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5 9:00 ~ 17:00

— Introduction to service management system MRIEEBRHEN LA

— Overview of the ISO 20000 requirements ISO/IEC 20000-1:2018 ZZsk ik

Dayl - Implementation roadmap ElifiziAA

— Requirement for a Management System and the role of top management &%
mAREEEEAB ZEK

— Implementation roadmap EifzRAR

m Define the scope of management system TEEIEZHEHE
Day 2 m Define service management policy EERREEEER
B Define Leadership & Planning E&RBEHHEARE

- Define Service Delivery Process EZRIFIRHRIZE

— Implementation roadmap EfizRHA
m Define Service portfolio E&ERFAES
Define Relationship and agreement E&ZEF % ERE
Define Supply and demand E&ZIEHAFEK
Define Service design, build and transition E&RERET - BEHRE
Define Resolution and fulfilment EZ&zEREAZER

B Define Service assurance E&XEHFEFEE

Day 3

— Define metrics EEERER

— Completion of SMS documentation SMS SZHRISEAL,
— Audit and review of SMS  SMS WiEZ =&

— Certification process B&z& 12
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