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Policy Address 2014

= Chapter 6, Education, Population and Human Resources >

= New Initiatives (P 98) > School Education > 4™ bullet >

Provide all public sector schools with Wi-Fi coverage to enhance learning
through the use of mobile computing devices, in preparation for the
launch of the fourth IT in education strategy after consultation with
stakeholders. (EDB)
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Acquisition Guidelines for
Technical Support Services

Cuality Education Division

| Education and Manpower Bureau

The Government of the HKSAR

Revised in October 2005
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2.1

Overview of Technical Support Services

Objectives of Services

The objectives of providing the technical support services to schools are:-

(a) to provide a single point of contact to the schools for| resolving all problems)and

support issues arising from the usage of the

computer facilities: |

(b) to offload schools on the day-to-day administration, operation and management of

the computer facilities: and

(c) to provide support in setting up/configuring the{hardware and software

purposes.

for specific




Ligl 2.2 Scope of Services
2.2.1 Types of Services
(a) Remedial Support Services

The Service Provider / TSS staff shall provide remedial support to schools for
resolving all problems and support issues arising from the usage of the computer
facilities. The purpose is to recover from failure, with minimum data loss, in the
shortest possible period of time. so as to minimise disruption of services and
inconvenience to schools. A list of remedial support tasks 1s described in Appendix A.

(b) Operational Support Services

The Service Provider / TSS staff shall carry out operational support tasks to off-
load the schools on day-to-day administration, operation and management of the
computer facilities and the operational support tasks should at least include the
following areas and a list of operational support tasks is described in Appendix A.

ﬁ Network Operations

e User Accounts and Resources Management
e Software Update and Upgrade

e Server and Workstation Housekeeping

e Peripherals Housekeeping
e Internet Services

e Security
L
L

User Support
Software Asset Management (SAM) and Reportiug/
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b

Relationship with Maintenance Services

The TSS does not cover the maintenance services of hardware and software in school

The hardware and software equipment procured by school should be covered by the
maintenance services provided by the corresponding hardware and software suppliers
under the various projects as specified in Appendix B. These suppliers are requested to
provide preventive and remedial maintenance services to school to keep the equipment
running in its full and proper working order.

The TSS staff serving school should assist school in resolving all problems and support
issues arising from the usage of computer facilities. For issues that are related to the
maintenance services, |[the TSS staff is responsible to assist school to contact)and

monitor the relevant suppliers]/ maintenance contractors to carry out the maintenance

work.




L"'Q’] The minimum qualifications of the TSS staff are listed below:-

(a)

(b)

(c)

(d)

(e)
(
(®)
(h)

(1)

completion of Secondary 7 or above jor equivalent (candidate who has completed

a 2-year full-time diploma or certificate course with entry requirement being the
completion of Secondary 5 would be considered as having equivalent academic
qualification);

holder of |Microsoft Certified Professional (MCP)] on Microsoft Windows
NT/2000/2003 Server and NT Workstation/2000 Professional/XP Professional
Certificates:

at least l-year relevant experience in Network Support in WAN/LAN
implementation and maintenance:

detailed knowledge of network operating systems, network equipment,
networking software and other hardware and software:

detailed knowledge of communication protocols, e.g. TCP/IP:
solid experience in supporting and managing web servers:
competent in diagnosing and resolving problems:

capable of setting guidelines and procedures for the daily operations of installed
WAN/LAN: and

good command of written and spoken English and Chinese, fluent in spoken
Cantonese.
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Post Date: 25 Aug 2017
|

Functions: Education

Tunaz- Full Timea

MICroso

Microsoft Certified
Solutions Master

- Certifications

= A O
é W o ———

print save  share

=

(NICSM) Lab Exam
Microsoft MICFQ%O&
i Certified
S Certified Solutions
Destination Solutions Expert Developer
(MCSE) (MCSD) Exam Exam

Microsoft Certified
Solutions Associate
(MCSA)

Associate

. (SETEEEEREET)

B AFTREERES T EE N S BRI BE.

Exam

Micresoft | Learning
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Post Date: 23 Aug 2017 =], <> rj\f((:‘
Functions: Education print save share

Types: Contract

Education: Associate Degree / Higher Diploma
Salary: HK$15,000+

Location: Sham Shui Po Area

Website

-
2L’ M AL Tt nf/u&ﬁﬁﬂ%

RS 159

Descriptions

- RESALIEE 2 TIEpWERFERET

- #% CONA/MCP / MCSE ] Bigstizss (40 :|Java / Ctt / PHP|S) [ EEEED
APPS SHET 7 1RE

. SeglLinux %4 |

. E%%Fﬁu%ﬁ%%ﬁamﬁﬁiﬁﬁ=_ﬂ%ﬁﬁ*ﬂﬁiﬂﬁ%ﬁ ot e et & =t
- EftERIR SRR SR LI

« S : $16,000 - $18,000 (IR FLRER T1EEER)

Enquiries

ESEZECREERN 2017 ££8 B 29 B(O sz nges
SR , SRINR. ((EHEEEREERA)
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Technical Support Assistant

B Company A Aluminium Windows & Curtain Walls
Q Kowloon Bay, o

Chevalier (Aluminium Engineering) Limited, a subsidiary of Chevalier Group, is now
inviting high calibre persons to apply for this position:

Responsibilities

» Responsible for configuration, installation and maintenance of computer hardware
and software, network systems and equipment

» Coordinate with internal and external parties in resolving IT related issues

» Perform regular checkup and update of asset inventory records

* Provide clerical and administrative support to the Department

* Handle ad hoc duties as assigned

» Occasional outdoor work is required

Requirements

«| Form 5/ HKDSE or above
» 1-2 years' relevant working experience

« Sound knowledge of PC and internet service operation

» Good interpersonal and communication skills

» Good command of written and spoken English and Chinese
» |Immediately available is an advantage

AW for One, One for AW
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COmpa ny B an T consulting firm, we provide wide range of IT solution to
major Corporations in Ho icluding software development, IT infrastructure, Network
deployment etc.
For company development, we are looking for high caliber candidates with matching background
and expertise to respond to current opening for the following position.

[ Technical Support Service Engineer J

Job Duties:

# To provide remedial support to School for resolving all problems and support issues arising
from the usage of the computer facilities.

= To carry out operational support tasks to offload School on day-to-day Administration,
Operation and Management of the computer facilities.

+ To provide task-based support to Schools in setting up and/or configuring the computer
facilities for specific purposes.

Requirements:

= | Completion of Form 7 or above. Or completed a 2 years full-time Diploma or Certificate
COLTSe WILh entry TequUITEment Delng the COmpletion of Form o WoUld DE COnsIdered as

having eguivalent Academic Qualification).
. I Holder of Microsoft Certified Professional (MCP)) on MS Windows NT/2000/2003 Server & NT

Workstation/2000 Professional/XP Professional Certificates is an advantage.
» Af least 1+ year relevant experience in supporting Operating Systems, Network equipment,
Metworking Software and other Hardware and Software.
Detailed knowledge of Network Support in WAN/LAN installation, implementation and
maintenance,
Detailed knowledge of communication Protocols (e.g. TCP/IF).
« Competent in diagnosing and resolving problems.
= Good command of written and spoken English and Chinese, fluent in spoken Cantonese.
Working Location: Ma On Shan area.
Working Hours: Monday to Friday 8:00am — 5:00pm; Saturday 2:00am — 1:00pm.

AW for One, One for AW
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[ Technical Support Engineer J

Responsibilities

Analyvzing, documenting and communicating to internal/external partners to meet
client/partner technical expectations and ensure customer satisfaction

Managing kev client/partner relationships to ensure early and open communication
that meets those client/partner expectations

Provide support on all technical problems within own area of expertise, through the
provision of telephone or on-line support.

Work with the customer/vendor/partners to establish the root cause of problems and
provide end-to-end service support, retaining

ownership of a case, by resolving it individually or escalating it - in accordance with
the SLA.

Prepare technical documents such as data sheets, installation manuals, network
design doc., etc.

Take responsibility for call resolution, track and see-through to 1ssue resolution.
Excellent attitude and customer service mindset. This 1s a highlv interactive role
with end-users.

Requirements

[

Higher diploma holders or above in Computer Science, Information Technology or
equivalent

Good knowledge on computer hardware, svstems and software applications.

Good team player, self-motivated, good communication skills and hard-working.
Customer oriented and dedicated to problem resolution.

Able to work independently and work under pressure

Strong communication skill and good 1n English presentation skills

PC skills including Word, Excel, Power Point 1s required

Experience on IT support will be advantage, candidate with less experience will also
be considered, on-job training will be provided

Fresh Graduate 1s welcome

We offer 5 days work & attractive remuneration to the right person. Please send your resume
with present and expected salary by clicking ‘Apply Now’ button.

- One, One for AW
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Quota Management

Scan to Network

Paperless Fax

Stock keeping for Consumable
Hardware / parts lifecycle
Accountability of printing amount

AW for One, One for AW
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Any Problems...?

AW for One, One for AW
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Searching for solution

= Handwriting

= Email /Instance Messaging / Call
= Spreadsheet

= Web program e.g. PHP/ JSP

= Adjusting my temper / tolerance
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What are we looking for?

= Fasy to use / Simplified interface

= Minimizing steps

= Single sign on

= | ow Cost or even No cost!

= Progress can be checked

= Alerts function

= Statistical data and report generation

m  Preventive measurement

AW for One, One for AW
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= A platform act as the portal

= Users can submit their IT related requests
= The service progress can be checked
= Response can be made after the job done

= Statistical data and report can be generated automatically

AW for One, One for AW
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LUI Hang Sum -

Display all requests

created by current user ShineliShSTelareln

My Requests

[ > Iz=ue Category I==sue Description Request Date Time A.5.A.P. Task Status Aszsigned To

48 Services Request Test the SharePoint site: & Hew No In Progress LUI Hang Sum

AW for One, One for AW



IT Request

HE8 8L
i Bz Copy
Save Cancel Paste

Commit Clipboard

Message from IT Department

Flease fill in the date and time that you want to have our support in Request Date Time, or leave it
blank if it doesn't matter to you.

DO NOT input the submit date and time, thank you.

Request Detail

Issue Category

@ Hardware Issue

@ Software Issue

@ User Account Issue
@ Wenue Arrangment
I=zzue Description *

Request Date Time

As soon as possible? [0

Location

Add Request Dialog

AW for One, One for AW
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e

= | ® irp.munsang.edu.hk/irp/Lists/Request/Allltems.aspx

LUT Hang Sum -

Request
Portal

Request Portal » Request

Request Portal All Request |  IT Maintenance IT Calendar Resources Maintenance

Resources Calendar

D Issue Category

7715

7714

7713

7712
7711
7710
7709
7708
7707
7706
7705

Maintznance
Service
Service
Service

Service

7704
7703
7702
7701 Service
7700 Service
7e99

Service

7653
7657

7696

7685 Service

7654

7683 Service

7a52

Requester

WOMG Ling

WOMG Ling

WONG Cheuk Hang

LAI Yat Chee
HO Simon
HO Simon
SIT Ka Wai
HO Sau Wai
HO Sau Wai
HO Simon
HO Simon

HO Simon

HO Simon

HO Simon

HO Simon

WOMNG Ling

WONG Kam Hoi

LAM Wing Sum
LAM Wing Sum

MAK ¥ing Yin

HO Simon
CHING Lai Ting

HO Simon
CHAN Shu Sum

Description

photo taking at staff meeting (details
ask Ms Lam Mau)

Department photo taking at 8:30

E-zchool System - Importing info of
cycle day

Telephone 588 no tone

Eclass - School Calendar
Projector lamp replacement
Updata eClass inventory records
Photo editing of staff retreat
Photo taking of staff retreat
Photo editing of staff card

eClass - Download PPS dats and
upload to ePayment

eClass - Download PPS data and
upload to ePayment

eClass - Download PPS data and
upload to ePayment

eClass - Download PPS data and
uplead to ePayment

eClass - Download PPS datz and
uplead to ePayment

install App "sketchAR" to ipad

Photo taking (Inauguration of Prefect
ALssociation)

Problem about Google Form

SHP - Announcement - R1-F.6 Name
List 2017-2018

Two TV on the stage for 1/9 Opening
Ceremony

Photo taking of staff card

4/5chF12: 40RFARETIBOD210 - D211
FARERE N E RT3 306818 - 4t

Take photo for new teacher and staff

Flease sesure the computer,

mraiackar ara wark-shla Marasascae

Location

LT

Admin
centre

F301

G302

school
Ipad

Lecture
Theatre

Hall

G205

Due Date and Time

01/0%/2017 14:00

01/0%/2017 08:30

31/08/2017 00:00

31/08/2017 00:00
30/08/2017 00:00
01/0%/2017 00:00
25/08/2017 00:00
01/09/2017 00:00
28/08/2017 09:45
01/0%/2017 00:00
01/0%/2017 00:00

31/08/2017 00:00

30/08/2017 00:00

25/08/2017 00:00

28/08/2017 00:00

04/09/2017 12:00

04/09/2017 16:00

28/08/2017 00:00
28/08/2017 00:00

25/08/2017 12:00

25/08/2017 00:00
04,/09/2017 12:00

01/0%/2017 00:00
31/08/2017 08:45

Search this site...

Assigned To

S0 Yuen Kwan

S0 Yuen Kwan
LEUNG Man Wa
LEUNG Man Wa
LEUNG Man Wa
LEUNG Man Wa
LEUNG Man Wa

HCO Siman

LEUNG Man Wa

LEUNG Man Wa

LEUNG Man Wa

LEUNG Man Wa

Issue Status

Mot Started

Mot Started

Mot Started

Mot Started
In Progress
Mot Started
Completed
Mot Started
Completed
Mot Started
Mot Started

Mot Started

Mot Started

Mot Started

Completed

Mot Started

Mot Started

Mot Started
Mot Started

Mot Started

Completed
Mot Started

Completed
Mot Started

P @

Regquest For

IT

IT

=

993999394949

IT

Resources

T AW for One, One for AW

T
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LCD Panel View
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IT Staff Room 1

AW for One, One for AW
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LCD Panel View

IT Staff Room 2

AW for One, One for AW
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= Single Sign On

= Requests can be submitted through web page
= Progress can be checked
= Alerts function

= Statistical data and report generation
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m [T Technicians

Jobs can be taken from the pool

All supports can be recorded systematically
All requests are editable

Transparency workflow

A panel view can be provided to overview

Reminders can be generated automatically

Records are exportable and can be summarized
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Advantages

= Advantages - Management
= All users information are integrated with Active Directory
= All layouts are editable to meet your needs
= Statistical data can be generated automatically
= A way for work flow management
= QOverall picture on duties allocation of IT Technicians

m  The software is free



Thanks for your kind attention




