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A.1 : Update licenses (CRM & all payment web services) for 2 years

o The company must submit and install the necessary licenses for a period of time of two
years

A.2 : Maintenance support
1. Preventive Maintenance including:
a. Monthly Health Check for Main SQL Billing DB
i. Performance monitoring
ii. Tuning existing tables and stored procedures
iii. Dead lock monitor
iv. Coordination with EBML IT department for billing DB problems
b. Monthly Check for EBML Web Services (Payment Methods: OMT — BOB and Wish (When
it's ready)
i. Monitoring web services security and logs
ii. Error checking and solving
iii. Performance monitoring
iv. Load balancing configuration and performance
c. Monthly Check CRM Application and Database
i. Integration CRM with Cisco call manager
ii. Integration CRM with billing database
iii. Workflow management
1. Workflow between branches and Head quarter
2. Workflow between inspectors and branches
3. Workflow between operators and head of branches
iv. Dashboards management
1. Agents reports by available and on hold
2. Waiting maximum time and number of waiting calls
3. Rating of Quality of service
4, Totals by day of
a. Number of calls
b. Waiting calls
c. Abundant calls
d. Response time

5. By agent:
a. Operator
b. Status
c. Number of received calls
d. Talk time

v. Report management (+ filters)
1. Late By inspector
2. Abundant call reading from cisco call manager
3. Statistics by case type, by result, by date, by area, by late case, by revised
case
4. Follow up reports by area calls, by area case, by area parcel
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d. Monthly Check Cisco Integration
i. Reading data from live buffers for current calls
i. Reading data for reporting purpose
iii. Session based agent information state
New Requests:
a. New Request for Main SQL Billing DB
b. New Request for EBML Web Services (Payment Methods: OMT — BOB and Wish (When it's

ready)
c. New Request for CRM Application (up to 160 hours changes)

Problems Coverage for the above 4 services:

a. Performance Issues
b. Any Mal Functions Issues for Billing DB or Web Service — CRM (App and DB)

c. Web Service Security Issue as software

New Installations for:
a. Existing Web Services for payment methods
b. CRM (Application and database)
c. Billing DB after a crash from Backup Media provided / assured by Client

Proactive Advices for Enhancing the existing and Executing the Enhancements after client approval

Technical Coordination with any third party
Curative Maintenance: On a Call-by-Call Basis
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