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SERVICE MANAGEMENT SYSTEM (SMS)

Design and transition of new or changed services
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Service Strategy and Service Design (ITIL v3)

Service Transition (ITIL v3)

Service Operation (ITIL v3)

Documentation management

Governance of other processes 
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Establish the SMS

Incident and service 
request management

Problem management

ISO 20000:2011 Service Management 
System and its processes

Supplier Management appeared in ITIL v3 (Service Design). Business 
relationship management is presented as a new process in ITIL 2011 edition.
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