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Base de Conhecimento para Atendimento a Usuários e Clientes
* Como implementar uma base de conhecimento eficaz
* Conceitos de gestão do conhecimento
* Conceitos de KCS (Knowledge-Centered Support)
* Método prático e objetivo
* Métricas e indicadores sobre gestão do conhecimento

Este eBook aborda a gestão do conhecimento aplicada a serviços de TI, sejam estes relacionados a suporte
técnico em atendimento a usuários finais ou clientes, ou ainda a SAC e shared services (centrais de serviços
compartilhados).
Está dividido em duas partes. Na primeira apresenta conceitos teóricos, explicados e comentados, da própria
gestão do conhecimento e, de forma inédita no Brasil, de KCS – Knowledge-Centered Support. Na segunda
parte desenvolve um guia prático de planejamento e implementação de gestão do conhecimento para serviços
em TI, resultando em uma base de conhecimento eficaz que pode ser constantemente atualizada e otimizada.
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From reader reviews:

Candice Delgado:

Have you spare time for just a day? What do you do when you have more or little spare time? Yes, you can
choose the suitable activity for spend your time. Any person spent their very own spare time to take a walk,
shopping, or went to the particular Mall. How about open or even read a book entitled Gestão do
Conhecimento em Serviços de TI: Guia Prático (Portuguese Edition)? Maybe it is to be best activity for you.
You recognize beside you can spend your time using your favorite's book, you can cleverer than before. Do
you agree with the opinion or you have some other opinion?

Mary Fleeman:

In this 21st hundred years, people become competitive in each way. By being competitive today, people have
do something to make these individuals survives, being in the middle of the crowded place and notice by
surrounding. One thing that oftentimes many people have underestimated it for a while is reading. Yeah, by
reading a e-book your ability to survive raise then having chance to remain than other is high. For you who
want to start reading a book, we give you this specific Gestão do Conhecimento em Serviços de TI: Guia
Prático (Portuguese Edition) book as starter and daily reading guide. Why, because this book is usually more
than just a book.

Latonya Sams:

Often the book Gestão do Conhecimento em Serviços de TI: Guia Prático (Portuguese Edition) will bring
one to the new experience of reading some sort of book. The author style to spell out the idea is very unique.
In case you try to find new book to study, this book very suited to you. The book Gestão do Conhecimento
em Serviços de TI: Guia Prático (Portuguese Edition) is much recommended to you you just read. You can
also get the e-book in the official web site, so you can quicker to read the book.

Mildred Vang:

People live in this new day time of lifestyle always attempt to and must have the free time or they will get lot
of stress from both way of life and work. So , when we ask do people have spare time, we will say absolutely
yes. People is human not a robot. Then we consult again, what kind of activity do you have when the spare
time coming to anyone of course your answer may unlimited right. Then do you ever try this one, reading
textbooks. It can be your alternative in spending your spare time, the actual book you have read is usually
Gestão do Conhecimento em Serviços de TI: Guia Prático (Portuguese Edition).
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