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Short ITSM 
exercise -
Timetable
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5 mins 
introduction

20 mins –
breakout rooms

Random 
assignment

30 mins – review

Group rapporteur 
shares the group 
task and findings

5 mins per group

5 mins wrap-up



ABC (Attitude, Behavior, Culture) exercise

qResistance to implementation of ITSM processes
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Resistance to implementation of ITSM processes
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Example 
NI4OS service 
provider

ITSM Train-the-Trainer webinar series, 16 September 2020 5

Offers a general computing service = VMs

The virtual infrastructure is created using federation 
of multiple infrastructure providers

Customers are the EOSC customers

Aims to be the best EOSC general service provider

Is determined to implement 
all FitSM processes Starting with these 6 …..



Putting FitSM into practice
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6 FitSM processes – one per each 
breakout room
ISM – breakout room 1

ISRM – breakout room 2

PM – breakout room 3

SLM - breakout room 4

CONFM – breakout room 5

CHM – breakout room 6

Each group has supporting materials for 
the assigned process
check under materials on the training platform

Use the whiteboard for brainstorming activities
•Print screen before exit to capture the output
•Rapporteur shares screen


