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What is the ITU Academy?
The ITU Academy is the
main online gateway to
ITU’s capacity development
activities. It brings together
under one umbrella a wide
range of training activities
and knowledge resources in
the field of information and
communication technologies
(IcTs) and digital
development. The primary
objective of the ITU Academy
is to harmonize and integrate
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Benefits of Open Data
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5 Stars of Open Data

Communities Communities Code in the open

Bundle policy and source code
reusable and portable code
Welcome contributors

Make contributing easy

Maintain version control

Open Data General Principles h Require review of contributions
Principlesfor Strategic Principles Document your objectives
Cities Technical Principles Document the code
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Use open standards
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Welcome to CITYXCITY

Join the CITYxCITY Academy and learn from cities and
experts how to reap the benefits of digital i

The CITYXCITY Academy draws from the knowledge of 150+
cities & communities worldwide.

We have designed the most motivating learning paths for you.

i

Practical Approach Globally Oriented Build Foundations

Qur courses are designed to provide you
with the necessary skills to master the

CITYxCITY references knowledge and best
practices from international cities and

Whether you want to learn more about the
digital transfermation of cities and get
started with the basics or dive into mare

digital transformation of cities & experts to deliver you the best insights,

communities in a practical approach advance topics. We got you covered

A

The CITYXCITY mission

Hosted by the Open & Agile Smart Cities network, the CITYXCITY
Academy helps cities & communities 1o accelerate change and create
a positive impact for citizens across the globe

CITYCITY Academ

Watch on 08 YouTube

Our courses

Breaking the Silos on Local
Innovation

Breaking the sélos on Lecal Innovation, books
into two critical aspects of the public sector
when it comes to the theme of Innovation: how
do | commission it and how to host it? The
course s constituled of two modules which aim
toequip intermational city practitioners,

e Connected Places Catapull

CxC
ACADEMY

CITYXCITY Academy is brought to you by Open &

Introduction to the Standard
for Public Code

This course infroduces the Standard for Public
Code, a set of criteria and recommendations
that support public organizations to bulld
reusable and sustainable open source software
It includes guidance for policy makers,

. and develog

@ Foundatien for Public Code

free
Featured links.
Home: ‘Contactus
Courses Terms & Conditions
Aboutus’ Cookie Policy

Open Data for Cities &
Communities

Make the most out of open data: Learmn what it
is, how 1o get started and why data governance
i5 key for success

"a Nils Walravens, PhD
-~

Connect with us

Aglle Smart Cilles (0ASC).
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CITYXCITY
Academy is
brought to
you by Open

& Agile Smart
Cities (OASC).,
https://citybycity.
academy

Q, Advanced search ™ Webstore e-tech Contact us

Online learning

+1 My IEC

News &
resources

Where we make Who
a difference benefits

Standards
developrnent

Conformity
assessment

Programmes Who we
& initiatives are

Home / Programmes & initiatives / Academy & Capacity Building

Academy & Capacity

Buildi
A mix of learning services are available for different audiences

Access our online learning platform =

IEC

Academy &
Capacity Building

Public webinars

Supporting National Committees, Support for National Committees
IEC Regional Centres and other IEC
Departments to build knowledge,
skills and enthusiasm within the |EC

community and beyond

Registering for upcoming webinars gives you access
a wide variety of topics refated 1o standardization and
conformity assessment. Recordings and slides for
past webinars are also available

Offering NCs support with capacity building and
training activities

Read more

Read mare -»

B

Supporting conformity assessment Training for technical committees Services for academia

Supporting our Conformity Assessment Systems
warking with system secretariats

Facilitating development opportunities for [EC
committees and working groups

Integrating the concepts of standardization and
conf DHT\H)' assessment INto university eurricula

Read more = Read more - d more

Services for young professionals

Helping ¥Ps to learmn more about the IEC and its work.
Engaging in discussions with YPs to enhance
learning and capacity-building in the IEC. NCs can
also leverage support from |EC ACB to build their
naticnal YP programmes

Read more —

Academy &
Capacity Building
| IEC, https://
www.iec.ch/
academy

—

Platform for affiliate countries

Assisting affiliate countries via services such as
training about standardization and conformity
assessment, including Affiliate Conformity
Assessment

Read more

IEC Academy Platform

Looking for our online learning platform?

Follow the link 1o access the academy platform, available to all IEC experts as registered by National Committees on the Expert Management System

Future Skills for Smart Cities
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The leading platform

tificate

for ITU eapacity development activities

INTRODUCTORY

a8 course that provides an
overview of a topic or can be
taken by any learner without topic. It may be aimed at
having a specialized background professionals from other related
in the tepic areas

INTERMEDIATE

a courss that may require some
pra-requisite knowledge on the

——
———
————

Find courses based on their level

!

ADVANCED

a course aimed at professionals
warking on the topic and trying to
strengthen their core
competencies or acquire some
new ones with direct application
to their field

Upcoming online instructor-led & face-to-face courses

The ITU Academy catalogue offers a large selection of online, face-to-face and blended courses. If you are looking for

a specific course, browse through the catalogue below or use the advanced search.

o ) S —— 2 OCT rrmmcare 2 OCT  ONLINE
2 " e FACE TO FACE e FACE TO FACE .

Adrica
FRENCH
$300.00

Arab States X World or Multi-Regional
FRENCH EMGLISH
$500.00

#0227 INSTRUCTOR LED

2 . OCT  ONLINE

Warld or Multi-R:
FRENCH

Elaboration des politiques  Optical Access Networks:  Development of training
efficaces axées sur le FTTx modules for Design
développement de laBIG  — thinking

DATA dans les pays en =N

développement : cas des

infrastructures larges

bandes

01 . JAN  ONLINE SELF- O 4 . JAN  ONLINE SELF- o 4 . JAN  ONLINE SELF-
2021 PACED 2022 PACED 022 PACED

e

World ar Multi-Regional e World or Multi-Regional The Americas
" FRENCH, SPANISH, ENGLISH . ENGLISH SPANISH

Ciclo de vida, principios y
buenas practicas en la
elaboracién e
implementacién de la

How to ensure inclusive Introduction to Service
digital communication Quality Regulation
during crises and =

emergency situations
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La ée conceptuelle

P

appliquée aux TIC

Measuring digital
development:
Telecommunication/ICT
indicators

X022 INSTRUCTOR LED

o 4 . JAN  ONLINE SELF-
2022 PACED

5
World ar Multi-Rdghsnslll

EMGLISH

ITU Academy,
https://academy.
itu.int

Research,
Innovation &

Academia in ETSI,
https://www.etsi.
org/research

STANDARDS TECHNOLDGIES COMMITTEES MEMBERSHIP EDUCATION ABDUT PR Q
RESEARCH EVENTS NEWSROOM MEDIA LIBRARY ALGORITHMS & CODES WORK AT ETSI
CONTACT US WEBSTORE

Ressarch andards EU Research i " atting Learn more Research Helpdesk

extra_toc

WHY STANDARDS FOR RESEARCH?

Engaging in Standards groups at the appropriate stages of research and innovation cycles is crucial to the development of new and eveived technologies. Itis
important to identify resoarch topics for standardization at an early stage of 3l research projects in order to ensure that the requisite standards are available to the
industry when they are neaded to take the relevant new technologies to market.

Every ICT device. icati service | at many levels. Standards 5 Production
support ity across gies. They help create global markets and enabla networked
developrent. where innavation oceurs on top of existing technology platforms.

ICT standards embody a ‘state of the art’ of technology developmant. They are an essantial resource for
researchers in ICT. ICT markets are shaped by standards and if ICT research should lead to new products,
new services, or whole new markets, then clearly research must result in standardization activities,

Benefits of Research in ETSI
banafit from i i with ETSI's technical groups and gain earfy axposure and the

feadback from the standards community that is essential to be considered before taking the results of
research to full-market deployment. Research results need to influgnce standards in order to have a
market impact.

Research &
development

Inchustry benefits from faster exploitation of relevant research results and feedback from a far wider
community. Ressarch input is highly relevant to the sarty study phases of preduct development when multiple alternative technical salutions have to be
noed from to advam stote of the art.

ETSI Tools for Researchers

ETS1 offers many tools to support the pi iV ion between hers and Industry. bath in our st
warkshops and ovents, ETS| tools §

dards committees and also during our public

resparchers include:

Technical activities:

ETSI member research organizations may contribute to any
of the existing ETS| technical groups, both for the creation of
new work item and also for revision of existing d 3
They may drive the creation of "new” technical activities in
ETS! destined to standardize innovative technologies that are
not yet covered by the ETSI work programme.

Bring your ideas to ETS| and we can help you standardize
them and ensure a rapid time to market as well as the means
to build confidence for eventual public procurement.

Gisd¢o B i

8-point plan for Researchers

Standardization Is a business process which |s driven by industrial and commercial considerations. Reaching a collactive agresment on a technology through
consensus can bake time. but is surprisingly fast when interests are afligned, The following B-point plan provides researchers with a roadmap for bringing research
results into Standards,

ETSI'S RESEARCH STRATEGY
ET50s Strategy identifies clear actions to “Strengthen the linkage between RED and standardization”. These include:
. ing the icipation and by (Horizon 2020 / Horizon Europe and other) research programmaes / projects to ETSI Technical Committees

{TC4} and Industry Specification Groups [15Gs) including SGPP and anoM2M
+ Inflisance the work programma of research programimes in order to facilitate axploitation of the final ressarch results in ETS! standards activitias

« Inform all ETSI members of naw trends ging from research projocts and seek to build bridges between such projects and ETSE

activities
» Inform and educate bath Academis and the global research community of the ongaing ETS! tachnical work, so it may be used as & basis for their research
activities
Research, Innovation & Academia in ETSI
ETS1 has over 900 membars from Europe and beyond with more than 120 of them from the categories Research Pubdlic (43%), University [37%) and Research Private
(20%). Universities. research badies and SMEs have reduced ETS! fees designad b participation to

ETS1 seeks to increase the value and visibility of our academic and research membars through the use of dedicated events, webinars, educational materials,
onboarding of research results into our technical groups and providing ETSI support / partnership in selected EU rescarch projects.

We are looking for more ways to support our ETSI research and academic community and woud like to get your feedback and ideas on where we can help,

Should you have any i or simply contact 9.
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\ HOME St

AL
The Standards People

Smart cities and communities
Standardization to meet citizen and consumer

Standardization and Citizen Issues

requirements

OPEN Tt

el REPORT LINKS CONTACT

The News

The initiative

The standards
challenge

An Open
Consultation

Brsels. |1 December 2019

e ®

The Outcome

The Technical Report is published.
It can be downloaded from ETSI web site.

Standards are confusing for cities in the first place, and the needs of the citizen including usability,
accessibility, or data security are not often take into account. ETSI's Human Factors Technical Committee is
preparing a Technical Report giving an overview of standardization relating to the requirements of
inhabitants of or visitors to smart cities or communities.

The Report will explore how links between local communities and standardization can be improved and make
bodies. cities and policy-makers.

ppropriate recomr ions to

The concept of integrating community infrastructures, technologies and services in a smart way embraces

very many different standardization activities, from many different standards organizations.

Existing work so far is largely confined to standards activity within 1SO (support for elements of management

common termi common indi s, etc.) and strategic overviews in a number of SD0s (IS0,

IEC, ITU-T, ETSI. ISO-IEC/JTC1). However, not only are these activities fragmented, but very few have been

initiated with the citizen perspective in mind; they are generally driven by industrial requirements in terms of

technologies or service provision.
A survey has been launched in February 2019, covering a diverse
A su Ney selection of views, from every interested category of stakeholder, to
04/2019 ensure we can assess what citizens need, and how these needs can

be met. Our Report will reflect the views expressed.

The survey has now been completed.

The findings of the survey and the early synthesis of the team of
TWO awareness experts have been discussed and refined during two on-line open
open meetl ngs public consultations.

The two Awareness open meetings have taken place on 16 May 2019
and 16 September 2019.

A pU bliC discussion We have held a public open meeting in December 2019 to present the
. draft of the Technical Report and gather feedback. to help prepare
open meeting

our final version.

L The ETSI Technical Report will take full account of all standards
A TeChnlcal Report activities underway, will clarify whether further standardization is
06/2020 needed on citizen issues related to smart cities (e.g.. what, where,
when), and will support recommendations to be made at policy level.
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SERVICE MANAGEMENT
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Service Management System (SMS)

Context of the Organization

Organization and its Context Interested Parties  Scope of the SMS  Establish the SMS
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Policy Roles, Responsibilities and Authorities  Leadership and Commitment
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Planning

Risks and Opportunities Objectives  Plan the SMS

LTRSS A T — —~ -~ -~ O
Support of the SMS

Competence Awareness Communication Documented and Information Knowledge Resources
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Operation of the SMS
Relationship and Agreement

Business Relationship Management
Service Level Management
Supplier Management

Operational Planning
and Control

Service Design, Build, and Transition

Change Management
Service Design and Transition

Service Portfolio Release and Delopment Management

WAVY XA/

Service Delivery

Plan the Services

Control of Parties Involved

in the Service Lifecycle

Service Catalogue Management
Asset Management
Configuration Management

Resolution and Fulfillment

Incident Management
Service Request Management
Problem Management

Supply and Demand

Budgeting and Accounting of Services
Demand Management

Capacity Management Service Assurance

Service Availability Management
Service Continuity Management
Information Security Management

\ ~—  — —
Performance Evaluation

Monitoring, Measurement,

Performance Evaluation
Internal Audit
Management Review
Service Reporting

Nonconformity and Corrective Action
Continual Improvement

Analysis, and Evalution
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Service management system, ISO/IEC 20000-1:2018 Information technology — Service management
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ISO/IEC 20000 IT SERVICE
— APRACTICAL GUIDE
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Service Management Policy Document Control Procedure Continual Improvement Policy \ New/Chqnged Service
Service Management Plan Record Control Procedure Continual Improvement Procedure Policy
Audit Procedure Communication Procedure Nonconformities \ N\ Service Requirements
Audit Plans Meeting Minutes Corrective/Preventive Actions N Risk Assessments

External Documents
Audit Records

Employee Education, Training, Skills
and Experience Records

Improvement Opportunities
Manageemnt Review Reports and Records

ISO/IEC 20000 Documents

Support Documentation
User Manuals

Design and Transition of New or Changed Services

Design, Development and Transition PLans

Service Removal

Evaluations Service Removal Procedure
Specifications Service Removal Plan
Acceptance Recoards Customer Agreements

Team Training Recoards ~ Removal Acceptance Criteria
Transition Report Evaluations

Archived/Disposed/Transferred Data

Capacity Management Service Continutiy and
Requirements Availability Management
Plans

Requirements

Risk Assessments

Service Continuity Plans
Service Availability Plans

Test Records

Availability Monitoring Records
Review Records

Predictive Analysis
Resource Utilization Reports
Reviews

AN\
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Service Level
Management

Service Reporting

Reports Definitions
Customer Agreements
Reports
Communication Plans

Service Requirements
Service Level Agreements
Service Catalog Records
Review Records

Internal Service Agreements
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Resolution Processes

S S

Incidnet and Service Request Management

Policy

Incident Management Procedure:
Record, Prioritize, Classify, Updata,
Escalate, Resolve, Close

Maijor Incident Procedure

Incidents & Service Requests
Reports
Reviews

A A A A A A A A A A AV A A A AV A AV A A A A A4
Problem Management

Policy

Procedure

Problem Records
Known Error Records

Temporary & Permanent Fixes
Problem Reviews
Reports
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ISO has created a practical guide on how to manage services in today’s
dynamic service environment using ISO/IEC 20000-1:2018. Additionally, it
also describes how to incorporate popular management methods (such as
Agile, Lean or DevOps), service management frameworks and methodolo-
gies (ITIL®, COBIT®, CMMI-SVC®), and additional standards (ISO 9001,
ISO/IEC 27001, ISO 31000) into the IT service management system.

Service Request Managemtn proc.

J U @ = =
Configuration Change
Management Management
Policy Policy
Procedure: Record, Control & Emergency Change Definition
Track Change Schedule
Cl Type Definitions Requests for Change
CMDB Records Rollback Plans
Reviews, Analysis
o [J] /
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Release Management

Acceptance Criteria
Rollback Plans
Success/Failure Analysis

Release Policy

Emergency Release Definition

Plan, Deployment of New/Changed
Build, Test, Accept, Deploy
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Information Securlty Budgetmg /
Policy ~ and Accounting //
Risk Assessments ~ Policy
Audit Records ~  Procedure //
Security Controls ~  Budget(s) B
Security Incidents —  Costs A1
—  Reviews _</
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Business Relationship Management

Customer Complaints Procedure
Complaints Records

Customer Satisfaction Survey
Satisfaction Review

Customer Representatives Role Definition
Service Descriptions

Service Metrics Reports

Customer Meeting Records

Supplier Management

Contracts
Relationship Manager Appointments
Roles and Relationships

Dispute Management Procedure
Reviews
Performance Management Records

These benefits may include :
Loweroperatingcostsduetogreaterefficiency;
Increasedcustomersatisfactionduetoanenhancedserviceexperience;and
Greatereaseofoperationduetoamorestandardisedwayof

providing services.

ISO/IEC 20000 IT Service Management
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Availability
Management

Business
Analysis

Change
Control

IT Asset
Management

Problem
Management
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Service
Catalogue
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Service
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Architecture
Management

Capcity &
Performance

Incident
Management

Monitoring &

/
Event
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Release
Management
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Service
Configuration
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Service
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Continual
Improvement
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Measurement &
Reporting

Information
Security

Knowledge

N
N Mangement

N\

7

L
;ﬂﬁ/

7777

ue Chain (SVC) Activities
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Plan

D
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Design
& Transition
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Services &
Devices

L

Deliver &

Obtain/ support

Build

Information Technology
Infrastructure Library (ITIL)
- Service Design

\ Improve

Continuity Design ’
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Service a Service Level ?
Desk ’ Management
WMM
Service a Service Validation
Request ’ & Testing

Infrastructure and
Platform

Deployment
Management

Software Development &
Management

Technical Management Practices

Organizational
Change

Portfolio
Management

Project
Management

<
Risk
Management
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% Relationship
Management
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Service Financial
Management

Strategy
Management

Supplier
Management

Workforce & Talent

Management
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