
˸͙ͤͫ͟Σ муΦмлΦнлмн 

ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 

ɿʘʯʝʤ ʫʧʨʘʚʣʷʪʴ ʀʊ 

ʜʠʨʝʢʪʦʨʫ ʢʨʫʧʥʦʡ 

ʧʨʦʤʳʰʣʝʥʥʦʡ ʢʦʤʧʘʥʠʠ! 



2 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

ɺ ʜʦʢʣʘʜʝ: 

 

Č  ˿ ͙ͦ͗ͤͦͫͭ͡ ͙ ͔ͨͪ͒ͨͦͫ·͙͟͡ ͔ͨͪͦͭ͊͟ ͍ ͪͯͨͤ͟·ͻ 
ͨͪͦͣ·΄͔ͤͤ͡·ͻ ͙ͦͣͨ͊ͤ͟Ύͻ 

Č  ˴ ͊͟ ͍ͦ͋ͦͫͤͦ͊ͭΈ ͙͔͋ͤͫͯ͘Κ 

Č  ̇ ͔͙ͤͭͪ͊͊͘͡ͼ͙Ύ ͎ͯͫͯ͡Υ ͍͒ͦͦ͒· ͍ ͨͦ͡Έͯ͘ ͔͙͎͒ͤͦͦ 
͎͊ͭ͊ͦ͊͟͡ ͎ͯͫͯ͡ 

Č  ˾ ͔͊͡Έͤ·͔ ͪ͊͋ͦͭ· ͙ ͔ͪͯ͘͡Έͭ͊ͭ· ͔ͨͪͦͭ͊͟ 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 



3 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 

133-ʝ ʚ ʨʝʡʪʠʥʛʝ 400 



4 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 

 

 

Åɹʦʣʝʝ 80 ʦʨʛʘʥʠʟʘʮʠʡ ʚ ʭʦʣʜʠʥʛʝ 
 

Å8 ʊʝʨʨʠʪʦʨʠʘʣʴʥʳʭ ʦʙʲʝʜʠʥʝʥʠʡ 

ʚ ʈʦʩʩʠʠ 
 

Å15000 ʩʦʪʨʫʜʥʠʢʦʚ 
 

Å180 ʀʊ ʩʧʝʮʠʘʣʠʩʪʦʚ 

 



5 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 

ʇʨʦʙʣʝʤʘʪʠʢʘ: 
 

Å˿ ͙͡Έͤͦ ͔͔͔ͪ͊ͫͨͪ͒ͤͤ͊͡Ύ ͙ͦͣͨ͊ͤ͟Ύ ς ͻ͙͎ͦ͒ͤ͡ 

 

Å˨ ͔ͼ͔͙ͤͭͪ͊͊͘͡ͼ͙Ύ  
ˮ́ ͨͪͦͼ͔͍ͫͫͦ 

Åx ͙͔ͤͫ͘ ͔ͤ ͍͔͍͔ͯ͒ͦͭͦͪͤ͡  
ˮ́ ͙ ͔ͤ ͙͔ͨͦͤͣ͊ͭ  
ͫͭͪͯͭͯͪͯ͟ ͊ͭͪ͊ͭ͘  
͔͔͒ͨ͊ͪͭ͊ͣͤͭ͊ 



6 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

ʉʠʪʫʘʮʠʷ çʢʘʢ ʙʳʣʦè: 
 

Åʅʝʧʨʦʟʨʘʯʥʳʡ ʧʨʦʮʝʩʩ 

Åʆʪʩʫʪʩʪʚʠʝ ʬʦʨʤʘʣʠʟʘʮʠʠ 

Åʆʪʩʫʪʩʪʚʠʝ ʘʥʘʣʠʪʠʢʠ 

Åʉʝʨʴʝʟʥʳʝ  

ʥʘʨʫʰʝʥʠʝ SLA 

Åʇʣʦʭʘʷ ʩʭʝʤʘ KPI 

Åʅʝʫʜʦʚʣʝʪʚʦʨʝʥʥʦʩʪʴ 

ʧʦʣʴʟʦʚʘʪʝʣʝʡ 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 



7 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

ʂʘʢ ʦʙʦʩʥʦʚʘʪʴ ʙʠʟʥʝʩʫ??? 

 

 

 
 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 



˸͔ͦ͒͡Έ ζ͔͙͔ͨͦͭͪ͋ͭ͡Έ - ͨ ͍ͦͫͭ͊΅͙͟η  

 

͍͊͗ͤͦ ͔͍͔͙͔ͨͪ͒ͦͫͭ͊ͤ͡ ͔ͦͤ͟;͚ͤͦ ͼ͔͙ͤͤͦͫͭ ͒͡Ύ ͨͦͯ͡;͔͙ͤΎ 
͔ͦͤ͟;͎ͤͦͦ ͔ͪͯ͘͡Έͭ͊ͭ͊ 

8 

ʊʦʚʘʨʳ ʋʩʣʫʛʠ 

ʎʝʥʥʦʩʪʴ 

˨ˮ́ ͔͍ͨͪ͒ͦͫͭ͊͡Ύ͔ͭ ͎͙ͯͫͯ͡Η 

NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 



9 

ʇʦʪʨʝʙʠʪʝʣʠ 

ɿʘʢʘʟʯʠʢ 

ʇʦʩʪʘʚʱʠʢʠ 

  

  

  

NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 
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+ ISO 9001 

ʇʨʦʮʝʩʩʥʳʡ 

ʧʦʜʭʦʜ 

ISO 20000 

ITIL 

ʉʝʨʚʠʩʥʳʡ 

ʧʦʜʭʦʜ 

˴͡Ό;͔͍·͔ ͔ͣͦͣͤͭ·Υ 

Čˮ́ ͔͍ͨͪ͒ͦͫͭ͊͡Ύ͔ͭ ͎͙ͯͫͯ͡Σ ͍͔ͦͭ;͔͊ͭ ͊͘ ͙ͻ 
͔ͨͦ͒͒ͪ͗ͯ͟Σ ͊ ͔ͭ͊͗͟ ͔͔ͦ͋ͫͨ;͙͍͔͊ͭ 
͍ͨͦ·΄͔͙͔ͤ ͊͟;͔͍ͫͭ͊ ͙ͻ ͔͍͔͙ͨͪ͒ͦͫͭ͊ͤ͡ΎΦ 

Č˾͊͋ͦͭ͊ ˮ́ ͎͙͔ͦͪ͊ͤͯͭͫ͘Ύ ͙ ͍ͯͨͪ͊͡Ύ͔ͭͫΎ 
͔͍ͨͦͫͪ͒ͫͭͦͣ ͨͪͦͼ͔͍ͫͫͦΦ 

NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 
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˽͔͙ͪͣͯ΅͔͍ͫͭ͊ ͒͡Ύ ͙͔͋ͤͫ͊͘Υ 
 

Å˽ ͍ͦ·΄͔͙͔ͤ ͍͔͍͔͙ͯ͒ͦͭͦͪͤͤͦͫͭ͡ ͨͦ͡Έ͍͔͔͚ͦ͊ͭ͘͡ Ą 
͙͍ͣͦͭ͊ͼ͙Ύ 

Å˽ ͪͦͪ͊͘;ͤͦͫͭΈ ͙ ;͔͔ͭͦ͟ ͙͙͔ͨͦͤͣ͊ͤ ͫ ͎ͦͦ͟ ͙ ;ͭͦ 
͔͍ͭͪ͋ͦ͊ͭΈ (SLA) 

Å̇ ͔͙ͤͭͪ͊͊͘͡ͼ͙Ύ ˮ́ ͙ ͎ͯͫͯ͡ Ą ͘ ͤ͊;͙͔ͭ͡Έ͔ͤͦ 
ͫͦͪ͊͟΅͔͙͔ͤ ͊ͭͪ͊ͭ͘ 

Å˽ ͙͙͔ͦͤͣ͊ͤ ͊͘ ;ͭͦ ͨ͊͡;ͯ ͙ ͔ͤ  ͔͒ͦͪͦ͗ ͙͡ ΉͭͦΣ ;͔ͣ 
ͤ͊ ͪ·͔ͤ͟ΚΗ 

NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 



12 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

ʏʪʦ ʨʝʰʝʥʦ ʜʝʣʘʪʴ: 
 

Å̅ ͙ͦͪͣ͊͊͘͡ͼ͙Ύ ͨͪͦͼ͔ͫͫ͊ ͙ ͔͎͙ͪͦͪ͊ͤ͊͘ͼ͙Ύ ˮ́ 

Å̇ ͔͙ͤͭͪ͊͊͘͡ͼ͙Ύ ͍͔ͫͻ ˮ́ ͎ͯͫͯ͡ 

Å˾ ͊ͪ͊͋ͦͭ͊͘͟ ͔͙͎͒ͤͦͦ ͎͊ͭ͊ͦ͊͟͡ ͎ͯͫͯ͡ ͙ 
͎͍ͫͦ͊ͫͦ͊ͤͤ͡·ͻ {[! 

Å˾ ͔͍ͦ͊͡Ύ ͙͔ͫͫͭͣ͊ ͔͙ͣͭͪ͟ ͙ ͫͻ͔ͣ͊ ͙͍ͣͦͭ͊ͼ͙͙ 

Å̂ ͦͤ͟͡ ͍ ͫͭͦͪͦͤͯ ͙͍͙ͫ͊ͣͦͦ͋ͫͯ͗͊ͤ͡Ύ όSelf 
Service) 

Å˾ ͊ͫ;͔ͭ ͙͙ͫͭͦͣͦͫͭ ͔͙ͨͦ͒͒ͪ͗͟ 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 



13 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 

ʈʝʦʨʛʘʥʠʟʘʮʠʷ 



14 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 

ʈʘʩʯʝʪ ʣʶʜʝʡ ʚ ʉʊʇ 
 



15 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾! 

ʎʝʥʪʨʘʣʠʟʘʮʠʷ ʫʩʣʫʛ 
 

 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 



16 NAUMEN SERVICE DESK 4.0 ς ˽ ˾ˢˤˮ˶̎˹̍˯ ˤ̍ˣ˻˾!  

SLA 
 

 

˸͙ͤͫ͟Σ муΦмлΦнлмн ˢ͍ͭͦͪΥ ͔͍̅͒ͯͦ͡ ˴͙͙ͪ͡͡ 

ɼʆ ʇʆʉʃɽ �K�_�j�\�b�k �;�u�e�h �K�l�Z�e�h 

�B�g�n�h�j�f�Z�p�b�h�g�g�u�_ 
�k�b�k�l�_�f�u 

12,8 8  37,5% 

�J�Z�[�h�q�_�_ �f�_�k�l�h 4,5 4,7 

�L�_�e�_�n�h�g�g�Z�y �k�\�y�a�v 7,5 5,7 24% 


