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Session Title Start Finish
1 | Registration 08:45 | 09:00
2 | Course Introduction 09:00 | 09:15
3 | Chapter 1 — Introduction to IT Service 09:15 9:35

Management — Concepts and Benefits

4 | Chapter 2 — Overview of ISO/IEC 20000-1: 2018 @ 9:35 10:00
- Introduction — Scope - Vocabulary

5  Chapter 3 —Relationship of ISO/IEC 20000-1: 10:00 = 10:30
2018 with other documents

6 | Coffee break 10:30 10:45

7 | Chapter 4 — Process Approach Management 10:45 @ 12:00
Responsibility

- Documentation Requirements

- Competence, Awareness and Training

8  Chapter 5 — Requirements for
a Management System (Clause 4)

9 | Lunch Break 12:00 | 13:00
10 | Chapter 5 — Requirements for 13:00 = 14:45
a Management System (Clause 4) (Con't)
11 | Coffee Break 14:45 | 15:00
12 | Chapter 6 — Establish and Improve 15:00 | 15:30
Service Management System (Clause 4.5)
13 | Chapter 7 — Design and transition of new or 15:30 | 16:30
changed services (Clause 5)
14 | End of Day Summary 16:30 = 17:00
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Session Title Start | Finish
1 | Course Recap 9:00 09:15
2  Chapter 8 - Service Delivery Process (Clause 6) 09:15 | 10:30
3 | Coffee Break 10:30 | 10:45
4 | Chapter 9 - Relationship Processes (Clause 7) 10:45 = 12:00
5 | Lunch Break 12:00 @ 13:00
6  Chapter 10 — Resolution Processes (Clause 8) 13:30 = 14:30
7 | Coffee Break 14:30 | 14:45
8 | Chapter 11 — Control Processes (Clause 9) 14:45 | 15:45
9 | Summary and End of Course 15:45 | 16:00
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