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— Introduction to service management system BREEBRHANLE

— Overview of the ISO 20000 requirements ISO/IEC 20000-1:2018 Zsk#itt

Dayl - Implementationroadmap ElftznfA

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

— Implementation roadmap Eliizz AR

m  Define the scope of management system  E#%EE 542 H/E
Day 2 B Define service management policy TE&ZRRFFEZEER

B Define Leadership & Planning E&HREEHHER S

- Define Service Delivery Process TEZEARIFIRHRIZ

— Implementation roadmap &zt A
m Define Service portfolio E&ERFEAES

B Define Relationship and agreement E&HZEFRGERZ
m Define Supply and demand E&EZIEHFEK
m Define Service design, build and transition TEZERFEHRET - BEHARE
Day 3 B Define Resolution and fulfilment EZz#REAZER,
B Define Service assurance EERHBRZE
— Define metrics E&H=ZAIER
— Completion of SMS documentation SMS X#8I5EA%
— Audit and review of SMS  SMS HWTEZFES
— Certification process & iiz
i B
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