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	1
	PURPOSE 
	To describe the methods and responsibilities adopted for planning and upkeep of ACMA LAN System including Hardware & Operating System at HO and the ROs 

	2
	SCOPE
	Applicable for maintenance of  the following at HO & RO:
HO




RO 
Servers 




Computers/Laptops
3COM Hub & Jack Panel 

Printers 

Computers
/Laptops


UPS

Printers




Modem

UPS




Scanner 
Scanner




Internet Connectivity 

Modem/Wireless Modem


External Storage Devices

Internet Connectivity




      External Storage Device



	3
	RESPONSIBILITY
	HoD – IT & Systems at HO and RS at Regions 

	4
	PROCESS BOUNDARIES  

	
	Starts with: 

Ends with  :
	Receipt of complaint on Non-functioning of computer hardware from Internal users
Setting the computer hardware in order and inform users

	5
	PROCESS INPUTS / OUTPUTS & INTERFACES : 
	As shown in Flow chart


a) Process Inputs  

Information 
· Intimation to the IT Dept/ RS about the malfunctioning of the equipment
· Details of the Co. with whom the equipment is under AMC  
Documents
· Complaint Log book/register 

· Annual Maintenance Contract (AMC)

· Work Instructions 

· Feedback Formats
Equipment

· HO - Server, Hub & Jack Panel, Computers, Laptops, Printers, UPS, Scanner, Modem, Wireless Modem, External Storage Device, Cables & Internet Connectivity

· RO - Computers, Laptop, Hub Printers, UPS, Modem & Internet Connectivity, Scanners 

b) Process Flow Chart  
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c) Process Output:

a) Engineer's Call Report     

b) Completed Feedback forms

d)  Interface with other Processes: All Processes
	6
	KEY ACTIVITIES  

	S NO
	Key Activities
	Responsibility
	Reference  Document
	Time Norms

	1.
	Feedback from users about malfunctioning of equipments
	Respective users of the equipment
	Work Instruction 
	

	2.
	Intimating the agency with whom the equipment is under AMC
	RS/ HoD-IT & Systems/ Team Member  
	AMC

Work Instruction 
	

	3.
	The engineer attends the problem
	The AMC Co.
	-
	

	4.
	The engineer could not rectify the problem
	The AMC Co. 
	Call report
	

	   5.


	The respective user checks for the rectification
	The User
	Work Instructions 
	

	   6.
	Maintain call reports of the engineer 
	RS/ HoD-IT & Systems/ Team Member  
	Call report 

Work Instructions 
	


	7
	PROCESS MEASURES : 

	
	· Internal Customer Satisfaction (Feedback from Users)


	8.1
	SERVICE MONITORING AND MEASUREMENT 

	S. No
	Output
	Parameter
	Acceptance Criteria
	Responsibility for Control

	a. 
	To monitor the time gap between registering & resolving  complaints by the AMC (Outsourced Agency) 
	Hardware, Software, Connectivity etc.  
	Service Level Agreement (SLA) with AMC Agency
	HoD-IT & Systems (HO)
RS/ ACT Head (RO)


	8.2
	PROCESS MONITORING AND MEASUREMENT

	S. No
	Parameter
	Source
	Frequency
	Responsibility for Control

	a. 
	Severity of complaint
	Internal Users
	As and when arises
	HoD-IT & Systems (HO)

RS/ ACT Head (RO)

	b. 
	Feedback from Internal Users 
	Feedback Form
	Once / twice in a year
	HoD-IT & Systems (HO)

RS/ ACT Head (RO)


	9
	CORRECTIVE  & PREVENTIVE ACTION : 
	· HoD-IT & Systems at HO and RS at RO shall decide the corrective action(s) along-with the target date of implementation and report to DG 
· Incase staff training is required, same be intimated to the HoD-HR   


10.
References: 
a) Work Instructions for Upkeep of LAN System

b) Formats: 
· Feedback Forms: PM12/F1


Work Instructions 

1. Feedback from users about malfunctioning of equipments



As and when the user finds that the equipment is malfunctioning;

a)  Same be intimated to HoD-IT & Systems at HO and RS at RO 

b)  The user/Team Member-IT & Systems should make an entry in the complaint log 
      book/ register

2. Intimating the agency with whom the equipment is under AMC

a)
The HoD-IT & Systems /RS or the designated staff should check the Agency details and intimate them about the malfunctioning of the equipment

b)
Must get the information from the agency about expected time of sending the 
engineer

3. The respective user checks for the rectification


a) Once the equipment is attended by the engineer and HoD-IT & SYSTEMS , the user should also check himself/ herself. 

b) HoD-IT & Systems /RS should put his signature on the Complaint Log Book 
and the user to counter sign it. 

4. Maintain call reports of the engineer 

HoD-IT & Systems /RS or the designated staff to sign all the call reports and keep them as record. 

Start





Receive information from users about Malfunctioning of the system to Systems Administrator or Self Check by the Systems Administrator (In case of HO) and Inform RS (In case of Regions)











HO





HoD-IT & Systems to check if the problem can be fixed without calling Engineer





Regions





HoD-IT & Systems  to fix the complain, if can be resolved by him





If not resolved





Inform the company with whom we have AMC* for equipment.





Record the complaint on complaint log book/register





Inform the user about the visit 





Engineer attends the problem





HoD-IT & SYSTEMS  (for HO) and RS (Regions) to check if problem is resolved, and equipment is working properly








Yes





No





Ask the user to try out on own to verify


HoD-IT & Systems signs the complaint Log book/register and the user, countersigns it 





Find out  from the engineer the exact problem and fix the time frame for rectification. 


Inform the same to the user/users





HoD-IT & Systems signs & maintains the call reports of the engineer  





End
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