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9:00-16.30 | Introduction of ISO/IEC 20000-1

Process based approach

1SO20000 Overview

1S020000-1:2011 Requirement

Service Management System general requirements
Establish and Improve the SMS
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Time Topic
9:00-16.30 | Welcome back and review of Day 1
Design and Transition of new of changes of services
Service delivery processes
Relationship processes
Resolution processes
Control processes
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