决时间
	达标率

	关键 
	15分钟
	2 小时
	>=95%

	重要
	15分钟
	4 小时
	>=95%

	普通
	1小时
	10 小时
	>=95%

	非标准
	4小时
	依据实际情况完成 
	>=95%

	IMAC(Less than 5 computers)
	N/A
	5 天
	>=95%




