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Abstract

The main purpose of every company in the world is to take care of their respective
business in order to make it run smoothly. In ExxonMobil Corporate, whenever there are
any incident that impact company’s core business, the person who found it will create a
ticket and submit it into core system called “IT Service Management” andthe person who
responsible for the incident will need to respond and resolve the issue. Each ticket will
have its own priority. f the ticket’s priority.is high or critical, the in charged-employee will
have to immediately check and fix it as soon as pessible: In-work hour, eévery employee
will always monitor for the ticket, but in weekends, they are not always around their
computer like in work hour so they might missed sorne high priority ticket. This project is
developed in order to solve this problem. The application will track high or above priority
ticket and repeatedly send SOS email to the in charged-employee until that person reply
one of SOS email. This project is focus on improving SOS’s efficiency so that it’(L result in

good experience for both user and On-call.

Keywords: application, ticket, Single On-call Service, On-call, Email, incident
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233  wguijmieenuuulssauntsainisliimesld (User Experience) uazeuse

Useauiugly (User Interface) fenumiieadlel (Material Design)

d ar ] £
Al 2.2 segisiamiiiSean oy

= s . <l a v Iy
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dundnuniideadledduidunuinienisesawuuiiulyginiswaun

wenndduluszuuufjifinisueunsasd (Android Operating System) Wundn unieae
-ﬂ -l 1 =f LY 1 o - ; ot
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2.4 vguiiiieadedudruvenduafneuiianes

241  Wunsululasvewsiisasgile (Microsoft Visual Studio)
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fugrulunisideulysunsuunneudne Insdviaagalouulinuinuuy (features) Ang 9
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2411 duunlalan (Code editor)
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nwfl 2.4 shuurlaiFnvedivanagile

drundlaldmiuiiadunmsnungrinuedveagile Swvaifuayunis
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Intellisense) dwZufuls flaidu wison U uenainidwaifuayunsainege
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= 1= v
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aInsIsEeugauANsaialy (Source-level debugger) Bsltlunsmgaunwses
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a;m'iﬁﬂﬂw'mﬁuﬁnma%ﬁ'ﬂﬁ LLﬁSﬂ"l'iGl‘i‘.‘,‘«JﬁﬂUﬁ]ﬂUﬂW‘jE}ﬂu'ﬁ%ﬂﬁULﬁ%aﬁ
(machine-\evel debugger) Fearldlunsmnyay andeswpanyiasnfinasly
sfumYILATEY LLasEnl’\‘i?iﬂﬁ?iﬂ%ﬂﬂﬂ%ﬂﬂé‘ﬂuxﬁﬂﬂﬂiLLﬂ‘inﬁﬂQﬂuﬁﬂﬂﬁ%ﬂa
(breakpoint) wazqaduannnsal (watch) fﬁmxmaaﬁumgﬁwmﬁqLLﬂ‘i‘mesﬁ

Nsuﬂﬁuﬁwé’aﬁmwu\ﬁﬁw

2413 Team Foundation Server
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2.4.2 Iﬂmﬂiu"\,ulﬂsqsawﬁwaﬁ'su:aaL%ﬂraa%\,w.uamwﬁaaﬁia (Microsoft SQL Server

Management Studio)

i £ magent
s 4 inegpaticn Senices Ll
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003 Tusunsululassendidnian (Microsoft Outlook)
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244 ﬁmwmﬂé’aum'sﬁ’wmﬁW%’Uﬁﬂﬁmmﬁ'ﬂﬂ (Common Developer

Environment)
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a e o o VR W g &4 o o v o w aaa
(developer) UBIUTYN WBneouluda Saawimadtannsalinuld Tneninanuastng
-4 o | = ¥ o v a4 '
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Enter your credentials
These credentials will be used to connect to
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Use another account
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Smart card credential
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23,5 TusunsuealmuifinlnineamanvieUlnaiaus (Automated Firecall Desktop
Client)

A 2.10 Tusunsueslsunfinlisreanadneuleaioun

geial sl
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2.3.6 Wsunsudumeiiinduresiuduiwefiawuass (Intemet Information Services

Manager)

fj oSSt Page
b -45 HOEWAP4S (NA\fcsos)

sCent connechons > J Onfine resourcs

Name - g&ﬂm |} Connectto locathost S News and Information
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i | Connecttoasite.. IS Forums
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| | MsDN
| ASPNET News

| Microsoft Web Platform

:",W_'@S”T‘

_."i?’::
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i
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R
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251 WA (jQuery)
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252 winisealad (Materialize)
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253 vaaudums (fullcalendar)
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254 @0anfaniiv (ASP.NET)
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S0S Service J
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INSTRUCTION

A simple guide on how to use SOS

This is submit page

Single On-call Service (SOS)

Yout name (automatically inserted)

a
Py g
% Appiication that
B causes you the problem
x

A description of the problem

AR 4.21 ¥1I50151897U (How to use)

5 4= Cligk antthe fist

4 —and 5&9(!\:105.!"' . .

g P TSsptien Select your problem application...
g

.

Singte On-call Service (SCS)
e . ——
Type in a description to explain your t
problem... N

it Piseue dhek shere 1 sty S AT ity o ke G0

A cascd £ L8
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uenniiglifiainsoveeambifinunelwgiuldlasednfiguam oz
X A e =t - v v
Usngiugunmeualugduivinee Sawnsafennmidesnsgléainuay

PmauTnaeiuan saassiimiulunnd 4.23

53



Single On-call Service (SOS)

Your name (sutomatically inserted)

~

® Application that
causes you the problem

XA description of the problem

=i Ay i d w
Wi 4.23 dispaniinmn ssusngiliunmnuwnalugTuiviiee

4.1.1.6 winluslameanisidau (Protocol)
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Single On-call Service (SOS)

Single Oncall Service

1 v

DETECHION ALERT

N

ACKNOWLEDGEMEN ESCALATION

Al 4.24 veiluslaeeanisldsu (Protocol)

Single Oncall Service

a8 a

DETECTION X ALERT ONCALL (%

X

When you detects an issues

Esther submits an incident at SOS. 7,

Submit page or create *HIGH"
incident in {TSM,

¢

SOS5 will sends incident
confirmation to submitter and
then start to alert Oncall,

S0 will continuing fo alert
Oncall every 5 minutes untd
Oncalf acknavdedge.

ACKNOWLEDGEMEN ESCALATION
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Submit Incident

Wiekome o SOS service, you can submit 30 incident with high priority here
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test senvice
Impact test 1
Region: test 1
Details. test 1

i

EARTSCAR

) HiMiidee: t
File: ingex.btal
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Fikkree Jehsamoh
AP\Fiehsan
Success
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CRUSO

sOT

ACl

ASR/TDO

Allegro

C/SED!

Advanced Customer Expenience

GEMS OTC invoicing

GEMS OTC Customer Accounting
GEMS OTC Order Entry

GEMS OTC Order Processing

GEMS OTC Order Processing - Plant Logistic
GEMS OTC Pricing

GEMS OTC Sales

STRIPES AP OTC Sales

STRIPES AS OTC Customer Accounting
STRIPES AS OTC Invoicing

STRIPES AS OTC Order Processing
STRIPES AS OTC Pricing

STRIPES AS OTC Sales

STRIPES EU OTC Customer Accounting
STRIPES EU OTC Inveicing

STRIPES EWOTC Order Processing

STRIPES EU OFC Pricing
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STRIPES NA OTC Order Processing ¥
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Single On-Call Service (SOS) - Email Notification

Ticket Number : INCO0000B967155

 NO On call acknowledged this incident Please find the oiher analyst o fake care ts issue ASAP.

Ticket created at: 6/192016 50047 AMUTC (-800 minutes agoy

Dot reply this email It is avtomatically. generatod by system

Need help with SOS system? contact us at SOSANALYSTS. UG @exxonmobil com
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S) - Email Notification

0 e ey
Ticket NUmber | INCOO0009317837
No On call acknowledgad his incident. Please find the e analystio take care this issue ASAP.
Curent contact on-calf is Jehsamoh, Fikkiee -
S TEl
- Summary: testlinalt 7
Note: Region:
impact
More Delails: test

Need help with SOS system? contact us at $08 ANALYSTS.UG Bexxonmobilcom
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£ Reply €2 Reply Al €3 Forward 575 it
Thu 871872016 &16 PRt

=1

new app to be included to SOS

To Wassses v B Jehsamoh, Fikdres XC; B % R
¢ B
Relention Policy AR Ciher 13 Months (F yeac, T monthy

Expires  BA1E20M7
O vou replied to this message on 8719/2016 10:54 AM.

Hello—can one of you please help me including SWIFT to the SOS application. I'd like to use the on-call schedule function you made it available, Thanks

RUN WebMethads Supervisar
App = Tachnical Services — Application Infegration & Schedul

WEBMETHODS HOTLINE: ¥ s

ExxonMobil IT Glabai Services Campany
Rua Visconde de Nacar, 1440 - Ed. Século XXI 8%andar - WSB22E
Cuitiba, Parana - 80410-201
BT T T
e Mobile
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INSERT INTO SOS..Groups(GroupID, Kame, Urgency), VALUES (7, 'S.M:1.F.T. ="Society For Worldiide Interbank Financial TeleCommunication’, '2-High');
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S.W.LF.T. - Society for Worldwide Interbank fin.. * 2-High
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Submit Incident

Welcome to SOS service, you can submit en incident with highpriority here

0%

SW.LET. - Society for Worldwide Interbank Financial Telecommunication :‘

Impact:
Region:
Details:

SUBMIT B>
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ngle On-Cali Sen 3)=Email Nofift

Don't reply this amait. Mt s automalicelly"gonofatediby cvsto

Need helpwith SOS system? contact usat SOS. YSTSUGE obil com
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Single On-Call Service {SOS) - Email Notification

To ; Fikkree Jehsamoh
Ticket Number : SOS000000000256

This note isﬁ:; notify you
possible

that DOS REIS SANTOS, EDGAR ANDRE ks aware of your issue now and stait to investigate the issue and resolve problem as soon

Don't reply this email, 1L is automatically generated by system

Need help with SOS system? contact us at SOS. ANALYSTS UG @exxonmobil com
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https:.//en.wikipedia.org/wiki/ASP.NET

[2] User-centered design. (12 nsngau 2549) wriislsiann:
https://en.wikipedia.org/wiki/User-centered_design

[3] jQuery. (25 nsngnau 2550) wadalgiain:
https://en.wikipedia.ore/wiki/JQuery

[4] Microsoft Exchange Server. (9 figugu 2548) wigitlagan:
https://en.wikipedia.org/wiki/Microsoft_Exchange Server

[5] Alvin Wang, Alan Chang, Alex Mark, Kevin Louie. Materialize CSS. (25 figuigu 2557)
wWAdelean: hitpy//materializecss.com/

[6] Adam Shaw. Fullcalendar.io. (26 Wiweu 2552) ndaldann:
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[8] Agile software development. (2 fiums 2548) Whialéiann:

https://en.wikipedia.org/wiki/Agile software development
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