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Tek Noktadan Hizmet:
Kullanici Merkezli Ortaklik

llkay Holt, Bilgi Erisim Hizmetleri Midir(
Murat Gulver, Bilgi Teknolojileri Destek Muduru

45. Kutuphane Haftasi 3 Nisan 2009
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Organizasyonel Entegrasyon

* Birimler arasi etkin iletisim

* Verimli karar sureci

« Daha az maliyetli cozumler

» Etkin personel ve zaman kullanimi

== (Operasyonel entegrasyon
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Firsatlar
Kittiphane Bilgi Teknolojileri
. Kutuphane sistemi * Uzun saatler hizmet
- Teknik donaniml desteg
personel  |htiyaca yonelik
. Hizmetleri hizmet yaklagimi
kullandiracak  Olanaklarini daha
araglara entegrasyon etkin kullandirma

Artan hizmet kalitesi
Kullanici memnuniyeti
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Dikkat Edilecek Unsurlar

* Degisen roller

* Profesyonel kimlik
 Birlesen yetkinlikler
« Butceler
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Tek Noktadan Hizmet

 Yardim Masasi

— Istek yonetimi

— Servis odaklilik

— Yanit suresi & artan hizmet kalitesi
e Olculebilir hizmetler

— Gorev yonetimi
* Uzun saatler hizmet desteqi

helpdesk@ozyegin.edu.tr Dahili :2222  http://helpdesk.ozyegin.edu.tr
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1724 of 1724]

gj File Edit Wiew Group ©Customer Solution  Accessory  Report  AutoTask  ITSM Window  Help

-8 X
fi & =% LEEHE60 M4 HBGE 2 4 AaD@d. .
Call ID: 00002022 Stopwatch:  0:02:05  Count: 1 Status: Akand
A 431 Galisan Ekrani
—UNIVERSITESH

Adi Soyad |Tamer |F9|Y|Imaz |F9 Sistem Kodu F9 Sicil No |Manager
E-posta | Tamer.¥ilmaz@ozyeqin.edu.kr Cep Tel Dijer Tel
Diahili BinafCda Bitirn Cil Tercihi
Ad Sayad | [Fosistemkoda [ |rs  Siclto
Dahili EBinajCda E-posta
Adi Sovad | |F9 Sistern Kodu l:ng Sicil Mo
Drahili BirafOda E posta

Caﬁrl Kanit Ayrlntllar () Gorevlendirme (17 ﬂ Motlar ()

Etkinlik Hazirhk/Destek Se Turgn

Kaynak |Planh birim igleri | Kigisel Oncelkls | Acl dedil Cadri Durumu Atand hdl Oneelis | Acil dedil F3
Istenen Tamamlama Tarihi . . ! BeKlet |Bekletme Medeni b
) o Miidzhale Edildil ! Snernli Deﬁi;\klik‘ Ctiztim Agklamas: Sonlanma Medeni w

26/3/2009 Hilsni Ozyedin Yakh stkinlk talebi,

Cadr Nedeni
Higl |BMET v 2% Alanlan Temizle | m‘ 1k seferde mi cozildi?
Konu [Ses- Girinki ¢ |Hizmet|Ses-Garinta ~I|a a cev i R
Kategorifaynint |Etkinlik HazirikfDestek | Etkirlik. Hazirlikf Destek .
Diekay e Okamatik Gérey Yarat
Alt Detay ad

Aiihg |isins 27.03.200% | 10:26:27 Kaparniz

£ P E L0 A BBl e - Ry m B m R,
([ comussommnes |

Call Description

OzunHeat

ardim Masasi! Yazilimi
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Helpdesk Self Service Web Pages - Mozilla Firefox

Dosya Dizen  GordOndm  Gecmiz  YerImleri  Araglar  Yardim

- c {ut Iﬁ http: fihelpdesk,ozyegin, edu. trfheatwebGUL ozunweb, wgx ﬁ? M

@ En ok zivaret edienler ’ ik Adim |5 | Haberler

My Incidents - Last 50

Incident ID

Welcome Isin Sarioz (isins)

Incident Desc

Logout

AZYEGIN Helpdesk Self Service
00001674 Ayla harimin pda senkronizasyon sorunu —LINIVERSIT ¥Y—

00001524 205 nolu sinifta projeksivon garinkd sorinu,

| *

00001618 Ayse Geng'in bilgisavar ve telefonun oda icerinisinde

00001504 Weni ige baglayan personel Isik Tabay igin po bemin e Announcements“ Incident Details

00001791 Masuhi bevin Notebookkaki docking st. sl it

00001751 I5ik Tabay personel hesap agiis. Incident ID 00001897 Incident Status Kapal

[TEEe Toshiba ofisindeki havalandrma calgmrvor. Customer Isin Sarioz Received Time Z2009-03-19 14:08:47
00001476 Helpdesk ihlal mailleri hd-opt@ozyeqgin adresinden be Reported by Target Time 2009-03-24 11:08:00
00001 4435 F.kat 2.poe switchde 356 nolu port ipphone vlan nin. Owner Closed Time 2009-03-23 16:41:27
00001336 Weni personel ise baglama iglemleri, Severity 3 - Onemli

00001 554 Yeni personel ise baglama iglermleri. Muray Ozigik.

00001327 Yeni personel ise baglama islemleri, Al Beba Incident Description Solution

00001251 veni personel ise baglama islemleri. Gonca Badel Projeksivon Sorunu 103 nolu sinif, Iglern yapimad.

00001230 Deneme.

00001165 From: Miige Belbes Sent: Thursday, Movember 27, 2
00001152 z:\_gesitli bilgitbelgeler\ou telefon ve adres bilgileri
00001061 Sinan Tan . Yeni personel hesap agilis

00001080 Meltern Temizel, Yeni personel hesap aglhs,

00001079 Tekin Erkan. Yeni personel hesap agilg), Journal Notes

00001058 From: Bahar Basim [mailko: gbbasim@yahoo.com] Sel

Entry Date Entry Time Created By Entry Text
00001057 ----Criginal Message----- Fram: Ali Ozer Ercan [mailkc

00001030 ‘eni personel hesap aciliz,
00001029 weni personel hesap acilis.
00001025 Yeni personel ise baglama islemleri. ismail an
00001022 Weni personel ige baglama iglamleri,
00001006 ‘eni personel hesap acilizi,
00001005 Weni personel hesap acilis,
00001004 ‘eni personel hesap agilis.
00001003 Weni personel hesap acilis,
00001002 ‘eni personel hesap agilis.
00001001 Weni personel hesap acilis,
00001000 Yeni personel hesap apilig,

v
SLUTLRTEE [ [ AR Wi bt

My Active Incidents

My Incidents - Last 50

Create Incident

Fill Post Incident Survey Add Journal Mote

Tarnamm

kK Web Arayuzu
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* PDF Complete Special Edition
File Edit Yiew Help

'r'Q‘ Esaveacnpy \E QSaarch |@‘ -_fi. -‘ﬁ. D E Q 125% - @ i@_l 8 %%W t

calls received in spedified period by call bypedz.pdf m|
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All Calls Received between 2009-03-23 and 2009-03-27
i
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&
@
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Q
s
2
E
H]
z
2. £ 8 8 ¢ & 6. 35.%-.F $gT 5 ESE_ E 3 P E 8 F 5 : S OB %
tEER. @ € § 06 = B S« FESS E «8 & £ §:2fs3 6 & 2 & 5 3% 3 % § S5 3
58 >7 'n N X E WEEsYs E3 2 Eo g s 3dg 2 b & g 2 £§ T 0 o 8
Sfx3 B & 5§ g 33g5Efgc g 5 §§1° 2h 3y 3 £ 534 3 3 s
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g 92 o Ca 8 o T E@ -l 5 5 ED == =
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Diger Subtotal of Call ID: 12 15%
all ID Customer ID Priority Category Call Source Status Received By DIT Closed By
00001986 muratg 3 Ditier Planl birim igleri Atand Muratg
25.03.2008
15:28:52
00001979 meleke 3 Diger Yiz ylize Takipte Muratg
25.03.2009
10:03:04
00001984 esins 3 Diger E-posta Takipte Muratg
25.03.2009
14:00:26
00002014 canera 3 Difier Telefon Takipte Gulizarm
26.03.2009
15:53:16
00002017 nils 3 Diger E-posta Atandi Muratg
26.03.2009 7
. i ?___

QO] 2[00
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*_Call Logging - [Report - SLA_Status_By_Assignee]
@ Fie Edt Wew Group Customer Solution  Accessory  Repork  AutoTask  ITSM Window  Help

| S| 2o | BG4 b bR piz @G AMMDIDA ;o
@ ST o w[ 1 X % (% v susiemsomocts
Preview
EMET
—OZYEGIN— Gérevli Bazinda SLA Durumu T
—UNIVERSITESH— 25.03.2000 - 27.03.2009 Page 1 of 2
BMVBT ¥ arcim Masasi
SLA Durumlan
M Mormal
M Ihlal
W Uyan
Prnted On 27032009 10:54:48
Gie vl Bazinda §LA Owrn o
Ei] EIEIE
Feady OzunHeat 2 7| [TH & 1B <

SLA Raporu
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Dosya Digen Gorindm  Gegmis  Yer Imleri  Araclar  Yardim

b c ot I ﬁ http://helpdesk, ozveqin, edu. tr/heatwebGUI ozurweb wgx ii'f M

|8 En cok zivaret edilerler 4 1k Adm 5 | Haberler

Post Incident Survey for 00001818 Welcome Isin Sarioz (isins)

-} - Logout
H  Please respond HZYEGIN Helpdesk Self Service
N Have we responded your request on time? UNIVERS [T\‘
0 @) Yes O Mo () Mo Feedback
0 Have we resolved your issue/problem on time? Annuuncements” Incident etails
o @) Yes (O Mo () Mo Feedback
Info
" ~ ~ ~ Incident ID 00001618 Incident Status Kapal
o Was the solution provided satisfactory?
1 @ ves O Mo () Mo Fesdback Customer Isin Sarioz Received Time 2009-03-16 15:54:43
Reported by Target Time 2009-03-24 09:54:00

" Owner Closed Time 2009-03-15 1712327

Was the help desk team kind and understanding? _ N X
8 Severity 4 - Az Onemnli
" @) Yes O Mo () Mo Feedback
N Incident Description Solution
o Your Feadback (first 250 characters will be saved) fvse Genc'in bilgisayar ve telefonun oda Talep karsilanmistir,
A icerinisinde ver degistirlmesi,
0}
K
0}
0}
e Journal Notes
I8 Ny Ny

Crwverall Satisfaction Rate |A-Excellent ~ | Entry Date Entry Time Created By Entry Text
0}
:
0}
niniop yurney T T BT T 1o TG o T T TS et T T ToT T e T

00001022 ‘Yeni personel ise baglama iglemleri,
00001006 ‘Yeni personel hesap acilis.
00001005 ‘feni personel hesap acilisi,
00001004 ‘eni personel hesap agihg,
00001003 ‘eni personel hesap acilis.
00001002 ‘eni personel hesap agihgi.
00001001 ‘Yeni personel hesap acilis.
00001000 ‘eni personel hesap acilis,
(alalatatalat=To} R R e I hmm e mmilms :
My Active In

My Incidents - Last 50

Create Incident

[ Fill Post Incident Survey Add Journal Mote

Tamarmn
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lletisim

« Fakulte Kutuphanecisi

— Kontak kisi

— Ihtiyag analizi

— Koleksiyon (yazilim, e/kaynak) gelistirme
 Bilgi Okuryazarligi Programliari

— Oryantasyonlar

— Arastirma kaynaklari

— Teknoloji kullanimi
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Information | Information Services

Information 9

Homepage

Merhaba;

Sizlere bir hatirlatrna yapm;
olan dzel klasGrinizdeki ve
olarak yedekleri alinmaktac
alimmamaktadir. Bu anlamd
kaybolmasina neden olahbili
DVD dzerine almaniz maml

Bu konuda yardima ihtiyaci
Hello;

Information Services carrie
. It is not possible to back u
are any issues with your c
local drive, your files may b
DV D

If you need assistance on |
extension below.

Homepage

3605earch, kiitipl
arama motoru kul
bu arama motorur
istiyoruz. Commui
gideni isaretleyere
katilabilirsiniz. Ka
kitap seti hediye ¢

Anket 16 Mart 20

360Seach is a too
simple search eng
representative of
process by choosi

survey or by sugg
among the partici

The survey period

Information Services

Homepane

—OZYEGIiN——
—4LINIVERSIT ¥Y—

Information Services

Information Services

Merhaba,

Posta kutunuzun limitini asmamak icin bagvurabileceginiz pek cok yontem oldugunu biliyor
muydunuz? Linki tiklayarak size yardimci olacak birkag ipucuna ulasabilirsiniz.

Dear Colleagues;

Here are some great tips to keep your mailbox under control . Click here for tips to help you
reduce your mailbox size.

AIYEGIN UNVERSITY INFORMATION SERMVICES

For further information contact:

. Librans Helpdesk
Librany == ) .
libinfo@@ozyein adu tr Library libinfo@@ozyedin edu tr helpdeski@ozyegin.edu tr
0216 559 21 55 libinfo@ozyein. edu ir 0216 553 21 55 Ext: 2222

Ext: 2222
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Egitime Teknolojik Destek

* Teknik ekipmanlarin kutuphaneden
odunc veriimesi

— Laptop, dokuman kamera, pointer, video
kamera vb.

* Ders Yonetim Sistemi (CMS)
« Community Space
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Son soz

* Beraber daha etkin calisma

* Daha etkin kaynak yonetimi

» Gelisen hizmetler

« Daha kaliteli hizmet /olculebilir
* Artan memnuniyet




