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8:30 ~18:00

Dayl

Module 1 Introductions 7748

Module 2 Fundamentals of Service Management FR#IFEIE B

> Delegate Exercise BE#HE

Module 3 I1SO/IEC 20000 Clause Introduction 1SO/IEC 20000-1:2018 & 77 4R

Day2

Module 3 ISO/IEC 20000 Clause Introduction(Cont’) ISO/IEC 20000-1:2018 15 FA#8)
> Delegate Exercise BEHE

Day3

Module 4 ISO/IEC 20000 Audit ISO/IEC 20000-1:2018 #&1%
-- ISO/IEC 20000 audit process I1SO/IEC 20000-1:2018F& #3872
-- The audit stages TE#PEER

-- Third party certification schemes FE=775:EH%

> Delegate Exercise & Role play BE#EBNACIE

Day4

Module 5 Planning the Audit Stages 1 and 2 fRZIEZ T2 (PEER1FPEER2)
-- Audit planning %R

-- Sampling 1%

-- Checklists @&EFRZEH

Module 6 Audit Execution #1THE#Z

-- Ethics and control of the audit &1 7% %R & 24|

-- Questioning Techniques [EE IS

-- Audit Reporting TEZHE

> Delegate Exercise & Role play BE#EBNAEIE

Day5
(#¥X)

IRCA certification scheme and final questions |IRCARREHE R E&REIRR
Course review =31z EIER
Examination HI&&




