


WORK MANAGEMENT AND THE USE OF TICS: A CASE STUDY OF ERP IMPLEMENTATION CIGAM IN THE MANAGEMENT OF SYSTEMS SERVICES INFORMATION
SUMMARY: 
Due to the growth of the service, organizations have been concerned in the development of processes and control mechanisms to manage the way of providing these services to their customers. In this scenario, apply models and standards, such as the ITIL® methodology and CRM policies that guide different kinds of organizations in good practices to manage and successfully control the services delivered and manage the relationship with their customers. This research focused on the process of implementing the service management module of an ERP tool, encompassing the referred methodologies and enabling interaction with other related business areas.
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