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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are members of
ISO or IEC participate in the development of International Standards through technical committees
established by the respective organization to deal with particular fields of technical activity. ISO and IEC
technical committees collaborate in fields of mutual interest. Other international organizations, governmental
and non-govérnmental, in liaison with 1ISO and IEC, also take part in the work. In the field of infermation
technology, I$O and IEC have established a joint technical committee, ISO/IEC JTC 1.

International Htandards are drafted in accordance with the rules given in the ISO/IEC Directives; Part 2.
The main tagk of the joint technical committee is to prepare International Standards:Draft International
Standards adopted by the joint technical committee are circulated to national bodies for. voting. Publicatjon as
an Internatiorjal Standard requires approval by at least 75 % of the national bodies gastihg a vote.

Attention is drawn to the possibility that some of the elements of this document'may be the subject of patent
rights. ISO and IEC shall not be held responsible for identifying any or all such-patent rights.

ISO/IEC 20090-1 was prepared by BSI (as BS 15000-1) and was @dopted, under a special “fasj-track
procedure”, by Joint Technical Committee ISO/IEC JTC 1, Informatién technology, in parallel with its approval
by national bgdies of ISO and IEC.
ISO/IEC 200Q0 consists of the following parts, under thegeneral title Information technology — Sgrvice
management|

— Part 1: Specification

— Part 2: Code of practice

iv © ISO/IEC 2005 — All rights reserved
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Introduction

This part of ISO/IEC 20000 promotes the adoption of an integrated process approach to effectively
deliver managed services to meet the business and customer requirements. For an organization to function
effectively it has to identify and manage numerous linked activities. An activity using resources, and managed
in order to enable the transformation of inputs into outputs, can be considered as a process. Often the output
from one process forms an input to another.

Co-orflinated integration and implementation of the service management processes providey the ongoing
contrgl, greater efficiency and opportunities for continual improvement. Performing)'the activities and
procepses requires people in the service desk, service support, service delivery and operation$ teams to be
well organized and co-ordinated. Appropriate tools are also required to ensure that the, processe$ are effective
and efficient.

It is alssumed that the execution of the provisions of this part of ISO/IEC 20000 is entrusted to| appropriately
qualiffed and competent people.

An International Standard does not purport to include all necessary provisions of a contract. Users of
Internjational Standards are responsible for their correct application:

Comglliance with an International Standard does not of itself.éonfer immunity from legal obligations.

© ISO/IEC 2005 — All rights reserved \"
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INTERNATIONAL STANDARD ISO/IEC 20000-1:2005(E)

Information technology — Service management —

Part 1:
Specification

1 Ycope

This |part of ISO/IEC 20000 defines the requirements for a service provider tQ“-deli
servides of an acceptable quality for its customers.

It may be used:

a) businesses that are going out to tender for their services;

b) businesses that require a consistent approach by all service provideérs in a supply chain;
c) service providers to benchmark their IT service management;

d) the basis for an independent assessment;

e) an organization which needs to demonstrate. the ability to provide services that m

requirements; and

f) an organization which aims to improve. service through the effective application of
onitor and improve service quality.

Service Delivery Processes

Information Security

Capacity Management Service Level Management Management

Service Continuity and Service Reporting Budgeting and

Availability Accounting
Management for IT services
Control Processes

Configuration Management

Release |~ ChengeManagement 1~ Relationship

er managed

pet customer

processes to

Processes Resolution Processes
Proce BusinessRetationship
Release Management Management

Incident Management

Problem Management Suppiler hlanagiensent

Figure 1 — Service management processes

This part of ISO/IEC 20000 specifies a number of closely related service management processes, as shown in

Figure 1.

The relationships between the processes depend on the application within an organization and

are generally

too complex to model and therefore relationships between processes are not shown in this diagram.
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The list of objectives and controls contained in this part of ISO/IEC 20000 are not exhaustive, and an
organization may consider that additional objectives and controls are necessary to meet their particular
business needs. The nature of the business relationship between the service provider and business
will determine how the requirements in this part of ISO/IEC 20000 are implemented in order to meet the
overall objective.

As a process based standard this part of ISO/IEC 20000 is not intended for product assessment.
However, organizations developing service management tools, products and systems may use both this
part of ISO/IEC 20000 and the code of practice to help them develop tools, products and systems that support
best practice service management.

2 Terms and definitions
For the purpdses of this document, the following terms and definitions apply.

2.1

availability
ability of a cgmponent or service to perform its required function at a stated instant or|over a stated pefiod of
time

NOTE AuvailaHility is usually expressed as a ratio of the time that the service is actually available for use by the business
to the agreed dervice hours.

2.2
baseline
snapshot of the state of a service or individual configuration items/at'a point in time (see 2.4)

2.3
change recofd
record contaiping details of which configuration items.(see 2.4) are affected and how they are affected |by an
authorized change

2.4
configuration item (CI)
component of an infrastructure or an itemwhich is, or will be, under the control of configuration management

NOTE Configuration items may varywwidely in complexity, size and type, ranging from an entire system including all
hardware, software and documentation;*to a single module or a minor hardware component.

2.5
configuratioh management database (CMDB)
database coptaining cal> the relevant details of each configuration item and details of the important
relationships petweensthem

2.6
document
information and its supporting medium

NOTE 1 In this standard, records (see 2.9) are distinguished from documents by the fact that they function as evidence of
activities, rather than evidence of intentions.

NOTE 2 Examples of documents include policy statements, plans, procedures, service level agreements and contracts.
2.7

incident

any event which is not part of the standard operation of a service and which causes or may cause an
interruption to, or a reduction in, the quality of that service

NOTE This may include request questions such as “How do [...?” calls.

2 © ISO/IEC 2005 — All rights reserved


https://iecnorm.com/api/?name=9982fc9e4e292cb8fe843e53f780875a

2.8

ISO/IEC 20000-1:2005(E)

problem
unknown underlying cause of one or more incidents

29

record
document stating results achieved or providing evidence of activities performed

NOTE 1 In this standard, records are distinguished from documents by the fact that they function as evidence of activities,
rather than evidence of intentions.

NOTE 2 Examples of records include audit reports, requests for change, incident reports, individual training records and
invoicgs sent to customers.

2.10

release
collection of new and/or changed configuration items which are tested and (introduced
envirgnment together

211

requgst for change

form

infrasfructure

2.12

servi¢e desk
custoer facing support group who do a high proportion of\the total support work

2.13

servig¢e level agreement (SLA)
written agreement between a service provider.and a customer that documents services and a

levels]

2.14

servige management

man

2.15

apement of services to meet thetbusiness requirements

servi¢e provider
the organization aiming oyachieve ISO/IEC 20000

3

Requiréments for a management system

Objeqtive:( TO provide a management system, including policies and a framework to enable
manapgement and implementation of all IT services.

into the live

br screen used to record details of a request for a change to any.eonfiguration item within a service or

Jreed service

the effective

3.1 Management responsibility

Through leadership and actions, top/executive management shall provide evidence of its commitment to
developing, implementing and improving its service management capability within the context of the

orga

nization’s business and customers’ requirements.

Management shall:

a) establish the service management policy, objectives and plans;

b) communicate the importance of meeting the service management objectives and the need for continual

improvement;

© ISO/IEC 2005 — All rights reserved
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management e.g. recruit appropriate staff, manage staff turnover;

manage risks to the service management organization and services; and

ensure that customer requirements are determined and are met with the aim of improving customer

appoint a member of management responsible for the co-ordination and management of all services;

determine and provide resources to plan, implement, monitor, review and improve service delivery and

conduct reviews of service management, at planned intervals, to ensure continuing suitability, adequacy

c)
satisfaction;
d)
e)
f)
g9)
and effectiveness
3.2 Docume

Service provi
service mana

documen
documen
documen

records rg

Procedures and responsibilities shall be established for the creation, review, approval, maintenance, dis

and control o

NOTE: The do

3.3 Compet

All service 1
competencieq

Staff competéncies and training needs shall be reviewed and managed to enable staff to perform the|

effectively.

Top manager
and how they

4 Planni

ntation requirements

Hers shall provide documents and records to ensure effective planning, operation and con
gement. This shall include:

fed service management policies and plans;
fed service level agreements;
fed processes and procedures required by this standard; and

bquired by this standard.

the various types of documents and records.

Cumentation can be in any form or type of medium.

ence, awareness and training

hanagement roles and responsibilities shall be defined and maintained together wit
required to execute them effectively.

hent shall ensure-that its employees are aware of the relevance and importance of their ac
contribute toithe achievement of the service management objectives.

ng.and implementing service management

trol of

posal

h the

r role

ivities

NOTE The me
as follows:

a)

hodology known as "Plan-Do-Check-Act” (FDCA) can be applied to all processes. PDCA can be des

and the organization’s policies;

results;

Do: implement the processes;

Act: take actions to continually improve process performance.

cribed

Plan: establish the objectives and processes necessary to deliver results in accordance with customer requirements

Check: monitor and measure processes and services against policies, objectives and requirements and report the
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The model shown in Figure 2 illustrates the process and process linkages presented in clauses 4

4.1 P

Objeqtive: To plan the implementation and delivery of\Service management.

Servi

b)
c)

d)

e)

9)
h)
i)
)

th

—

owner and management of suppliers;

cp-ordinated;

ISO/IEC 20000-1:2005(E)

Manage services
Business - - Business
requirements Management responsibility results
Customer a Customar
requirements PLAN - X :
Plan service satisfaction
management
ch]eaqnl;ZsJ ;Oerr\.rl"lli\:; New / changed
——— z
services
— DO ACT
...; Igc 'b':;siness —— implemen Continual
supplier, customer service improvement
ppiier, management Other processes,
- e.g. business,
. supplier, customer
Service Desk e Ll 2
CHECK
Monitor,measure
Other tear?‘ls‘ and review - Team :and pgnple
e.g. security, - satisfaction
IT operations

Figure 2 — Plan-Do-Check-Act methodology for servic€ management processe

an service management (Plan)

e management shall be planned. The plans shall at a minimum define:

e scope of the service provider’s service management;

e objectives and requirementsithat are to be achieved by service management;
e processes that are to be-executed;

e framework of management roles and responsibilities, including the senior responsible o

e interfaces-between service management processes and the manner in which the activi

e approach to be taken in identifying, assessing and managing issues and risks to the adg

to 10.

vner, process

lies are to be

hievement of

he défined objectives:

the approach for interfacing to projects that are creating or modifying services;

the resources, facilities and budget necessary to achieve the defined objectives;

tools as appropriate to support the processes; and

h

ow the quality of the service will be managed, audited and improved.

There shall be clear management direction and documented responsibilities for reviewing, authorising,
communicating, implementing and maintaining the plans.

Any process specific plans produced shall be compatible with this service management plan.
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4.2 Implement service management and provide the services (Do)

Objective: To

implement the service management objectives and plan.

The service provider shall implement the service management plan to manage and deliver the services,

including:
a) allocation
allocation

documeng

of funds and budgets;

of roles and responsibilities;

ma—and-maintaininathe-paolicice—planc nrocadirac and dafinitione for Annh e~~~ A

set of

process§
identificat
managing
managing
managing

reporting

4.3 Monitor

Objective: Tq
achieved.

The service (
service mang
planned resu

Management
requirements

a) conform
b)
An audit prog

and areas to
methods sha

co-ordination of service management processes.

are effectjvely implemented and maintained.

1
Trg—ara |||u||u.u||||||3 e POMTCIC o Prarts; Proctourcoar o O troTTo 10T CatT T Pprott oo~ Ot

S,

ion and management of risks to the service;

teams, e.g. recruiting and developing appropriate staff and managing staff continuity;
facilities and budget;

the teams including service desk and operations;

progress against the plans; and

ng, measuring and reviewing (Check)

monitor, measure and review that the service management objectives and plan are
rovider shall apply suitable methods. for monitoring and, where applicable, measurement
gement processes. These methods* shall demonstrate the ability of the processes to aq

ts.

shall conduct reviews atplanned intervals to determine whether the service manag

vith the service management plan and to the requirements of this standard; and

ramme shall be planned, taking into consideration the status and importance of the proc
be audited, as well as the results of previous audits. The audit criteria, scope, frequeng
| e defined in a procedure. The selection of auditors and conduct of audits shall g

being

of the
hieve

ement

esses
y and
nsure

objectivity and

H imnartialitv of the audit nraocess—Auditars-shall not audit their ownwork
HApaaHy-e+tReadah—pHt —~HGHOFS-SAaH ROt HGHHRSH-OWR WOk

The objective of service management reviews, assessments and audits shall be recorded together with the
findings of such audits and reviews and any remedial actions identified. Any significant areas of non-
compliance or concern shall be communicated to relevant parties.

© ISO/IEC 2005 — All rights reserved
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4.4 Continual improvement (Act)
Objective: To improve the effectiveness and efficiency of service delivery and management.
4.4.1 Policy

There shall be a published policy on service improvement. Any non-compliance with the standard or the
service management plans shall be remedied. Roles and responsibilities for service improvement activities
shall be clearly defined.

4.4.2 Management of improvements

All suggested service improvements shall be assessed, recorded, prioritized and authorized)A|plan shall be
used o control the activity.

The dervice provider shall have a process in place to identify, measure, report and manage |improvement
activifjes on an ongoing basis. This shall include:

a)

'rIprovements to an individual process that can be implemented by the/process owner with the usual staff
résources, e.g. performing individual corrective and preventive actions; and

b) improvements across the organization or across more than one/process.
4.4.3| Activities

The sprvice provider shall perform activities to:

a) collect and analyse data to baseline and benchmark the service provider's capability to|manage and
deliver service and service management procgsses;

b) identify, plan and implement improvemerits;

c) consult with all parties involved;

d) set targets for improvementsi.in-quality, costs and resource utilization;

e) consider relevant inputs.about improvements from all the service management processes;
f) measure, report ahd communicate the service improvements;

g) rgvise the setvice management policies, processes, procedures and plans where necessary;|and

h) ensure-that all approved actions are delivered and that they achieve their intended objectives.

5 Planning and implementing new or changed services

Objective: To ensure that new services and changes to services will be deliverable and manageable at the
agreed cost and service quality.

Proposals for new or changed services shall consider the cost, organizational, technical and commercial
impact that could result from service delivery and management.

The implementation of new or changed services, including closure of a service, shall be planned and
approved through formal change management.

The planning and implementation shall include adequate funding and resources to make the changes needed
for service delivery and management.

© ISO/IEC 2005 — All rights reserved 7
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The plans shall include:

a)
including

activities to be performed by customers and suppliers;

changes to the existing service management framework and services;
communication to the relevant parties;

new or changed contracts and agreements to align with the changes in business need;

manpow
skills and

processe
capacity

budgets 3
service a
the expeq

New or chan
environment.

The service

planned follo
planned shall

6 Servic

6.1 Service

Objective: To

The full rang¢ of services to bé provided together with the corresponding service level targets and wo

characteristic

Each service
(SLAs).

SLAs, togeth

rand recruitment reauirements:
< T

training requirements, e.g. users, technical support;

management, financial management;

nd time-scales;

Cceptance criteria; and

ted outcomes from operating the new service expressed in measurable terms.
jed services shall be accepted by the service provider, before being implemented into th
brovider shall report on the outcomes achieved:by the new or changed service against

ving its implementation. A post implementation‘teview comparing actual outcomes against
be performed through the change management process.

b delivery process

level management

define, agree, record and manage levels of service.

5 shall be agreed.by the parties and recorded.

provided-shall be defined, agreed and documented in one or more service level agree

brwith supporting service agreements, supplier contracts and corresponding procedures

be agreed by

the roles and responsibilities for implementing, operating and maintaining the new or changed service

5, measures, methods and tools to be used in connection with the new or changed servicg, e.g.

e live

those
those

'kload

ments

shall

L 1 4 ehi pu | al o ol
dirrcicvdli partico arild 1cUurucu.

The SLAs shall be under the control of the change management process.

The SLAs shall be maintained by regular reviews by the parties to ensure that they are up-to-date and remain
effective over time.

Service levels shall be monitored and reported against targets, showing both current and trend information.
The reasons for non-conformance shall be reported and reviewed. Actions for improvement identified during
this process shall be recorded and provide input into a plan for improving the service.
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6.2 Service reporting

Objective: To produce agreed, timely, reliable, accurate reports for informed decision making
communication.

There shall be a clear description of each service report including its identity, purpose, audience
the data source.

and effective

and details of

Service reports shall be produced to meet identified needs and customer requirements. Service reporting shall

include:

a rfarmance-aaainst sandiceleveltaraats:
HOH a6 gaHRS+S56RHEE18 Vet getss

b) nen-compliance and issues, e.g. against the SLA, security breech;
c) wprkload characteristics, e.g. volume, resource utilization;
d) pérformance reporting following major events, e.g. major incidents and changes;

e) trend information;

atisfaction analysis.

6.3 Service continuity and availability management
Objeqtive: To ensure that agreed service continuity and availability commitments to customers
all cirgumstances

Avail
risk
availgbility of system components.

Availgbility and service continuity:plans shall be developed and reviewed at least annually t
requinements are met as agreed in all circumstances from normal through to a major loss of s
plans|shall be maintained.torensure that they reflect agreed changes required by the business.

The availability and ‘service continuity plans shall be re-tested at every major change to
envirgnment.

The ghange ‘mahagement process shall assess the impact of any change on the availability
contirfuity plan.

Brvice reports

can be met in

s, SLAs and
end to end

b ensure that
brvice. These

the business

and service

Availabilify-sha
actions taken.

NOTE Where possible, potential issues should be predicted and preventive action taken.

and appropriate

Service continuity plans, contact lists and the configuration management database shall be available when
normal office access is prevented. The service continuity plan shall include the return to normal working.

The service continuity plan shall be tested in accordance with business needs.

All continuity tests shall be recorded and test failures shall be formulated into action plans.
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6.4 Budgeting and accounting for IT services
Objective: To budget and account for the cost of service provision.

NOTE This section covers budgeting and accounting for IT services. In practice, many service providers will be involved
in charging for such services. However, since charging is an optional activity, it is not covered by the standard. Service
providers are recommended that where charging is in use, the mechanism for doing so is fully defined and understood by
all parties. All accounting practices in use should be aligned to the wider accountancy practices of the service provider’s
organization.

There shall be clear policies and processes for:

a) budgeting, and accounting for all components including IT assets, shared resources, overheads,
externally supplied service, people, insurance and licences;

b) apportioning indirect costs and allocating direct costs to services;
c) effective financial control and authorization.
Costs shall b¢ budgeted in sufficient detail to enable effective financial control and decision making.

The service provider shall monitor and report costs against the budget, review “the financial forecasts and
manage costs accordingly.

Changes to sgrvices shall be costed and approved through the change management process.

6.5 Capacily management

Objective: Tq ensure that the service provider has, at all times, sufficient capacity to meet the current and
future agreed|demands of the customer’s business needs.

Capacity marjagement shall produce and maintain a;eapacity plan.
Capacity marjagement shall address the business needs and include:
a) current and predicted capacity and pefformance requirements;
b) identified|time-scales, thresholds and costs for service upgrades;

c) evaluatiopn of effects ofianticipated service upgrades, requests for change, new technologies and
techniqués on capacity;

d) predicted|impact af external changes, e.g. legislative;

e) data and [processes to enable predictive analysis.

Methods, procedures and techniques shall be identified to monitor service capacity, tune service performance
and provide adequate capacity.

6.6 Information security management
Objective: To manage information security effectively within all service activities.

NOTE ISO/IEC 17799, Information technology — Security techniques — Code of practice for information security
management provides guidance on information security management.

Management with appropriate authority shall approve an information security policy that shall be
communicated to all relevant personnel and customers where appropriate.
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Appropriate security controls shall operate to:
a) implement the requirements of the information security policy;
b) manage risks associated with access to the service or systems.

Security controls shall be documented. The documentation shall describe the risks to which the controls relate,
and the manner of operation and maintenance of the controls.

The impact of changes on controls shall be assessed before changes are implemented.

Arrangements-that-involve-external-organizations ha\ling access to infarmation e\]lcfnme and-services shall be

J
based on a formal agreement that defines all necessary security requirements.
Seculjity incidents shall be reported and recorded in line with the incident management procedufe as soon as
possible. Procedures shall be in place to ensure that all security incidents are investigated, andmanagement
actior] taken.
Mechpnisms shall be in place to enable the types, volumes and impacts of security incidents and malfunctions

to be [quantified and monitored. Actions for improvements identified during ¢his process shall be recorded and
provide input into a plan for improving the service.

7 Relationship processes

7.1 General

Relatijonship processes describe the two related aspects of Supplier Management and Businesg Relationship
Manapement.

7.2 Business relationship management

Objeqtive: To establish and maintain @, good relationship between the service provider and fthe customer
based on understanding the customer and their business drivers.

The skrvice provider shall idenfify and document the stakeholders and customers of the services
The sgrvice provider and-customer shall attend a service review to discuss any changes to the gervice scope,
SLA, rontract (if present)or the business needs at least annually and shall hold interim meetings at agreed
intervhls to discuss ‘performance, achievements, issues and action plans. These meetings shall be
documented.

Other|stakeholders in the service may also be invited to the meetings.

Changes.to the contract(s), if present, and SLA(s) shall follow from these meetings as appropriate. These
changes shall be subject 1o the change management process.

The service provider shall remain aware of business needs and major changes in order to prepare to respond
to these needs.

There shall be a complaints process. The definition of a formal service complaint shall be agreed with the
customer. All formal service complaints shall be recorded by the service provider, investigated, acted upon,
reported and formally closed. Where a complaint is not resolved through the normal channels, escalation shall
be available to the customer.

The service provider shall have a named individual or individuals who are responsible for managing customer
satisfaction and the whole business relationship process. A process shall exist for obtaining and acting upon
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feedback from regular customer satisfaction measurements. Actions for improvement identified during this
process shall be recorded and input into a plan for improving the service.

7.3 Supplier management
Objective: To manage suppliers to ensure the provision of seamless, quality services.
NOTE 1 The scope of this standard excludes the procurement of the suppliers.

NOTE 2 Suppliers may be used by the service provider for provision of some part of the service. It is the service provider

who needs to demonstrate conformity to these supplier management processes. Complex relationships may be present as
demonstrated ip-the-diagram-belowwhich-is-used-as-an-example-
9 L

Supplier 1 \
Service Provider
Supplier 2 —»  (may be internal [} Business
or external)
Subcontracted Lead /
Supplier 4 —> Supplier 3

Figure 3 — Example of relationship between service providers and suppliers

The service provider shall have documented supplier management processes and shall name a cdntract
manager resgonsible for each supplier.

The requirenjents, scope, level of service and communication processes to be provided by the supglier(s)
shall be documented in SLAs or other documents.and agreed by all parties.

SLAs with thg suppliers shall be aligned with-the SLA(s) with the business.

The interfaces between processes used.by each party shall be documented and agreed.
All roles and| relationships between lead and subcontracted suppliers shall be clearly documented.|Lead
suppliers shgll be able to demonstrate processes to ensure that subcontracted suppliers meet contractual

requirements

A process shall be in place for a major review of the contract or formal agreement at least annually to gnsure
that business|needstand contractual obligations are still being met.

Changes to the\contract(s), if present, and SLA(s) shall follow from these reviews as appropriate or aff other
times as required. Any changes shall be subject to the change management process.

A process shall exist to deal with contractual disputes.

A process shall be in place to deal with the expected end of service, early end of the service or transfer of
service to another party.

Performance against service level targets shall be monitored and reviewed. Actions for improvement identified
during this process shall be recorded and input into a plan for improving the service.

12 © ISO/IEC 2005 — Al rights reserved


https://iecnorm.com/api/?name=9982fc9e4e292cb8fe843e53f780875a

ISO/IEC 2000

8 Resolution processes

8.1 Background

Incide

nt and problem management are separate processes, although they are closely linked.

8.2 Incident management

0-1:2005(E)

Objective: To restore agreed service to the business as soon as possible or to respond to service requests.

All incidents shall be recorded.

Proce

Proce
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All staff involved in incident management shall have access to relevantvinformation such as

problg

Majori
83P

Objeq
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All idg
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Problém resolution shall be monitored, reviewed and reported on for effectiveness.

Problém, management shall be responsible for ensuring up-to-date information on known errors

proble

dures shall be adopted to manage the impact of incidents.

dures shall define the recording, prioritization, business impact, classification,, ‘updatin
tion and formal closure of all incidents.

ustomer shall be kept informed of the progress of their reported incident of service request
ce if their service levels cannot be met and an action agreed.
m resolutions and the configuration management database (CMDB).

incidents shall be classified and managed according to a process.

Foblem management

tive: To minimize disruption to the business ‘by" proactive identification and analysis of
nts and by managing problems to closure.

ntified problems shall be recorded.

dures shall be adopted to identify, minimize or avoid the impact of incidents and problen
the recording, classification, updating, escalation, resolution and closure of all problems.

ntive action shall be takef to reduce potential problems, e.g. following trend analysis of inc
pes.

jes required inorder to correct the underlying cause of problems shall be passed tq
jement process:

ms_is available to incident management.

), escalation,

and alerted in

nown errors,

the cause of

s. They shall

dent volumes

the change

and corrected

Actions for improvement identified during this process shall be recorded and input into a plan for improving the
service.
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