KURUMSAL
HIZMET YONETIMI
ICIN HIZLI
BASLANGIC

niyeden daha kis ance’larini olusturun
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ServiceDesk Plus



Her kurulusun BT'ye benzeyen cesitli
hizmet ekipleri vardir

insan

Kaynaklari SIELTE Idari Isler

Seyahat



Ancak hizmet sunumunda farkliliklari
vardir

ITIL, COBIT, ISO/ICE 2000 gibi referans BT icin Hizmet BT digi Hizmet
cergeve ve standartlari Yonetimi Yonetimi

%
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Self-service farklilii
Otomatik sdiregler ve is akislari

Metrik bazli gérinim ve mdsteri deneyimi
kaynakli bilgiler

Hizmet Yénetimi fonksiyonlari igin Teknoloji
Yonetimi



Cunkl boyle
gorundurler




Ve bunlara yol agarlar...

Farkli is
fonksiyonlarinda
hizmetlerin
standardize
edilememesi

Birden fazla ekip
ve aplikasyondan
olusan
birlestirilememis
son-kullanici
deneyimi

Farkli araclarda
tutulan ve benzer
verileri iceren ayri
veri silolarinin
olugsmasi

BT ekipleri ile diger
ekiplerin
birlestiremedikleri
sureg, arag ve
uygulama
yatirimlari yapmasi
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Peki bu hizmetler neden farkli?

BT'deki bircok operasyonel verimlilik sorunu teknoloji ve stire¢ otomasyonu ile ¢ozilmektedir.

BT'den farkli olarak,
teknoloji diger is
birimlerinin odaginda
degildir. Sonug¢
odaklilardir

Karmasik, maliyetli ve
hantal uygulamalar
baska bir buyuk sorun
yaratabilir

BT, stratejik teknoloji
projelerinin yer aldigi
bir yangin yeri gibidir
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Peki ya farkli
olmasaydi?




Bunun
anlami...

Son kullanicilarin
taleplerini, sorunlarini
iletmeleri ve izlemeleri
icin merkezi bir portal

v Kurum genelinde tek bir
aracla uctan uca hizmet
yonetimi
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Ve oraya
ulagsmanin en Iyi
yolu?

® Diger Is Birimlerinizin de yararlanacadi bir
kaldiwra¢ BT yaturumdur

@ Ve bunu hizli ve kolayca yapabilirsiniz
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KURUMSAL
HIZMET MASASINA
HIZLI-BASLANGIC

Sektor lideri, amiral gemisi ITSM
uygulamasi ServiceDesk Plus;
Dinya ¢apinda 100.000'den fazla,
Tirkiye'de ise 450°den fazla firma
tarafindan kullaniimaktadir
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Birden fazla

KURUMSAL "*‘ et msas
HiZMET MASASINA
HIZLI-BASLANGIC

Tek
Portal
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KURUMSAL
HiZMET MASASINA
HIZLI-BASLANGIC

60 saniyeden daha kisa slirede servis masasi
instance’lari olusturma ve dagitma
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Anahtar Ozellikler

Tek Kurumsal Bagimsiz Yardim  Hizmet Otomasyonu
Rehber Masasi Instance’lari

Hazir katalog ve sablonlar Merkezilestiriimis talep portali
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Tek Kurumsal Rehber

Kullanicilari, Hizmet Masasi instancelarini, kimlik dogrulamalarini, iliskilendirmeleri tek bir yerde tutun

ESM DiRrecTory (7]

Organization Details Enterprise Service Management in ServiceDesk Plus

Users
Verified Domains

SAML Authentication

Active Directory

Service Desk Instances

Enterprise Users

\
| esurora

Service Desk Instances
T HR Facilities Finance Travel
Service Desk service Desk Service Desk Service Desk service Desk

ESM Portal

©;



Bagimsiz Yardim Masasi Ornekleri

Her bir ig ekibi icin ayri hizmet masasi 6rnekleri olusturun ve kod icermeyen &zellestirmeleri
kullanarak dizenli hizmet sunumunu kolaylastirin.

EAYLKER

ESM Digectory 7]
Service Desk Instances
Organization Details

Jeors Departments can manage their service operations by creating an instance of ServiceDesk Plus of their own. End users consume the required services from the respective service desk instance.

Verified Domains

SAML Authentication IT Service Desk HR Help Desk Facilities Desk
This is the helpdesk portal for the ITd... This help desk portal is for HR depart...

Active Directary

Service Desk Instances

itdesk RL Name hrhelpdesk RL Nams facilities
ESM Portal IT HelpDesk . HR HelpDesk Facilities Desk
Owne catrin@zylker.co.in Owner martin@aylker.co.in amith@zylker.co.in
Users with permission for this insta cess Users with permission for this insta, Acces Everyone in the organization
Go to Instance Go to Instance Go to Instance
int other " f
esk



Hizmet Otomasyonu

[s hizmet yasam déngusiniin tim y

nlerini verimli bir sekilde yonetmek icin ITSM is akiglarini uygulayin

Requests  Problems anges  Projects

Servicedesk Configurations

Instance Settings | Regions | Sites

Operational hours | Holidays | Leave Types

Departments | Currency

N Customization

Helpdesk | Change Management

Project Management | Asset Management

Purchase Management | Additional Fields

User Survey

Survey Settings | Define Survey | Survey Preview

Survey Results

Solutions ~ Assets  Puri

ase  Contracts &

Users & Permissions
Roles | Requesters | Technicians

Technician Groups

_J Templates & Forms

Service Category | Incident Template

Project Template | Form Rules | Task Template

Reply Template | Resolution Template

Data Administration
Data Archive | System Log | Import Data
Export Data

* Martin Crowe ~
Instance : HR Helg

+NewRequest- & ¥ ~ Requester

Mail Settings

Mail Server Settings | Spam Filter

E-mail Command

Automation

Business Rules | Service Level Agreements

Notification Rules | Closure Rules
Preventive Maintenance Tasks

Technician Auto Assign

General Settings

Self-Service Portal | Theme Settings

Cloud Attachments



Hazir katalog ve sablonlar

Her is birimine 6zglu 6nceden olusturulmus sablonlar ve hizmet kataloglarini kullanarak departmanlar
arasinda hizmet yonetimi suirecini olusturabilirsiniz

@~ Martin Crowe =

Instance : HR Hi

Requests  Problems Changes Projects Solutions  Assets  Purchase  Contracts -]

Templates & Forms
Service Category Incident Template Project Template Form Rules Task Template Reply Template Resolution Template
Servicedesk Configurations
Users & Permissions Service Category

Mail Settings New Service Category  Copy template

Customization - ™ = Human Resource

Templates & Forms

. Service Template [+ 1-100f >a 3
Automation
Service Name Description Created By Show to Requester
User Survey
& New emplayee on boarding This template is used for a new employee System Yes
Data Administration
! & Employee exit This template is used by the employee who is exiti ... System Yes
General Settings & Company loan process This template is used by employees to apply for a ... System Yes
Apps & Add-ons = & Business Cards This template is used to apply for new business ca .. System Yes
DS iption Hlenees & Movement request This template is used to request movement of your ... System Yes
7 Department change request This template is to request change of department. System Yes
& Leave extensions This template is used to request for extensions on ... System Yes
& Requesting contractor visit This form has to be filled 3 weeks prior to bringi ... System Yes
& Update reporting manager This template is for Reporting Manager data correc .. System Yes

& Designation change This template Is used to update employee designati System Yes



Merkezilestirilmis talep portali

Son kullanicilarin intiyag duydugu tim hizmetleri, kisilerin erisim izinlerine goére tek bir portal
kullanarak gosterin

Welcome to Zylker.
How can we help you ?

Search content across multiple portals.

Which service desk do you need help with?

IT Service Desk : C Facilities Desk " HR Help Desk

This is the helpdesk portal for the | This help desk portal is for HR dep...

Copyright © 2016 ZOHO Corporation. All rights reserved



Bagimsiz ozellikler

Hizl Esnek Merkezi
60 saniyede bir yardim  Her ornek icin Uc¢ Kullanicilara Yardim
masasi instance’lari ServiceDesk Plus Masasi brnekleri igin
olusturun ve dagitin surimunden birini se¢in  merkezi bir portal
ve gerektiginde saglayin

surimler arasinda gecis
yapin.
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Cagrilari Instance lar !
arasinda tasiyin |

Her bir Instance icin (/K, tesisler
vb.) 6zellestiriimis entegrasyonlar

»
o~

Ekipleriniz igcin dogal terminoloji
ve modiilleriyle hazir Instancelar

Yol Haritasi
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Tesekkurler

me.vitel.com.tr

supportme@vitel.com.tr

[ ]
linkedin.com/in/manageendgine-turkiye/ |n

facebook.com/servicedeskplus f


https://www.linkedin.com/in/manageengine-turkiye/
mailto:Supportme@vitel.com.tr

