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Base de Conhecimento para Atendimento a Usuarios e Clientes

* Como implementar uma base de conhecimento eficaz

* Conceitos de gestéo do conhecimento

* Conceitos de KCS (Knowledge-Centered Support)

* Método prético e objetivo

* Métricas e indicadores sobre gestéo do conhecimento

Este eBook aborda a gestéo do conhecimento aplicada a servicos de Tl, sejam estes relacionados a suporte
técnico em atendimento a usuarios finais ou clientes, ou aindaa SAC e shared services (centrais de servigos
compartilhados).

Esta dividido em duas partes. Na primeira apresenta conceitos tedricos, explicados e comentados, da prépria
gestéo do conhecimento e, de formainédita no Brasil, de KCS — Knowledge-Centered Support. Na segunda
parte desenvolve um guia prético de planejamento e implementagdo de gest&o do conhecimento para servigos
em TI, resultando em uma base de conhecimento eficaz que pode ser constantemente atualizada e otimizada.
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From reader reviews:
Raymond Hernandez:

The book Gest&o do Conhecimento em Servicos de TI: Guia Pratico (Portuguese Edition) can give more
knowledge and al so the precise product information about everything you want. So just why must we leave a
very important thing like a book Gestdo do Conhecimento em Servigos de TI: Guia Prético (Portuguese
Edition)? A number of you have a different opinion about book. But one aim this book can give many details
for us. It is absolutely appropriate. Right now, try to closer with your book. Knowledge or data that you take
for that, it is possible to give for each other; you may share all of these. Book Gestdo do Conhecimento em
Servigos de Tl: Guia Prético (Portuguese Edition) has simple shape however, you know: it has great and
large function for you. Y ou can search the enormous world by open and read a book. So it is very wonderful.

Adam Allen:

Nowadays reading books become more than want or need but also become alife style. This reading
addiction give you lot of advantages. The benefits you got of course the knowledge the actual information
inside the book that will improve your knowledge and information. The data you get based on what kind of
e-book you read, if you want attract knowledge just go with education books but if you want really feel
happy read one along with theme for entertaining including comic or novel. The actual Gestdo do
Conhecimento em Servicos de TI: Guia Pratico (Portuguese Edition) is kind of publication which is giving
the reader unstable experience.

ThomasKrieg:

The book Gestdo do Conhecimento em Servicos de Tl: Guia Prético (Portuguese Edition) has alot of
information on it. So when you read this book you can get alot of advantage. The book was written by the
very famous author. The writer makes some research prior to write this book. This kind of book very easy to
read you can find the point easily after reading this book.

Rachdl Morris:

Don't be worry when you are afraid that this book will filled the space in your house, you will getitin e-
book approach, more simple and reachable. This particular Gestdo do Conhecimento em Servicosde Tl:
Guia Prético (Portuguese Edition) can give you alot of good friends because by you considering this one
book you have matter that they don't and make you actually more like an interesting person. That book can
be one of astep for you to get success. This reserve offer you information that maybe your friend doesn't
learn, by knowing more than different make you to be great individuals. So , why hesitate? We need to have
Gestéo do Conhecimento em Servigos de Tl: Guia Prético (Portuguese Edition).
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