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LIVE - Konce pt Know Your Customer

Addressbhooks
Customer 360 cards
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Campaign @:" \ Service Desk
& Automation "'l

Reduce agent workload
Close deals faster
Improve process effectivnes
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Lnified and integratec

\-“ ITIL ready
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* User managment
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Virtual Front Desk
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I Digitize your business
£

Empower agents for remote service

Ticketing
Conversations with context
Custom workflows
Motifications and Escalations

o

Communication
Channels

Phone, E-mall, SMS, Fax, Video, Chat, =i Cualified digital signature included
Viber, FB Messenger, Whapp and other,
Letter, Meeting, Multichannel
Yiscover customer insights 4

Real-time, historical and analytical data
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LIVE Servis Desk - Segmenti

Service Desk
) Key ITSM ‘ SLM ‘ Ticketing ‘Automation

(1 |. processes
‘e

IT Service Management

. Incident and Problem Change Service Request
ot Management Management Management

Customer Portal

28% seifservice | Direct ' Service l Knowledge
Messaging Catalog Management

<.asSee

by QIr2eco

Reporting

/./-’ Cumulative Analytical

I Reporting Reporting

Administration
User Role System ' Audit
management management management

Address books

Public l Private Company l Vendor

Communication Channels

Email Video Direct Social

) Meetin
Phone N Chat Chat | Messaging | Media| " co"8
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LIVE SD — Osnovne prednosti

ITSM procesi Jedno mesto

kontakta
ITIL Framework LIVE Omnicl'.\anrlel
SD komunikacija

Automatizacija Kastomizacija i

Integracija
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LIVE SD — ITSM & ITIL kompatibilnost

e IT Service Management (ITSM) predstavlja process upravljanja i
unapredivanja IT usluga koje organizacija pruza krajnjim korisnicima
(eksternim ili internim).

e |TIL (IT Infrastructure Library) je okvir najbolje prakse
| preporuka za efikasan ITSM

* LIVE Servis Desk je projektovan u skladu sa ITIL
preporukama za ITSM
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Incident
i Problem Management Service Level @

ri Management Management [

Change
Management

Database e °
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Known Error

Service Catalogue
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Service Request @
Management = (

Configuration Knowledge
Management Management



Upozorenja

Automatizacija
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Klijent Klijent je
prijavljuje automatski
Incident prepoznat
Nalazi se Automatski
resenje ili se S D P potvrdena
traZe dodatne ro C e 5 prijava sa
informacije. brojem
Zahtev se
Y . kategorizuje,
.Re.savanj € docgiaje sé
mc:den'ta 'If prioritet i
prosledivanje automataski se

na visi nivo

startuju SLA
timeri




Jedno mesto kontakta

Svi zahtevi dolaze na jedno centralno

mesto, bez obzira na izvor \/

Ticketi se raspodeljuju u skladu sa
procesima i kompetencijama @

|lzvestavanje je jedinstveno
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Omnichannel nikacija

Phone
Email

Web Portal
SMS

Direct Messaging
Chat
WhatsApp / Viber



Kastomizacija

Integracija sa standardnim (AD, Single Si
specificnim aplikacijama

Promenjivi radni tokovi i procesi

a prema potrebama

lzmene prema zahtevima korisnika



Live SD

Omogucava korisnicima da lako
prijavljuju, monitorisu i prate
tok resavanja predmeta.

Dashiboard
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Lak pristup bazi znanja

=g L=l . 1] MR PHTETIE



) nha Portalu

Mogucnost hijerarhijske strukture katal®

Automatsko upravljanje pristupom i korisnicki

Service Catalog

Firewsll

5 CHG- Firewall
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Ticket: IN12736526

Ticket list Main View Details

Q_ What do you need help with?

Service Catalog

4

Business and Department Services v Database - select from the list or make a custom request
Employee Lifecycle Services v

Technical and Support Services v

Database v
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Request
1 looking at its layout
Mainframe

@®

v Mainfrar s
[y Problem with internet
-~ Hardware Procurement v h ctthatare d D dable ¢ D Request
Mainframe v k R

@ Messaging

Q

Network e

Personal Productivity Services v

ontent of a page Request

Custom Request

e Make Request
Can'tfind the
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Interni Servis Desk

Klijenti/Zaposleni

Osnovni zadatak Servis Desk platforme je Al mives Ul
da unapredi IT procese u kompaniji. koje obezbeduje IT sektor

Eksterni korisnici

Brze eskalacije ka
partnerima i dobavlja¢ima
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1. Servis Desk za podrsku funkcionisanju IP Telefonije

* Realizacije mreze IP telefonije za 2000+ korisnika
* Isporuka i implementacija internog Servis Desk resenja za podrsku
tokom i nakon implementacije
* Servis Desk funkcije:
= Upravljanje incidentima
= Web portal, email i tel. kanali (interni CC)

= Prijem i prosledivanje ticketa

= |zveStavanje
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2. Servis Desk za automatizaciju poslova odrzavanja

* Jedinstveni SD za sve poslove internog odrzavanja ili trebovanja

» Zahtevi se salju preko web portala ili email-a

» Zahteve salju korisnici sistema ili zaduzene sluzbe

* Svi korisnici sistema su registrovani u bazi

* |nicijalno se vrsi kategorizacija zahteva (smisleni zahtevi se obraduju)
* Integracija sa mobilnom aplikacijom

* SD Professional moduli: Incident, Problem, Change, SLM, Advanced Reporting
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3. Servis Desk za podrsku DMS-u i srodnim aplikacijama

Omogucditi zaposlenima prijavu incidenata i problema u funkcionisanju DMS-a
i drugih srodnih aplikacija, uz definisanje i pracenje toka i vremena resavanja

Integracija sa DMS platformom — direktna prijava problema iz DMS-a

Integracija sa LIVE platformom za prijem reklamacija

Servis Desk moduli za: - Problem Management
- Incident Management

- Service Level Management




Incident/Problem

Interna podrska - tokovi resavanja preko Servis Deska =~
1. nivo 2. nivo 3. nivo
(standardni korisnik)  |(napredni korisnik) (ekspert)

|

Zaposleni

tel, email, web

Self Service LIVE Servis Desk

Portal
@

ReSavanje

O |V

|V
@ ResSavanje
V '

O v



SD Essentials

SD Professional

SD Advanced

paketi

Incident Management
Service Level Management
Basic Reporting

Incident Management
Problem Management
Service Level Management
Knowledge Management
Service Catalogue

Service Request Fulfilment
Change Management
Customer Portal

Reporting

REST API

Configuration management
Contract management
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Technology for business,
solutions

WWW.See.asseco.com




