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Introduction

MINISTRY OF EDUCATION MALAYSIA

As part of the 1BestariNet programme, all Malaysian school teachers are provided with internet access
that enable them to access online educational content. Every Yes 4G school (within the LTE coverage)
teacher is given a personal data plan called the Teacher Data Plan that provides a 2GB tonnage for
internet usage.

The Altitude smartphone is a technological device that is given in addition to the data plan as a tool
for teachers to utilize the data plan for teaching and learning. This document details the processes
that are involved in the operational management of the Altitude phones that are distributed to all 4G
school teachers under the 1BestariNet programme.

The following are the operational processes that have been identified by the project to provide
support to the teachers:

¢ Lost / Missing Devices

e Faulty Altitude & Accessories Replacement (To Be Finalised)
¢ Faulty SIM Card Replacement

¢ New Teacher Registration

¢ Termination of Teacher Service

¢ Returns of Altitude Device
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2. Lost / Missing Devices

MINISTRY OF EDUCATION MALAYSIA

2.1 Business Rules

The Altitude device is loaned to eligible 4G school teachers to help them enhance their teaching and

learning experience. It is the responsibility of the teachers to ensure that the devices loaned to them
are securely kept in good condition,

However, if an Altitude device is lost or stolen, the stolen device has to be replaced with a new one at
the teacher’s expense.

2.2 Process Flow

N/A.

2.3 Assumptions

N/A.
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3. Faulty Altitude and Accessories RMA / Replacements (To Be Finalised)

o
MINISTRY OF EDUCATION MALAYSIA

3.1 Business Rules

There could be a small percentage in which the delivered Altitude devices have manufacturing defects
such as-a cracked screen, failure to boot and faulty buttons. In this case, the teachers are eligible to-
raise a request via JPN and PMO 1BN F2 to YTL Communications for device replacement.

However, it is at YTL Communication’s discretion of whether the device qualifies for a replacement.
There is a checklist for defects which are considered as manufacturing defects and those which are
considered as defects due to negligence. Cases belonging to the latter do not qualify for a
reblacement.

The accessories that are covered in this scope are only the following:

1. Phone Battery
2. Phone Battery Charger

3.2 Process Flow

The diagram below visualizes the standard operating procedure (SOP} for replacement of faulty
Altitude devices.

PROCESS FLOW: 1BESTARINET ALTITUDE DEVICE RMA (FAULTY DEVICE & ACCESSDRIES)

A He| it
— CHE Rt to toute

¢alltaYESLars
/
TEACHER Call Halpdecicta Print & paccage RMA
m report of fauly Complete fortn und device 12 be Recelve replaced End
RMA form davices
Hevice sent for raplacement y
b

YES CARE Groghe Direct teacher io Create ke, uploal form

Foima oatine RMA farm & sssignte Deviceteam

Locistics Lollect peckag Consolidate alf
ckage :
VENDOR containing RMA packagarty erdof Send prclages o Vil Delbrdovizes
{POS M'SIA] Torth end davice, roek L uck ta teachiers
-

Padorm Closa tcketsang
YT P‘""":v:::"s"b‘ replacementson h::;'“u ";m’l': undate IMET
Fcuhydw»::s plckup rocords

Varify all
BTP raplacarants
performed
Figure 1 Process Flow for Faulty Altitude & Accessories Replacement
Step | Owner Description Next Step

0 - Start of process. Go to step 1.
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Step | Owner Description Next Step
1 Teacher Teacher calls helpdesk to lodge a faulty | Go to step 2.
device issue,
2 YES Care YES Care team directs teacher to the | Go tostep 3.
online RMA form to fill up details.
3 Teacher Teacher completes the online RMA form, | Go to step 4.
providing sufficient information and clicks
“Submit”.
4 Teacher Teacher prints online form that is sent to | Go to step 5.
him/her via email. Teacher then packages
device and form into box for delivery.
5 YES Care At the same time, YES care creates a ticket | Go to step 6.
and assigns it to YTLC Device team.
6 Logistics Vendor {(POS | Collect packages containing the Altitude | Go to step 7.
Malaysia) device and RMA form received from
teachears.
7 Logistics Vendor (POS | Consolidate packages from all post offices | Go to step 8.
Malaysia) by the end of week 1 at a central area or
location.
8 Logistics Vendor (POS | Send packages in a batch to YTLC | Gotostep9.
Malaysia) designated location for replacements.
9 YTLC Receives packages from Logistics vendor | Go to step 10.
in correct quantity.
10 | YTLC Performs replacements on the faulty | Goto step 11.
devices or accessories.
11 | PMO1BNF2 Verify that all replacements are | Goto step 12.
performed, and sign off.
12 | YTIC Inform vendor to pick up packages. Go to step 13 & 14,
13 | Logistics Vendor {(POS | Deliver packages back to the owners | Go to step 14.
Malaysia) based on the return addresses.
14 | YTLC Close tickets assigned in CRM. Go to step 15.
15 | Teacher Receives replaced devices. Go to step 16
16 |- End of Process. -
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3.3 Assumptions

T il
MINISTRY OF EDUCATION MALAYSIA

It is assumed that the teacher provides all the component of the phone / accessory as per the
checklist in the RMA guideline. Also, teachers would not send in faulty devices due to negligence.
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4. Faulty SIM Card Replacements

4.1 Business Rules

The Altitude device also comes with a YES SIM card that enables internet data access. SIM cards can

be faulty due to manufacturing defect.

If the SIM card is found to be faulty upon receiving the Altitude phones, a report can be made to
Helpdesk for the SIM card to be replaced. This only applies to cases that are discovered within two

weeks of Altitude delivery,

DUCATION MALAYSIA

Su'bsequent replacements can be made at any YES Store, at a small replacement fee of RM 10.

Note: For Altitudes distributed in phase 1 between November 2016 and April 2017, the deadline to

report faulty SIM card units for free replacements is 30" June 2017.

4.2 Process Flow

The diagram below visualizes the standard operating procedure (SOP) for replacement of faulty SIM

cards.
PROCESS FLOW: 1BESTARINET ALTITUDE -~ FAULTY SIM CARD REPLACEMENT
SCHOOL Start Teaf:herre:ei.ves o] Teacharreports faulty ]_ l Teacher brings faulty ]
{TEACHER) Altitude deviee JIM Card to Helpdask SIM card to YES Store
Report casete Device
HELPDESK [ Services Yeam
‘L_.'
1BN DEVICE Arrange far SIM
SERVICES Replacement for » A A
TEAM teather
L 4
YES store staff A
YES STORE replaces SIM Card at End
R 10
TIMELINE Day1 Day 14
Figure 2 Process Flow for Faulty SIM Card Replacement
Step | Owner Description Next Step
0 - Start of process. Gotostep 1.

1 School (Teacher)

Teacher receives Altitude device together
with SIM card from the project.

Go to step 2.
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Step | Owner Description Next Step

2 School {Teacher) Teacher finds that SIM card is faulty / not | If within 14 days, go
functioning and reports faulty S$IM card to | to step 3.
Helpdesk.

Else, go to step 4.

3 | School (Teacher) Teacher brings. faulty SIM card to YES | Go to step 6.
Store.

4 Helpdesk Helpdesk logs a report to Device Services | Go to step 5.
teamn.

5 Device Services Team | Device services team arranges for a SIM | Go to step 7.
card for replacement.

6 YES Store YES Store staff performs replacement ata | Go to step 7.
smali fee of RM 10.

7 - End of Process. -

4.3 Assumptions

it is assumed that all teachers have already performed a quick validation to ensure that the SIM card is
properly inserted into the Altitude phone before lodging a complaint.
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5. New Teacher Registration for Altitudes

51

5.2

Business Rules

New teacher registration refers to the condition where a new teacher is being added to a 4G school,
whether by transfer or enrolment of a new teacher,

In order for these new teachers to be provisioned with the data ptan and Altitude device, PMO 1BN
F2 will need to inform YTL via a Service Order, providing sufficient information for the request to be
processed. Service Order forms are to be filled by every JPN before submitting to PMO 1BN F2.

Refer to section 7 for a sample of the Borang Permohonan Pelan Data, Borang Maklumat Guru
Berpindah and Service Order form.

Process Flow

The diagram below visualizes the standard operating procedure (SOP) for registration of new
teachers in 4G schools.

PROCESS FLOW! 1BESTARINET ALTITUDE~ NEW TEACHER REGISTRATION

Submkt complmied Na . "
PN Senvice Order form 10 Scl':;’?lh:o: Slga SAF &ON ri’;‘;ﬁfw ind
PHAD 1BN F2 for approval ehgibe r
Yes

Chack detalls and
approve reqiesL

PMO 1BNF2

Subenit Sarvioa
Order 10 YTLC vl
system
1
Provislon YES ID & inchude new
¥YTLC VIEIDH not acceunts in
provisioned claims documant
Altitude
rﬂ:};gis i ::f;:s .| DsherDevice L,@
Tmeune et Mo ES
Step | Owner Description Next Step
0 - Start of process. Gotostep 1.
1 | PN JPN submits completed Service Order | Go to step 2.

form to PMO 1BN F2 for review and
approval before the 14" day of the
menth. List can contain details of teachers
from YES 4G school, and also non-4G
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Step

Owner

Description

Next Step

school teachers who request for Altitude
with proper justification.

PMO 1BN F2

PMO 1BN F2 officer reviews request and
details submitted by JPN, and provides
approval.

Go to step 3.

PMO 1BN F2

Based on checking, PMO 1iBN F2 will
either approve or reject the request.

if approve, go to step

4,
Else, go to step 11.

PMO 1BN F2

PMO 1BN F2 officer consolidates lists
from all JPN and submits request via
Service Order before the 20™ of the
month.

Go to step 5.

YILC

YTLC team provisions new VLE IDs and YES
IDs for teachers and arranges for Altitude
devices to be prepared.

Go to step 6.

Logistics Vendor

Altitude packaging takes place based on
the number of new teachers being
registered, before the end of the
following month.

Gotostep 7.

Logistics Vendor

With the help of YTLC team, new devices
are being delivered to IPN.

Go tostep 8 and 9.

YTLC

New accounts that are provisioned are
included in the next month’s billing
claims,

Go to step 11.

JPN

IPN signs Delivery Note and SAP as proof
of acceptance of the Altitude devices.

Go to step 10.

10

JPN

IPN arranges delivery of the Altitudes to
the schools where new teachers are
registered at.

Go to step 11.

11

End of process.

5.3 Assumptions

It is assumed that sufficient details are provided in the Service Order to YTLC for requests to be effectively
processed in a timely manner.
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6. Termination of Teacher Service
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6.1 Business Rules

As with new teacher registration, PMO 1BN F2 also informs YTL Communications team of teachers
who have terminated their service, via the Service Order. In this case, these teachers are not.involved
in teaching and do not require the data plan and Altitude device. They are required to first fill up the
Borang Pemulangan Peranti YES Altitude (The Altitude Returns Form) that are available to them on via
the JPN or on the 1BestariNet site.

Returned devices are to be kept by JPN so that they can be collected by YTL Communications. The
proposed schedule for safety of devices and efficiency of process is that JPN informs teachers to return
devices towards the third or fourth week of the month, and YTL Cemmunications to collect on the first
week of the following month.

Upon receiving the Service Order, YTL Communications will then proceed to deactivate the teacher
data plan for these teachers and exclude the accounts from the next month’s billing cycle.

To visualize this:

e PMO 1BN F2 raises the Service Order to deactivate data plan for 10 teachers in the month of
January.

e YTL Communications proceed to deactivate the account.

»  Bill / Claims for the month of January (billing report submitted early February) will still
include the 10 accounts.

¢ The 10 accounts will be excluded from February’s bill.

Termination of service can be temporary or permanent, and below are conditions identified where a
teacher would not require his/her data plan or Altitude device:

¢ Teacher has his/her service terminated or passed away — this is to be informed by the school
headmaster / principal to JPN.

e Teacher has been transferred out of school or seconded to serve in PKG, PPD, PMO 1BN F2N,
IPN, PMO 1BN F2, other governmental departments or other agencies

e Teacher is on a study break (above 1 year)

s Teacher is on long medical l[eave {medical board approved cases exceeding 3 months)

e Teacher who is charged with disciplinary action (“Jawatan Pool”)

Note: YTL Communications will only proceed with deactivation for accounts that are formally
communicated through the Service Order. '

Refer to section 7 for a sample of both the Returns form and Service Order.
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6.2 Process Flow

The diagram below visualizes the standard operating procedure {SOP} for termination of

teacher’s service.

PROCESS FLOW: 1BESTARINET ALTITUDE— TERMINATION OF TEACHER'S SERVICE
et todommond
SCHOOL up Raturns form
{TEACHER}
P
N —’[ e ]_'b"m request o ]
]
01612 = e = e
mcreau o Wi |of s
TMELNE ! s &5
Figure 3 Process flow far Termination of Teacher's Service
Step | Owner Description Next Step
0 - Start of process. Go to step 1.
1 School (Teacher) Teacher or HM {in the case of teacher’s | Go to step 2.
death) fills up Returns Form available to
them via the website or JPN.
2 School {Teacher) Teacher or HM submits device and form | Go to step 3.
1o JPN via school admin for review.
3 JPN JPN reviews all request forms received | Go to step 4.
from schools.
4 JPN JPN approves requests submitted after | Goto step 5.
validating with internal records.
5 JEN JPN submits all forms to PMO 1BN F2 by | Go to step 6.
the 14% day of the month.
6 PMO 1BN F2 Reviews all requests received from JPNs, | Gotostep7.
7 PMO 1BN F2 Inform YTLC by raising a Service Order | Go to step 8.
before the 20" day of the month.
8 YTLC team YTLC team collects returned devices from | Go to step 9.
JPN and deprovisions the data plan for the
teachers submitted in the Service Order.
Confidential

This material is proprietary to YTL Communications and contains sensitive, personal and privileged information which is the
property of YTL Communications. This material is restricted for the use of intended and agreed recipient(s} only and cannot
be shared further. This material shall not be used, stored in any retrieval system of any nature, reproduced, copied,
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yes R
Step | Owner Description Next Step
9 YTLC team The deprovisioned accounts are removed | Go to step 10.
from billing in the following month.
10 |- End of process. -

6.3 Assumptions

It is assumed that sufficient details are provided in the Service Order to YTLC for requests to be
effectively processed in a timely manner.
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7. Sample Forms & Documents

7.1 Borang Permohonan Pelan Data

BORANG FERMMOHONAN
(PELAN DATA GURU 3G}

Nota: Perkhicmalan Pelan Bata Gurd hanya dibekalan kepada Pegawai Perkhidmatan Pendidikan yang bezkhidmal semasa di sekofal-sekolah
KPM mengikut syarat dan kelayakan yang ditetapkan|

Bahagian 1 « Butiran Pemehon Perkhidmatan Pelan Data Guru

Nama Gury Nama Sekolah
No. Kad
Pengenalan Kod Sekalsh
YES ID {jika
ade) Nama PPD
No. Telefon (yang
Alamat Emei boleh difiubungl)
Dengan inl sayz mengesshkan bahawa tempal saya bermastautin berada dalam fingkungan parkhidmatan fiputan
Catatan YES 4G TE
F 'amal Emal
awatan Rasmi

Saya mengesahkan bahawa semua makiumat dan kelerangan di etas adatah benar.

Tandatangan Tandatangan
Guru Pentadbir Sekolah
Tarikh Cop Sekolah

Sita kamukakan borang yang telah lengkap kepada pegawsl o Jabatan Pendldikan Negent

TRael 12

Figure 4 Borang Permohonan Pelan Data

Confidential

This material is proprietary to YTL Communications and contains sensitive, personal and privileged information which is the
property of YTL Communications. This material is restricted for the use of intended and agreed recipient(s) only and cannot
be shared further. This material shall not be used, stored in any retrieval system of any nature, reproduced, copied,
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Bahagian X » Pengesahan Permohonan Perkhidmatan Pelan Data Guru (oleh Jabatan Pendidikan Negeri)

Dengan ini disahkan butiran seperfi vang dinyatakan i Bahagian 1 fersebut adalah benar,

Tandatangan
pogawai Tarikh

;‘:g"a‘ami Cop Jabzian

Jawatan
pegawai

Bahagian 4 « Service Order f Kelulusan Permohonan Perkhidmatan Pelan Data Guru {oleh PMO ICT)

Diperakukan dan diluluskan permohonan Pelan Dala Curu lersebu!. Sda bekalkan perihid mengikut pesjanjian kentrak 1BastariNet
Fasa 2 yang berkuatkuasa semasa.

Tandatangan
pegawai

Nama Cop Rasmi

Tarikh

Bahagian 5 » Perakuan Penerimaan Permohonan Perkhidmatan Pelan Data Guru (oleh YTLC)

Tandatangan No, Telefon
Nama Ulasan
Tarkh

AT

Figure 5 Borang Permohonan Pelan Data page 2
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7.2 Borang Maklumat Guru Berpindah
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Nama Guim

No. Kad
Pengenalan

YES IO (jika
ada)

Alamat Emel

Nama Sekofah

Tarikh Berpindah
ke Sekelah
Baharu

BORANG MAKLUMAT GURU BERPINDAR
(PELAN DATA GURU 2GB & PERANTI YES ALTITUDE}

Nota: Perkhidmatan Pelan Data Guru adalah didaftarkan kepada 1D 1BestariNet guru secara individu dan boleh dibawa ke mana-mana sekolah
i mana guru lersebut berkhidmal, Narwn, adalah manjadi tanggungjawab gur tersebul untuk memberi maklumat leskini sekofah lempat guru
fersebut berkhidmat, sekiranya berpindah ke sekotah lain.

Bahagran 1 =« Butiran Guru Berpindah

Bahagian 2 « Maklumat Sekolah Terdahulu

Nama Sekolah
Semasa

Kad Sakclah
Semasa

Nama PPD
Semasa

Na. Talafon (yang
boleh dibubungi)

Kod Sekolah

Tandatangan
Gury

Saya mengesahkan bahawa semua maklumat dan katerangan di atas adalah benar.

Tasikh

Sita kemukakan borang yang tefah kngkap kepada pegawal di Jadatan Pendldikan Neger! semasa / terkinf,

ukanued)i2

Figure 6 Borang Makiumat Guru Berpindah
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Bahagian 3 = Pengesahan Guru Berpindah {oleh Jabatan Pendidikan Negeri)

Dengan Ini disahkan butiran seperti yang dinyatakan di Bahagfan £ tersebut adalah benar.

Tandatangan y
pegawai Tarikh

g;";d Cep Jabatan

Jawalan
pegawal

Bakagian 4 « Makluman {oleh PMO ICT)

Tandatangan
pepawal

Nama Coep Rasmi

Tarikh

Bahagian 5 « Makluman (oleh YTLC)

Tandatangan No. Telalon
Nama Ulasan
Tarikh

Figure 7 Borang Makiumat Guru Berpindah page 2
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7.3 Borang Pemulangan Peranti YES Altitude

BORANG PEMULANGAN PERANT!
(TELEFON PINTAR YES ALTITUDE)

G bk lagi Gurt menolak b i oyt
bertugas disekolah: panenmaar Khidmatzn: 5
“Tendaken YA B3 /TiDAK B
Nama Gure Nama Sekolah
Na. Kad Sek
Pergenalan Kod
YESID Nama FFD
No. Talefen Sebab penclakan
{(HF) Gur (ied j&a berkaitan)
Na, Sim CCHY

Nama Perantl Peranti (ika ada)*
No. IMEL#H No. Telefon
Paranti {YES Altitunde}
Saya mengesahkan bahawa semua meklumat dan keterangan di atas adafah benar,
Tandalangan Tandatangan
Gury Paadbis Sekolah
Tarikh Cop Sekolah
Notz * Maklumat Ho. Sim CEID boleh diperobahi cari pentadbir Sekolah

* Na. IME1 biel diperdieht peda bahagian dalam persal (* hasuken ro 21 #1)

Sita kemukakan borang yang telah lenghap kepata pagawal f Pusal Pangumpuian Pednghal Neged
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Dengan ini disahkan penesimaan peract dan aksesori

Bahagian 3 « Ponerimaan Pemulangan (Pusat Pengumpulan Peringkat Negern)

Senarar Serak Pemylangan Perant:

emmsnn——

Bakagran 4 » Pengesahan Pengrimaan Pemulangan (PMO KPM}

Tandatangan

pegawai

Nama .
pagwa Tawikh terima
Jawatan Ho. Telefon
pegawai pegawai

Tandatangan Taeikh Terima

Nama No. Telefon

.| Tandatangan . S Packaca v iIxX

pagawai

Kotk (YES)
Nama Peranti Atttude

wai

pega Kad sim
Jawatan Bateri
peqawsi

Kabel USB
Nao. teleion Pengecas batad
pegawai

Panduan Pengguna
Tatkh terima
perant o Ada | % Tiada

Bahagran 5 Pungutan Peranti Yang Dipulangkan t YTL Communications)
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7.4 Service Order Form

| Borang Service Order Pelan Data Guru |

e

A I TAM, PENDADTAN MALATSLA
Sl tordipken () yang berienoan:

d
. El I, Teacher/ serviee}
BL

No, Kad YES 1D Guru
Tarlkh |lawstan| Kod No, Tabefon | Ne. Telefon
Nama Feruh® Jantina* Pangenalan Lahirt . Sekolah* Emal® | futhisest perkiidmatan | Alamet Rarix 2 | Alemat Baeis 2 | Alnmat Barix3 | Porkod Mager] Rumah Simbl

Figure 10 Serivce Order Form



