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4 Blended Learning
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¢ Instructor-led sessions
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! Case Studies
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3 Industry trends
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2 Help Desk

3 Focus Group

4 Usability

3 Perceived Value
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! Frequently Asked Questions (FAQs)
2 Good Practices

3 ticketing system
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! Formal support channels
2 Refine

3 Usage patterns

# User engagement rates

5> Service utilization levels
% high-level overview

7 drill-down

8 Analytics capabilities
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! Usage-tracking systems
2 Trend identification

3 Data-driven decisions

4 Critical milestones
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! Open lines of communication
2 Service Desk

3 bottlenecks

4 timeliness

3 service logs

6 daily reports

" Completed tasks

8 upcoming priorities
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! At-a-glance view

2 Service request prioritization
3 Stringent SLA requirements
4 Breach thresholds

3 escalation level
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! awareness
? Meeting cais who slaalsls commitments

3 Visual management techniques
4SLA performance boards

5 Special circumstances

¢ Jeopardize
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! robust system

2 Real-time status updates
3 High-impact

4 urgent

5 Appropriate attention

¢ Resolution timeframes
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! Complex

2 time-sensitive

3 Escalation Procedures

4 Robust resource allocation process
> Job satisfaction

¢ retention
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! Custom-built dashboard
2 Equitably distributed

3 over- or underutilized

4 Workloads

5 capacity issues

¢ overwhelmed

" Productivity
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! Touchpoints

2 Tailored

3 Email newsletters

4 Intranet updates

5 Face-to-face meetings

¢ Digital collaboration platforms
" Two-way communication
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! Formal surveys

2 Informal check-ins

3 Dedicated feedback sessions
4 Trusted advisor

3 Industry trends

¢ overall impact
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!identification

2 assessment

3 mitigation

4 monitoring

5 Technological changes
6 escalating

" High-impact risks

8 Contingency plan

° materializes
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! unnecessary alarms
2 Proactive approach
3 Underlying causes
4 Systemic problems
3 Proactive
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! Service-specific knowledge
2 Project retrospectives

3 Knowledge sharing

4 process maps

3 job aids

¢ troubleshooting guides
7FAQ

8 Cross-training
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! on-the-job learning

2 mentoring

3 Stay current with industry trends
4 Professional certifications

5 capacity building

¢ collaboration tools

7 Al-powered knowledge bases
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2 Reduce waste
3 Minimization of rework
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Farhad Abdollahyan, PMI-RMP,
PMP, PMO-CP

Saadi Adra, PhD, PgMP, PfMP
Mounir A. Ajam

Fola F. Alabi, MBA, PMI-ACP, PMP
Mohammed Dawood AlAssafi, PMP,
PMO-CP,

PfMP

Thaer Fathi AlAthamneh, PMP,
PMO-CP, PMO-CC

Haitham Alrasheed, PhD, VMA,
PMO-CC

Heba ALShehhi, PMP, PMO-CP,
PMO-CC

Abdulrahman Alulaiyan, MBA,
PMO-CC

Edgar Alvarez, MBA, PMP, PMO-
CC

Amireh Amirmazaheri, PMI-PBA,
PMO-CP,

PMO-CC

Ala' Yacoub Amr, PMP, PMO-CC

Tony El-Khoury Antonios, MBA,
PMO-CP,

PMO-CC

Charalampos Apostolopoulos, PhD,
PgMP, PfIMP

Bruno Otaviano Ferreira Aratijo,
MSc, PMP,

PMO-CP

Alfredo Armijos, PMP, PMO-CP,
PMI-CP

Kara Ayn Austin, PMI-ACP, PMP,
PMO-CP

Mete Aydin

Hilary Aza, PhD, PgMP, PIMP
Robert Azanero, PM4R, PMP,
PMO-CP

Akbar Azwir, Prosci CCP, PMP,
PMO-CC

Ahmed Saleh Said Bahakim, P30,
PMP,

PMO-CC

Abdulrahman Balubaid, PMP, PMO-
CC, PIMP
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Maria Cristina Barbero, PMI-ACP,
PMP, PMO-CP

Emilio Augusto Barbosa

Paulo de Tarso Barros, PMP, PMO-
CP

Ahmed Ibrahim Battisha

Mikhail Belov, PMO-CC, PgMP,
PfMP

Maria Belyaeva, PMO-CP, PMO-
CcC

Abdelilah Benhmidi

Xavier Billingsley, PMO-CC
Claudio C. Boros

Claudia Martins Bueno

Hazell Hassan Melendez Cabrera,
PMI-ACP, PMP,

PMO-CP

Carolina Vazquez Camarano, PMP,
PMO-CP

Joe Campa, PMI-RMP, PMP, PMO-
CP

Rodolfo Campos

Gart Capote

Julio Cesar Gusmao Carvalho
Frederic L. Casagrande
Alessandro Cavalcanti, PTE, PMP,
PMO-CP

Porfirio Chen Chang, PMP, PMO-
CP, PgMP

Brendan Cody, PMO-CC

Davi Cohen

Ana Maria da Graca Costa, PMP,
PMO-CP

Marcelo Cota, DSc

Fabio Cruz

Gilnei de Assis

Elmarie-Louise de Beer

Jose Abitia Nilo de Rivera, PMO-
CP, PMO-CC

Estelle Detrembleur, MBA, ChPP,
PMO-CP

Gaurav Dhooper, PAL-I, CSAPM,
PMI-ACP

Dimitar Georgiev Dimitrov
Abdelrahman Elsheikh

Clive N. Enoch, PhD, PMO-CP,
PfMP

Carlos Alexandre Espanha
Alexandres Hoyos Espinoza
Fernando Andrés de Cortillas Farias,
MBA,

PMI-ACP, PMP

Galen Garrison, CSM, PMP, PMO-
CP

Ahmed Kamel Ghanem, PMP,
PMO-CC, PgMP

Paula Cunha Lima Giudicelli
Jackie Glynn, MPM, PMP, PfMP
Giorgi Gogishvili, PMP, PMO-CP,
PMO-CC

Bernardo Jose Marquez Gonzalez,
PMP, PMO-CP,

PMO-CC

Nanysma I. Guerra-Flores, MEd,
PMP, PMO-CP

Katinka Halasz, PMP, PMO-CP
Ganie Hanifan, CBAP, PMO-CC,
PgMP

Heberth Campos Hernandez, PMI-
RMP, PMP,

PMO-CP

Christoph Hirnle, PhD, PMO-CP
Tarik Yassin Al Hraki

Mohammed Ahmed Hummadi,
MPM, PMP,

PMO-CC

Evgenii Ishchenkov, PMP, PMO-CP
Ebtihal Al Jassim, PMP, PMO-CP,
PMO-CC

Alamir Paulo Jinior

Rami Kaibni, CBAP, PMP, PgMP
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Gergely Keki, Prosci, PMP, PMO-
CP

Vahagn Keshishyan, PMP, PMO-CP
Sridihar Kethandapatti, PMI-RMP,
PMO-CP, PgMP

Deborah Kupty, PMO-CP

Ginger Levin, DPA, PMP, PgMP
Hugo Magalhaes Lourengo

Neeta Manghnani, MBA, PMP,
PMO-CP

Antonio Canas Martinez, PMO-CC,
PgMP, PfIMP

Vitor Massari

Yosra Torjmen Mekni

Claudio Mello, PMP, PMO-CP,
PMO-CC

Hatem Abdel-Wahab Metwalli
Peter Botond Mihok

David Miller, PMI-ACP, PMP,
PMO-CP

Walla S. E. Mohamed, PMO-CC,
PgMP, PfIMP

Lincoln Sant’ Ana Morales

Jose Luiz Augusto Gomes Moreira,
PMP,

PMO-CP

Brayden Mueller, PMI-ACP, PMP,
PMO-CP

Rakhmat Mulyanto, PMP, PMO-CP,
PMO-CC

Luis Negreiros, MSc, PMP, PMO-
CP

Trevor K. Nelson, PhD, PMP, PMO-
CP

Laura Lazzerini Neuwirth, Agile
PgM, PMP,

PMO-CP

Novelly Intan Nursavitri, PMP,
PMO-CP

Michael O’Connor, PMP, PgMP,
PfMP

Volodymyr Oros, PMI-RMP, PMP,
PMO-CP

Fernand Washington Padilha

Marc Pauwels, PMP, PMO-CP,
PfMP

Alfredo de Barros Pereira

Sergio Fernando Ferraz Perez
Miguel Pascual Perez-Alfaro
Carlos Victor Salvarez Pestana,
CSM, PMP,

PMO-CC

Americo Pinto, PMP, PMO-CP,
PMO-CC

Adilson Pize, DASSM, PMP, PMO-
CP

Monika Podkowinska, PMP, PMO-
CP

Roberto Henrique Pons, MSc, PMO-
CP

Juliana Prado, PMP, PMO-CP

Adi Prasetyo, PhD, PMP, PMO-CP
Tony Prensa, PhD, PMP, PMO-CC
Wael Ramadan, PhD, PMP, PMO-
CcC

Mahmoud Fathy Rashed, MBA,
PMP, PMO-CP

Vladimir Rasovic, PMP, PMO-CP
Claudia T. Rassalski, CA, PMP,
PMO-CP

Betsy Redden, PMO-CP

Luis Antonio Guardado Rivera
Adeline Rodier

Alessandra Almeida Rodrigues
Eleftherios (Lefteris) Rousoudis,
PMP, PMO-CP,

PMO-CC

Ahmet Rumiye, PhD, PgMP, PIMP
Julio Cesar Samorini



X2 g

a}jﬂg:ﬁf‘ﬂ.lﬁ);?))‘éw C)‘)Lk:.;\ LfLiJ)‘

Kelly Sandstrom, PMI-ACP, PMP,
PMO-CP

Natalia Slynko, PMP, PMO-CP
Cristian Soto, MPM, PMP, PMO-CP
Kris Sprague, MBA, PMO-CP,
PfMP

Sheldon St. Clair, PhD, FRSA,
PMO-CP

Abdurrahman Syahrawi, PhD, PMO-
CP, PMO-CC

Fuad Tahhan

Rogerio Tamassia

Regis Mattos Teixeira, MSc

Rodrigo Thahira, PMP, PMO-CP,
PfMP

Sofia Tissera, PMP, PMO-CP, PMI-
CP

Meiko Tourista, EPC, Prosci CCP,
PMO-CP

Zydra Tubelyte, PMP, PMO-CP,
PMO-CC

Bharatkumar Unercat, PMO-CP,
PgMP, PfMP

Kidian German Chavarria Velasquez,
PMI-ACP,

PMP, PMO-CC

Michelle Venezia, PMI-ACP, PMP,
PfMP

Eddy Vertil, PhD, PMP, PMO-CP
Ana Victoria Villalta, Mgt.

Ievgen Vyshnevetskyi, PMP, PMO-
CP

Kelvin Wan, PhD, PMP, PMO-CP
Leonardo Boles Wanderkoke

Jack Wu, RSM, PMI-ACP, PMP
Abdalla Yassin, MBA, PMP, PMO-
CcC

Krzysztof Zaborow
PfMP

Daniel Zitter, BSc,
Joseane de Fatima
Humberto Zuleta
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