GGALILEU

ISO/IEC 20000 Practitioner
Normas ISO

Live Training ( também disponivel em presencial )

- Localidade: Porto

- Data: 18 Dec 2023

- Preco: 2130 € ( Os valores apresentados néo incluem IVA. Oferta de IVA a particulares e estudantes. )
- Horario: Laboral das 09h00 - 17h00

- Nivel: Intermédio

- Duracéo: 21h

Sobre 0 curso

The purpose of the Practitioner qualification is to confirm whether the delegate has achieved sufficient
understanding of ISO/IEC 20000 and its application to be able to analyse and apply their knowledge to a
range of activities that would support organizations in conforming to the requirements of ISO/IEC 20000-
1, and achieving and retaining ISO/IEC 20000 certification.

Objectives:

- Understand the purpose, use and application of Parts 1, 2, 3 and 5 of the standard

- Assist and advise organizations in the achievement of conformance to ISO/IEC 20000-1 and
certification

- Understand, explain and advise on issues regarding applicability and scope definition

- Understand and explain the relationship between ISO/IEC 20000 and ITSM best practices, ITIL, and
related standards, ISO 9001 and ISO/IEC 27001, and how this can be used to support the
achievement of certification to ISO/IEC 20000

- Explain and apply the requirements of ISO/IEC 20000-1

- Explain the use of technology and tools to support the implementation and improvement of an SMS,
the achievement of certification and the on-going demonstration of conformity to ISO/IEC 20000-1

- Advise and assist in ISO/IEC 20000 certification readiness assessments to evaluate an SMS against
the requirements of ISO/IEC 20000-1

- Produce and assess a gap analysis supported by an improvement and implementation plan

- Understand, create, apply and evaluate a service management plan including the service management
policy and objectives

- Understand, create, apply and evaluate processes, procedures, process specific plans and process



specific policies required by ISO/IEC 20000-1
- Assist, advise and assess organizations on the implementation of continual improvement processes
- Advise, prepare and analyse organizations for an ISO/IEC 20000 certification audit using the

regulations of the APMG certification scheme

Exames

O curso inclui o respetivo exame de certificagao.

Conheca os prazos limite para realizacdo dos exames de certificacao.

Contacte-ngs, caso tenha alguma especifica sobre os exames.

Destinatarios

This qualification is aimed at practitioners, managers and consultants involved in an SMS

implementation and/or on-going activities based on ISO/IEC 20000.

Pré-requisitos

- The pre-requisite for this qualification is the APMG ISO/IEC 20000 Foundation which is specifically
designed as preparation for this Practitioner qualification or the ITIL Foundation qualification.

- APMG mandate that proof of ID is required from all delegates prior to taking the exam.

Programa

- ISO/IEC 20000 Definintions

- Purpose and definition of an SMS

- Specific reuirements of ISO/IEC 20000-1

- SMS general requirements

- Service management plan

- Roles required to operate an SMS

- Specific requirements of, and the ability to appropriately apply all Service delivery and relationship
processes, in order to support and achieve confirmity with ISO/IEC 20000

- Specific requirements of, and the ability to appropriately apply the design and transition of new or
changed services process, control processes and resolution processes, in order to support and
achieve confirmity with ISO/IEC 20000


https://www.galileu.pt/exames/#prazos
https://www.galileu.pt/exames/#contacto

- Applicability and scope of certification
- APMG Certification scheme



