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1 -Information Technologylnfrastructure library (ITIL)
2-International Standard Organization (ISO)
3- HP ITSM Refrence Model
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1-Office of Government Commerce(OGC)

2-Central Computer and Telecommunication Agency (CCTA)

3-The Information Technology Service Management Forum (ITSMF)
4-Information Systems Examination Board(ISEB)

5-Examenistituut voor Informatica (EXIN)

6-Information Technology Service Management(ITSM)

7-Foundation Certificate

8-Practitioner Certificate

9-Manager Certificate
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1-Service Level Management
2-Financial Management for IT Services
3-Capacity Management

4-1T Service Continuity Management
5-Availability Management
6-Incident Management

7-Problem Management
8-Configuration Management
9-Change Management

10-Release Management

11-Service Desk
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1-Configuration ltems(CIL)s
2-Help Desk
3-Request for Change (RFC)
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Case Processing Summary
N %

Valid 44 | 88.0
Cases | Excluded® | 6 12.0
Total 50 | 100.0
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Reliability Statistics

Cronbach's Alpha | N of Items
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