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1SO20000 - ITIL & PDCA

* Incident Management * Service Portfolio
* Request Fulfilment Management

* Problem Management

* Access Management | Q Q
Act{3z1 = Planiti!

Checki®®  Do=ChE

* SLA Management
* Service Catalogue
Management

* Capacity Management
* Availability Management

* Demand Management
* Financial Management

* Change Management
* Service Asset and
Configuration

Management
* Release and Deployment * |IT Service Continuity

Management Management
* Knowledge Management /TS
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Keep Me Logged In
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Have You Read the Works of Peter Handke, the
2019 Nobel Prize Winner in Literature?

a

Library ITS Freshman
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Helpdesk&E1E (HENX. Z4E) EEE

Service Catalogue Last 16 days Request Origin last 16 days Pages: M) LOIC) - objects per page
i st Printer ~ Organization Status Business criticality Location Brand Model
:;:;;a ?m : ":"E‘ DEA—HERE A EBHITEH all| implementation  high ZIU-UOE Building Fuji Xerox DocuCentre-V 3060
3 phone
::::‘:”‘ ;: B onsite ZIERREDAFTENHL pall} production high 2ZJU-UOE Building undefined undefined
FCTN W omall
:“'“W""“w : i‘; UL _#RBBENTEIN 20U implementation  high ZJU-UIUC Building Fuji Xerox DocuCentre-V 3060
ccount Managemen
Multimedia Support 2 ZIUTARESMAHTEDHL aly| production high ZJU-UIUC Building undefined undefined
Application 33
Server Management 13 b — #2528 BEhFTEDHL palv) implementation  high Residential College A Fuji Xerox DocuCentre-C 3373
Others 28 [ Re st By Agent last 16 di
Incident 1 pen eI Jee e PIRP—REBEEEHTED 2U implementation  high Residential College A Fuji Xerox DocuCentre-V 3060
SIRILSE L : ::’Z:Z':’:Z‘in S EBE—#E A BENTEDL pall} implementation  high Library Fuji Xerox DocuCentre-V 3060
Request By Status last 16 days : S . EBiE &% BB TENHL all| implementation  high Library Fuji Xerox DocuCentre-VI C 2271
Fang Song Zhaozhao Shao
M Yunqu@Gian M Jianhao Xu 2 IB—RE R H B 8ITEIN pall} implementation  high Student Center Fuji Xerox DocuCentre-C 3373
W Yunzhe Gu M Fan Yan
: ::::’:’  Xin Wang " u,,m,:, HA— BB BEENITEN pall} implementation  high Learning and Teaching Building North A Fuji Xerox DocuCentre-V 3060
B New MiZhenan Zheng HB—4E A BENTEDHL pall] implementation  high Learning and Teaching Building North B Fuji Xerox DocuCentre-V 3060
W Escalated TTR
M Closed IR RPN R A B ENITEDH 21U implementation  high Art and Science Building Fuji Xerox DocuCentre-V 3060
W Assigned Open Request By Urgency . . . X
SCHEREAFTEDHL pall] production high Art and Science Building undefined undefined
i e Fn A FTENHL pall} production high Residential College A undefined undefined
o e THRIEEEEMITEN 20U implementation  high Administration Building Fuji Xerox  DocuCentre-C 3373
medium 4
high 9
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e Administrator
ITx& Change Approver
ITIRSE R Service manager

HelpDesk T#2!if | Service Desk Agent

Configuration Manager

= N Support Agent
4RIy
B LA Change Implementor

Service Desk Agent

—u—-—m | COnfiguration Manager
% 4

Service Desk Agent

Configuration Manager

Nyt e Support Agent
4
RENELE LRI Change Implementor

Service Desk Agent

‘ _ Support Agent
FEEATIED | Service Desk Agent




ISO200003LH; — i=4EHE

i

T ANMERI: REGGIEIERS | TEEERY, BUHEEES. &
EEIER. NIRRT, R . |
. SMERES: B, IEEN. AE AR IEEA BRSNS,

Bl RSS20 B AR
FF5 N punszig o] SN
Information Technology Services
. BT 5 L TSR o INTERNATIONAL CAMPUS
WIEe *Uiﬁ%%ﬂﬁ% »L@u Home Get Started ™ Senvices and Guides ™ Download ApoutITS ™ Online Help Request
2 e KA
[ErTON "
S B i
3 PR L TR
|
2
22 IT Service Category & SLA
4 Home >About ITS> IT Service Category & SLA
SH RGBT, &
5 . TR
Purpose of service catalogue & SLA IT Service Category & SLA
6 LT
ITS provides a wide range of IT services to support teaching, learning, research and administration.
. . . ) Newsletters
When several requests happen together, it may bring a disorder in service process. An SLA defines !
7 sk S H »Liﬂﬁ*u ?}figf"’”éfi an amount of time for a task to be completed, like resolving an incident or fulfilling a service e
"‘\ i magazine
catalogue order. This could reduce the effort and time needed to administer agreements and provide 2
better and more timelier information, lead to fewer service problems and faster resclutions when Contact Us
9 ERlES problems oceur. Finally result in a stronger leng-term relationship between ITS and recipients, N
Guidance
W5 B B
10 ‘ sk i n&%cﬁv&%@ et




Comments

Totl: 29 bjects (o [ New.. Ea
Pages: M4 2 3 WH objects per page

User Title Start User

et Caller date User comment Agent satisfaction

2019-11- Zhongyu was able to pinpoint the source of the

. The computer can't be KuanYoow problem quickly and resolved the issues Zhongyu .
Bl turned on Chan 11_ . immediately. I would like to thank him for his Zhang e e
16:17:50
expert help.
2019-11- =2 S S A
R-004987 FiEMZEESE Di Chen 11 Problem solved efficiently. Zhongyu Very satisfied N V)
16:02:53 Zhang h) x
:02: o
R-004942 UL AFREMIE Zhaozhao 3319-11- GOOD JOBS Yunqiu - o satisfied
2019-11-
R-004908 INTLMKE A Yunzhe Gu 07 IERRAVARR 7 IX AR Xin Ge  Very satisfied

15:00:12

. . : 2019-11-
—8 3BFcL . N 2830 > Preprene e g
R-004859 EZ?;E X3BFL XEnawel g SRR, R, R, S Very satisfied
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THE INTERNATIONAL CERTIFICATION NETWORK

CERTIFICATE

CQM has issued an IQNet recognized certificate that the organization:

Zhejiang University International Campus Library and Information

Center
Certification Add.:Room 109 and Room 227 of Leaming & Teaching Building B, and 1st Floor Senice Counter of Library,
No.718, Haizhou East Road, Haining City, Zhejiang, P.R.China

Post code: 314400
for the following scope:

The i i hnology service activities related to provide information
system ion and mai for campus users of Zhejiang University
International Campus Library and Information Center, located at Room 109 and Room 227
of Learning & Teaching Building B, and 1st Floor Service Counter of Library, No.718,
Haizhou East Road, Haining City, Zhejiang, P.R.China

has implemented and maintains a

Information Technol Service M
which fulfils the requirements of the following standard:

ISO/IEC 20000-1:2011
Issued on:2019-06-26

Expires on: 2022-06-25

Thés certificate will be invalidated on September 30, 2021 Gocording to 1S0/IEC 20000-1:2011 standard

This attestation is dircctiy tinked to the IQNet Partner's original .

Registration Number: CN-0022019ITSM059ROMN

Pl et

Alex Stoichitoiu Ji XiaoDong
President of IQNet General Manager of COM

IQNet Pertners™
AENOR Spain AFNOR Certification France APCER FPortugal CCC Cyprus CISQ Italy
©QC China COM China CQS Czech Republic Cro Cert Croatia DQS Holding GmbH Germany FCAV Brazil
FONDONORMA Venezuela ICONTEC Colombia_[nspecta Scrtifiointi Oy Finand INTECO Costa Rica
TRAM Argentina JOA Japan KFQ Korea MIRTEC Greece MSZT Hungary Nemko AS Nonway NSAI Ireland
NYCE-SIGE México PCBC Poland Quality Austria Austria RR Russia SII srael SIQ Siovenia

SIRIM QAS International Malaysia SQS Switzerland SRAC Romaria TEST St Petcrshurg Russia TSE
IQNet i in the USA by: APM €1sQ, DS g GmbH and NSAI Inc.

* The list of IQNet pastners is vali

iy

EITIRS

rkey YUQS Serbia

e time of issue of this certificate. Updated information is available under www.ignet-certification com



\#\ INTERNATIONAL CAMPUS
ZHEJIANG  UNIVERSITY

IR Z ElFREL & 0

y
TS A

I I AL AARAA 2 AN _
[ i e ;,.__ ATRIE SIRTRIRIMRIAIRININ BTH]
2 We'e! 3 R —— ‘ o : = 2 #
; .-_r § Pt = ,. 1= S Yo | é‘: }. S 'l.‘ ‘I,‘ %
e § N 3 o =4 _§F . 5§ ) o, [
. SR e el T
L ¥ Y

A I KFEPRER S P
EBERFL

FIKIE
Y O U lugiwang@intl.zju.edu.cn



