Phan 2. YEU CAU VE KY THUAT

Chuong V. Yéu cau vé ky thuat

1. Pham vi bao tri, dia diém va thoi gian thue hién hop dong:
Dia diém bao tri: Trung tam xu 1y ctia BIDV tai Ha Noi

Thoi gian thyc hién hop dong: 37 thang bao gdm:

« Thoi gian thuc hién bao tri 36 thang lgé tor ngay hop 7dé>ng co hi¢u lyuc.

+« Thoi gian thanh 1y nghiém thu hgp dong 01 thang ké tir ngay hoan thanh 36 thang bao tri.

Pham vi bao tri:

Danh sach cac hang muc can mua dich vu bao tri, hd tro k¥ thuat:

Oracle Database Enterprise Edition (Oracle DBEE)

T Tén hang muc béo tri Pon vi tinh | S6 lwong
Dich vy ho trg k¥ thuat ti€u chuan cho phan mém quan tri co s& ) N
1 . . . Bén quyén 155
dit liéu Oracle Database Enterprise Edition (Oracle DBEE)
5 Dich vu hd trg ky thuat tiéu chuan cho phén mém clustering co B4 . 129
s& dir liéu Oracle Real Application Cluster (Oracle RAC) an quyen
3 Dich vu hd trg k¥ thuét tiéu chuan cho phan mém M4y chu tng Bj N 20
dung Oracle Tuxedo an quyen
2. Yéu ciu ky thuat:
So thang mua
S8 lwon dich vu ho trg
TT Hang muc ) wong (tinh tir ngay
(license) A ;
hop dong co
hiéu luc)
1 Dich vu hé trg tiéu chuan (premier support) cho phan mém 155 36

v

v

Doi voi dich vu ho trg k§ thuat theo tiéu chuan chinh hing:
Cung cip cac ban nang cap phan mém, cic tinh ning cai
tién.

Cung cip cac phién ban méi, phién ban danh riéng cho may
chu chuyén dung.

Cung cip cac ban vé (patches), cac ban stra 161 va cac tai lidu
lién quan.

Cung cép tai khoan truy cip vao hé théng hé thong hd trg ky
thuat trén Web 24x7 cua hang.

Hb tro str dung dich vu hd tro dién tir 24x7 véi cac kha nang
tra ciru cac 16 k¥ thuat, tai xudng cac ban va (patches), guri
truc tiép cac yéu cau hd tro k¥ thuat cho Trung tim hd trg
toan cdu ctia hing, guri cac yéu cau hd trg (Service Requests
- SR) théng qua trang web hd trg.

Yéu cau voi doi tac Viét Nam:

v' HO tro hé thdng, hd trg ning cip, cip nhat ban va 24x7 cho

tat ca phién ban.




Ho trg cac dich vu khong mang tinh k¥ thuat trong gio 1am
viéc binh thuong (vi du nhu tro gitp vé sé CSI cua khach
hang, trog gitip khach hang tao 1ap cac SR trén web hd tro,
chuyén toi khach hang cac ban nang cap, ban va).
HJ tro k thudt On-site/Off-site, phu thudc mirc 46 khan cip
ctia sy cb. Trong trudng hop c6 su cd nghiém trong, can bd
ky thuat phai c6 mit tai TTXL ciia BIDV dé phdi hop véi
cac bén lién quan dé kiém tra, khic phuc sy cd. Thoi gian
tiép nhan va c6 mat dé phéi hop xtr 1y su ¢b < 2 gio. Hinh
thirc théng bao: bang email, dién thoai.

Thuec hién béo tri hd tro k¥ thuat dinh ky (1 ndm: 02 lan):
Thuc hién phén tich danh gia cac van dé k¥ thuat dua trén
logfile ctia hé thong.

Puara khuyén cdo thiét lap tham $6, tOi wu hé théng.
Bao cao bﬁng van ban hoac email cic phan tich, danh gia,

t6i wu hé thong

Dich vu hd tro tiéu chuin (premier support) cho phan mém
Oracle Real Application Cluster (Oracle RAC)
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36

Doi vai dich vy ho tro ki thuat theo tiéu chuan chinh hang:

v" Cung cap cac ban nang cap phan mém, cac tinh nang cai tién.

v’ Cung cip cac phién ban mdi, phién ban danh riéng cho may

chu chuyén dung.

v’ Cung cap cac ban va (patches), cac ban sira 16i va céc tai liéu

lién quan.

v’ Cung cap tai khoan truy cap vao h¢ thong hé thong hd trg k¥

v

thuat trén Web 24x7 ctia hang.

H6 tro sir dung dich vu hd tro dién tir 24x7 véi cac kha ning
tra ciru cac 16i k¥ thuat, tai xudng cac ban va (patches), giri
truc tiép cac yéu cau hd trg ky thuat cho Trung tdm hd tro
toan cau ctia hing, guri cac yéu cau hd trg (Service Requests

- SR) thong qua trang web hd trg.

- Yé&u cau voi doi tac Viét Nam:

v

v

HO tro hé théng, ho tro nang cép, cap nhat ban va 24x7 cho
tat ca phién ban.

H) trg cac dich vu khong mang tinh k¥ thuat trong gid lam
viéc binh thudng (vi du nhu trg giup vé sé CSI ciia khach
hang, trg giup khich hang tao 1ap cac SR trén web hd trg,
chuyén toi khach hang cac ban nang cap, ban va).




v

v

HO trg ky thuat On-site/Off-site, phu thudc mirc d6 khan cép
cta su cb. Trong trudng hop co su ¢b nghiém trong, can bd
k¥ thuat phai c6 mat tai TTXL ctia BIDV dé phdi hop véi cac
bén lién quan dé kiém tra, khic phuc sy cd. Thoi gian tiép
nhan va c6 mit dé phdi hop xir 1y su ¢b < 2 gio. Hinh thirc
thong bao: béng email, dién thoai.

Thuec hién bao tri hd trg ki thuat dinh ky (1 nam: 02 lén):
Thuyc hién phan tich danh gia cac van d& k¥ thuat dua trén
logfile ctia hé théng.

Dua ra khuyén céo thiét 1ap tham sd, tdi vu hé thong.
Béao cao béng van ban hodc email cac phan tich, danh gia,
t6i wu hé thong

Dich vu hd tro tiéu chuin (premier support) cho phin mém
Oracle Tuxedo
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v
v

Doi vai dich vu hd tro ky thuat theo tiéu chuén chinh hang:
Cung cap cac ban nang cap phan mém, cac tinh nang cai tién.
Cung cap cac phién ban moi, phién ban danh riéng cho may
chu chuyén dung.

Cung cip cac ban va (patches), cac ban stra 161 va cac tai liéu
lién quan.

Cung cép tai khoan truy cip vao hé théng hé théng hd trg ky
thuat trén Web 24x7 ctua hang.

HO tro su dung dich vu hd tro dién tir 24x7 véi cac kha nang
tra ciru cac 16i k¥ thuat, tai xudng cac ban va (patches), guri
truc tiép cac yéu cau hd trg k¥ thuat cho Trung tim hd trg
toan cau cua hang, giri cic yéu cau hd tro (Service Requests

- SR) thong qua trang web h trg.

Y&u cau voi doi tac Viét Nam:

v

v

Hb tro hé thdng, hd tro ning cap, cap nhat ban va 24x7 cho
tat ca phién ban.

HO) trg cac dich vu khong mang tinh k¥ thuét trong gior 1am
viéc binh thuong (vi du nhu tro gitp vé sd CSI cua khach
hang, trg gitip khach hang tao 14p cac SR trén web ho tro,
chuyén toi khach hang cac ban nang cip, ban va).

Hb tro k¥ thuat On-site/Off-site, phy thuoc muc do khén cép
cta su cb. Trong trudng hop ¢ su ¢b nghiém trong, can bd
ky thuat phai c6 mat tai TTXL ciia BIDV dé phdi hop véi cac

bén lién quan dé kiém tra, khac phuc su ¢6. Thoi gian tiép




nhan va c6 mit dé phoi hop xtr Iy su ¢6 < 2 gid. Hinh thic
thong béo: bang email, dién thoai.
v Thuyc hién bao tri hd tro k¥ thuat dinh ky (1 nam: 02 lan):
*  Thuc hién phan tich danh gia cac van dé k¥ thuat dya trén
logfile ctia hé thong.
+  Pua ra khuyén céo thiét 1ap tham s, t6i wu hé thng.
+  B4o c4o bang vin ban hodc email cac phan tich, danh gia,

t61 wu hé thong.

Céc s6 Customer Support Identifier (CSI) twong tng, can mua dich vu hd tro k¥ thuét:
22251667, 27656129, 19440044

3. Y&u cau ddi v6i cong tac sira chira, khic phuc sw c6 dot xuat:
Nha thau phai dép ing C4c yéu ciu sita chita, khic phuc su c6 dot xuat tai BIDV:
e Tiép nhan yéu cau xir 1y vao bat ctr khi ndo 24/7 (24h/ngay va 7 ngay/tuan)
e CO mit tai Trung tdm xir Iy ctia BIDV trong vong 2h ké tir khi nhan dugc théng bao
e Hinh thic thdng béo cua BIDV cho nha thau: email, dién thoai



