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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 nongovernmental, in liaison with ISO and IEC, also take part in the
work. In the field of information technology, ISO and IEC have established a joint technical committee,
ISO/IEC JTC 1.

The [procedures used to develop this document and those intended for its further mainfenance are
descfibed in the ISO/IEC Directives, Part 1. In particular the different approval critefia needed for the
different types of ISO documents should be noted. This document was drafted in-accérdarnce with the
editgrial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patept rights. ISO shall not be held responsible for identifying any or all'such patent rights. Details of
any patent rights identified during the development of the document will'be in the Introdugtion and/or
on the ISO list of patent declarations received (see www.iso.org/paténts).

Any trade name used in this document is information given for\the convenience of users and does not
consftitute an endorsement. For an explanation on the meaning of ISO specific terms and pxpressions
relafled to conformity assessment, as well as informationcabout ISO’s adherence to the World Trade
Orggnization (WTO) principles in the Technical Barriers'to Trade (TBT) see the following URL: www
dso.¢rg/iso/foreword.html.

The fommittee responsible for this document isJSO/IEC JTC 1, Information technology, SC 4, IT Service
Manggement and IT Governance.

This|first edition of ISO/IEC 20000-10 cangels and replaces ISO/IEC TR 20000-10:2015, which has been
techpically revised.

The main changes from the previou§’edition are as follows:
a) Includes all the terms and:definitions of the ISO/IEC 20000 series;

b) Inclusion of terms from the ISO/IEC Directives Part 1, Annex SL Appendix 2 high-level structure
for all managemert:-system standards. Some of the terms are new, some have updated existing
Hefinitions and,some have remained unchanged from previous definitions;

c) fthe term “jrternal group” has changed to “internal supplier” and the term “supplier” has changed
o “extepnal supplier”;

d) the definition of “information security” has changed to be aligned with that in ISO/IE( 27000 and
bubSequently the term “availability” has been changed to “service availability”;

» o«

e) new terms specific to the ISO/IEC 20000 series have been added for “asset”, “governing body”,

» o« » o«

“service catalogue”, “service level target”, “user” and “value”;

» o«

f) three terms have been deleted: “configuration baseline”, “configuration management database”
and “preventive action”;

g) many definitions have been updated;
h) Figures 1 and 2 have been updated with currently published ISO/IEC 20000 parts;

i) references to ISO/IEC 20000-4, ISO/IEC TR 20000-9 and ISO/IEC TR 90006 have been removed
because the standards have been or will be withdrawn;
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j) ISO/IEC 20000 parts in Clause 6 have been updated with new publication dates and details as
appropriate;

k) related standards in Clause 7 now also include 1SO 22301 and ISO/IEC 30105.
Alist of all parts in the ISO/IEC 20000 series can be found on the ISO website.

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

0:2018(E)

This document provides an overview of the concepts of a service management system (SMS). It
establishes a common framework for helping organizations to understand the purpose of all the parts
of ISO/IEC 20000 and the relationships between the parts. This document is the authoritative source

ford

efinitions used in all the parts of ISO/IEC 20000.

This document also identifies other documents that have relationships with ISO/IEC 20000-1 and
identifies common areas with related International Standards to aid the use and integration of multiple
International Standards in organizations.
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document can be used by any organization or individual involved in the plafn
sition, delivery and improvement of services using ISO/IEC 20000-1. It can also be us
ved in the assessment or audit of an SMS, providing details of all parts of ISO/IEC 200
can be used.

e specifically, this document defines the terms used in all parts of ISO/IEC20000 and:

bromotes cohesion between the parts of [ISO/IEC 20000 by explainiagthe concepts and
1sed across all parts;

Contributes to the understanding of ISO/IEC 20000 (all parts) by explaining the p
clarifying the relationships between all the parts;

Clarifies the possible interfaces and integration Jbétween the organization’s SMS
management systems;

brovides an overview of other International Standards which can be used in combinatid
EC 20000 (all parts);

dentifies common areas between ISO/FEC20000-1 and other International Standards.

ferms and definitions in this docuntent are applicable to ISO/IEC 20000-1:2018 and ot
5 of ISO/IEC 20000. For those organizations who are working with ISO/IEC 20000-1:201
Hefinitions in Clause 3 of that*decument remain unchanged. Where this document ref;
undated standards, the ISO/TEC Directives, Part 2 apply. For dated references, only

applies. For undated references, the latest edition of the referenced document (in
hdments) applies. Where it is necessary to clarify that a specific edition applies, the edit

terms and definifions in 3.1 and 3.2 of this document are also included in ISO/IEC 20
ferms and definitions in 3.3 of this document do not relate to ISO/IEC 20000-1 but are u
5 of the ISOAEE 20000 series.
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Information technology — Service management —

Part 10:
Concepts and vocabulary

1 §$cope

This|document describes the core concepts of ISO/IEC 20000 (all parts), identifying how the different
partp support ISO/IEC 20000-1:2018 as well as the relationships between ISO/IEC:2000041 and other
Intefnational Standards and Technical Reports. This document also includes the terminology used in
all parts of ISO/IEC 20000, so that organizations and individuals can interpret{tlie concepts|correctly.

This|document can be used by:

a) ¢prganizations seeking to understand the terms and definitions te'support the use of ISQ/IEC 20000
all parts);

b) prganizations looking for guidance on how to use the diffepent parts of ISO/IEC 20000 to achieve
heir goal;

c) prganizations that wish to understand how ISO/IE€~20000 (all parts) can be used in Jombination
vith other International Standards;

d) practitioners, auditors and other parties whé wish to gain an understanding of ISO/IEC 20000
all parts).
2 Normative references

There are no normative references‘ii this document.

3 Jl‘erms and definitions
For the purposes of tl{isdocument the following terms and definitions apply.
ISO 4nd IEC maintain terminological databases for use in standardization at the following addresses:

— |EC Electropedia: available at http://www.electropedia.org/

— |SO Online browsing platform: available at https://www.iso.org/obp

3.1 Terms specific to management system standards

3.1.1

audit

systematic, independent and documented process (3.1.18) for obtaining audit evidence and evaluating it
objectively to determine the extent to which the audit criteria are fulfilled

Note 1 to entry: An audit can be an internal audit (first party) or an external audit (second party or third party),
and it can be a combined audit (combining two or more disciplines).

Note 2 to entry: An internal audit is conducted by the organization (3.1.14) itself, or by an external party on
its behalf.

Note 3 to entry: “Audit evidence” and “audit criteria” are defined in ISO 19011.

© ISO/IEC 2018 - All rights reserved 1
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3.1.2
competence
ability to apply knowledge and skills to achieve intended results

3.1.3
conformity
fulfilment of a requirement (3.1.19)

Note 1 to entry: Conformity relates to requirements in ISO/IEC 20000-1 as well as the organization’s SMS
requirements.

Note 2 to entry-_The nriginnl Annex SI. definition has been modified by ndding Note 1 to entry

3.14
continual improvement
recurring a¢tivity to enhance performance (3.1.16)

3.1.5
corrective pction

action to eliminate the cause or reduce the likelihood of recurrence of a detected)ionconformity (3.
or other unglesirable situation

,_
—
(\]

—

Note 1 to enftry: The original Annex SL definition has been changed by adding text to the original “actipn to
eliminate thg¢ cause of a nonconformity and to prevent recurrence”.

3.1.6
documentdd information
informatior] required to be controlled and maintained by an‘erganization (3.1.14) and the medium on
which it is dontained

NS
(\]
(]
—

EXAMPLE Policies (3.1.17), plans, process descriptions; procedures (3.2.11), service level agreements (3.
or contracts.

Note 1 to entry: Documented information can be in@iy format and media and from any source.
Note 2 to entlry: Documented information can refer to:

— the manpgement system (3.1.9), including related processes (3.1.18);

— information created in order for.the'organization to operate (documentation);

— evidenc¢ of results achieved-records (3.2.12)].

Note 3 to enffry: The original Ahnex SL definition has been modified by adding examples.

3.1.7
effectiveness
extent to wTich planned activities are realized and planned results achieved

3.1.8
interested party

person or organization (3.1.14) that can affect, be affected by, or perceive itself to be affected by a
decision or activity related to the SMS (3.2.23) or the services (3.2.15)

Note 1 to entry: An interested party can be internal or external to the organization.
Note 2 to entry: Interested parties can include parts of the organization outside the scope of the SMS, customers

(3.2.3), users (3.2.28), community, external suppliers (3.2.4), regulators, public sector bodies, nongovernment
organizations, investors or employees.

Note 3 to entry: Where interested parties are specified in the requirements (3.1.19) of ISO/IEC 20000-1, the
interested parties can differ depending on the context of the requirement.

2 © ISO/IEC 2018 - All rights reserved
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Note 4 to entry: The original Annex SL definition has been modified by deleting the admitted term “stakeholder”,
adding “related to the SMS or the services” to the definition and by adding Notes 1, 2 and 3 to entry.

3.1.9

management system

set of interrelated or interacting elements of an organization (3.1.14) to establish policies (3.1.17) and
objectives (3.1.13) and processes (3.1.18) to achieve those objectives

Note 1 to entry: A management system can address a single discipline or several disciplines.

Note 2 to entry: The management system elements include the organization’s structure, roles and responsibilities,
planning, operation, policies, objectives, plans, processes and procedures (3.2.11).

Note|3 to entry: The scope of a management system may include the whole of the organization,| specific and
identiified functions of the organization, specific and identified sections of the organization) or jone or more
functions across a group of organizations.

Notel4 to entry: The original Annex SL definition has been modified by clarifying that the'system is ajnanagement
systdm and listing further elements in Note 2 to entry.

3.1.10
measurement
procpss (3.1.18) to determine a value

3.1.11
monitoring
detefmining the status of a system, a process (3.1.18) oran activity

Note|l to entry: To determine the status there may be a feed to check, supervise or critically obserye.

3.1.12
non¢onformity
non-fulfilment of a requirement (3.1.19)

Note|1 to entry: Nonconformity relates tosrequirements in ISO/IEC 20000-1 as well as the organjzation’s SMS
requjrements.

3.1.13
objelctive
result to be achieved

Note|1l to entry: An objéctive can be strategic, tactical, or operational.

Note| 2 to entry: . Objectives can relate to different disciplines [such as financial, health and safety, service
mandgement (3£2222) and environmental goals] and can apply at different levels [such as strategic, ¢rganization-
wide} service (3.2:15), project, product and process (3.1.18)].

Note| 3 to._eéntry: An objective can be expressed in other ways, e.g. as an intended outcome, a|purpose, an
operational criterion, as a service management objective or by the use of other words with similar neaning (e.g.
aim, goal, or target].

Note 4 to entry: In the context of an SMS (3.2.23), service management objectives are set by the organization,
consistent with the service management policy (3.1.17), to achieve specific results.

Note 5 to entry: The original Annex SL definition has been modified by adding “service management” and
“service” to Note 2 to entry.

© ISO/IEC 2018 - All rights reserved 3
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3.1.14

organization

person or group of people that has its own functions with responsibilities, authorities and relationships
to achieve its objectives (3.1.13)

Note 1 to entry: The concept of organization includes, but is not limited to sole-trader, company, corporation, firm,
enterprise, authority, partnership, charity or institution, or part or combination thereof, whether incorporated
or not, public or private.

Note 2 to entry: An organization or part of an organization that manages and delivers a service (3.2.15) or

services to internal or external customers (3.2.3) can be known as a service provider (3.2.24).

Note 3 to entyy: If the scope of the SMS (3.2.23) covers only part of an organization, then organization, whenfused
in ISO/IEC 20000 (all parts), refers to the part of the organization that is within the scope of the SMS, Any“se of
the term orgnization with a different intent is distinguished clearly.

Note 4 to entlry: The original Annex SL definition has been modified by adding Notes 2 and 3 to entry.

3.1.15

outsource,verb

make an afrangement where an external organization (3.1.14) performs part of an organizatlion’s

function or

Note 1 to en
function or p

3.1.16
performan
measurable

Note 1 to ent]

process (3.1.18)

rocess, is within the scope.

ce
result

ry: Performance can relate either to quantitative.or qualitative findings.

try: An external organization is outside the scope of the SMS (3!2.23), although the outsoyrced

Note 2 to en[rry: Performance can relate to the management of activities, processes (3.1.18), products, sefvices
(3.2.15), systlems or organizations (3.1.14).

Note 3 to entfry: The original Annex SL definition has been modified by adding “services” to Note 2 to entry.
3.1.17

policy

intentions ajnd direction of an organization (3.1.14) as formally expressed by its top management (3.1.21)
3.1.18

process

set of interrelated or interacting activities that use inputs to deliver an intended result

Note 1 to enfry: Whether the “intended result” of a process is called output, product or service (3.2.15) degends
on the context of the reference.

Note 2 to enfry:Mnputs to a process are generally the outputs of other processes and outputs of a process are

generally the inputs to other processes.
Note 3 to entry: Two or more interrelated and interacting processes in series can also be referred to as a process.

Note 4 to entry: Processes in an organization (3.1.14) are generally planned and carried out under controlled
conditions to add value.

Note 5 to entry: The original Annex SL definition has been changed from “set of interrelated or interacting activities

which transforms inputs into outputs”. The original Annex SL definition has also been modified by adding Notes 1
to 4 to entry. The revised definition and Notes 1 to 4 to entry are sourced from ISO 9000:2015, 3.4.1.

© ISO/IEC 2018 - All rights reserved
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3.1.19
requirement
need or expectation that is stated, generally implied or obligatory

Note 1 to entry: “Generally implied” means that it is custom or common practice for the organization (3.1.14) and
interested parties (3.1.8) that the need or expectation under consideration is implied.

Note 2 to entry: A specified requirement is one that is stated, for example, in documented information (3.1.6).

Note 3 to entry: In the context of an SMS (3.2.23), service requirements (3.2.26) are documented and agreed rather
than generally implied. There can also be other requirements such as legal and regulatory requirements.

Notel4 to entry: The original Annex SL definition has been modified by adding Note 3 to entry.

3.1.20
risk
effedt of uncertainty

Note|l to entry: An effect is a deviation from the expected — positive or negative.

Note|2 to entry: Uncertainty is the state, even partial, of deficiency of information related to unddrstanding or
knowledge of, an event, its consequence, or likelihood.

Note|3 to entry: Risk is often characterized by reference to potential events (as defined in ISO Gyide 73:2009,
3.5.1}3) and consequences (as defined in ISO Guide 73:2009, 3.6.1.3){-0r a combination of these.

Note|4 to entry: Risk is often expressed in terms of a combination of the consequences of an evept (including
chanpes in circumstances) and the associated likelihood (as-défined in ISO Guide 73:2009, 3.6.1.1) of occurrence.

3.1.21
top management
perspn or group of people who directs and contyols an organization (3.1.14) at the highest l¢vel

Note| 1 to entry: Top management has thespower to delegate authority and provide resourcep within the
orgafization.

Note|2 to entry: If the scope of the management system (3.1.9) covers only part of an organizatjion then top
manggement refers to those who djrxect and control that part of the organization.

3.2 | Terms specific to service management used in the ISO/IEC 20000 series

3.2.1
asset
item} thing or entity that has potential or actual value to an organization (3.1.14)

Note|l to entry:/Value can be tangible or intangible, financial or non-financial, and includes consideration of risks
(3.1.20) and\iabilities. It can be positive or negative at different stages of the asset life.

Note|2t0’entry: Physical assets usually refer to equipment, inventory and properties owned by the prganization.
Physical assets are the opposite of intangible assets, which are non-physical assets such as leases, brands, digital
assets, use rights, licences, intellectual property rights, reputation or agreements.

Note 3 to entry: A grouping of assets referred to as an asset system could also be considered as an asset.
Note 4 to entry: An asset can also be a configuration item (3.2.2). Some configuration items are not assets.
[SOURCE: ISO/IEC 19770-5:2015, 3.2, modified — Note 4 to entry contains new content.]

3.2.2

configuration item

Cl

element that needs to be controlled in order to deliver a service (3.2.15) or services
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3.2.3
customer

organization (3.1.14) or part of an organization that receives a service (3.2.15) or services

EXAMPLE

Consumer, client, beneficiary, sponsor, purchaser.

Note 1 to entry: A customer can be internal or external to the organization delivering the service or services.

Note 2 to ent

3.2.4

ry: A customer can also be a user (3.2.28). A customer can also act as a supplier.

external supplier

another pa
planning, d
(3.2.18) or 4

Note 1 to ent]

Note 2 to en

'ty that is external to the organization that enters into a contract to contributetg
bsign, transition (3.2.27), delivery or improvement of a service (3.2.15), service compa
rocess (3.1.18)

ry: External suppliers include designated lead suppliers but not their sub-contractedsuppliers

[ry: If the organization in the scope of the SMS is part of a larger organization; the other pa

external to the larger organization.

3.2.5

incident
unplanned {
not yet imp

3.2.6
informatio

nterruption to a service (3.2.15), a reduction in the quality ef/a service or an event tha
icted the service to the customer (3.2.3) or user (3.2.28)

security

preservatioh of confidentiality, integrity and availability of ihformation

Note 1 to entry: In addition, other properties such as authenticity, accountability, non-repudiation and relia
can also be ifpvolved.

[SOURCE: IS

3.2.7

informatio
single or a s
probability

[SOURCE: IS

3.2.8
internal s

O/IEC 27000:2018, 3.28]

n security incident
eries of unwanted or unexpected information security (3.2.6) events that have a signif
pf compromising businéss operations and threatening information security

O/IEC 27000:201853.31]

plier

the
nent

'ty is

[ has

bility

cant

part of a lafger organization (3.1.14) that is outside the scope of the SMS (3.2.23) that enters ifto a

documente
improveme

EXAMPLE

agreemment to contribute to the planning, design, transition (3.2.27), deliver
t of aservice (3.2.15), service component (3.2.18) or process (3.1.18)

y or

7 7 7 7

Note 1 to entry: The internal supplier and the organization in the scope of the SMS are both part of the same
larger organization.

3.29

known error
problem (3.2.10) that has an identified root cause or a method of reducing or eliminating its impact on a
service (3.2.15)

3.2.10
problem

cause of one or more actual or potential incidents (3.2.5)
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3.2.11
procedure
specified way to carry out an activity or a process (3.1.18)

Note

1 to entry: Procedures can be documented or not.

[SOURCE: ISO 9000:2015, 3.4.5]

3.2.12
record, noun
document stating results achieved or providing evidence of activities performed

0:2018(E)

EXA]

Note
prev

Note
[SOU

3.2.]
rele
colle

the ljve environment as a result of one or more changes

3.2.14

reqyest for change

proposal for a change to be made to a service (3.2.15)¢service component (3.2.18) or the SMY
Note|l to entry: A change to a service includes the provision of a new service, transfer of a service ot
of a gervice that is no longer required.

3.2.15

servlice

meafs of delivering value for the custgmer (3.2.3) by facilitating outcomes the customer wan
Note|l to entry: Service is generally intangible.

Note|2 to entry: The term serviceé as used in ISO/IEC 20000 (all parts) means the service or serviceg
of th¢ SMS (3.2.23). Any use'of the term service with a different intent is distinguished clearly.
3.2.16

servlice availability

abili
time

Note

VIPLE Audit (3.1.1) reports, incident (3.2.5) details, list of training delegates, minutes of me

1 to entry: Records can be used, for example, to formalize traceability and to provide evidence o
entive action and corrective action (3.1.5).

2 to entry: Generally, records need not be under revision control.
RCE: IS0 9000:2015, 3.8.10, modified — EXAMPLE has been added.]

3
Ase, noun
ction of one or more new or changed services (3.2.15) or service components (3.2.18) dg

Ly of a sertiece (3.2.15) or service component (3.2.18) to perform its required function 2
or over'an agreed period of time

1 Ao entry: Service availability can be expressed as a ratio or percentage of the time that t

ptings.

Fverification,

eployed into

(3.2.23)

the removal

s to achieve

in the scope

t an agreed

he service or

servi

cexcomponent is actually available for use compared to the agreed time.

3.2.17
service catalogue
documented information about services that an organization provides to its customers

3.2.18
service component
part of a service (3.2.15) that when combined with other elements will deliver a complete service

EXAMPLE Infrastructure, applications, documentation, licences, information, resources,

servi

ces.

supporting

Note 1 to entry: A service component can include configuration items (3.2.2), assets (3.2.1) or other elements.

© ISO/IEC 2018 - All rights reserved


https://iecnorm.com/api/?name=1bccb2c5e6f8a51ab475937e7ca4edaf

ISO/IEC 20000-10:2018(E)

3.2.19

service continuity
capability to deliver a service (3.2.15) without interruption, or with consistent availability as agreed

Note 1 to entry: Service continuity management can be a subset of business continuity management. ISO 22301 is
a management system standard for business continuity management.

3.2.20

service level agreement

SLA

documented agreement between the organization (3.1.14) and the customer (3.2.3) that identifies

1L

services (3.3

Note 1 to en|
supplier (3.2

Note 2 to ent

3.2.21
service lev
specific me:

3.2.22
service ma

LJJ

Y d el o3 pa | £
) dallu tIIcIl asl cCcu lJCL IU1 I1114a11ICT

try: A service level agreement can also be established between the organization and an ex{
1), an internal supplier (3.2.8) or a customer acting as a supplier.

] target
isurable characteristic of a service (3.2.15) that an organization (3.1.14) commits to

nagement

ernal

y: A service level agreement can be included in a contract or another type of documented agreeinent.

set of capalfilities and processes (3.1.18) to direct and control the erganization’s (3.1.14) activitie§ and
resources f¢r the planning, design, transition (3.2.27), delivery andimprovement of services (3.2.1p) to
deliver valug (3.2.29)

Note 1 to entjry: ISO/IEC 20000-1 provides a set of requirements, that are split into clauses and sub-clauses.|Each
organization|can choose how to combine the requirements intorprocesses. The sub-clauses can be used to define
the processep of the organization’s SMS.

3.2.23

service mapagement system

SMS

management system (3.1.9) to direct and.control the service management (3.2.22) activities of the
organizatiof (3.1.14)

Note 1 to emtry: An SMS includes service management policies (3.1.17), objectives (3.1.13), plans, prodesses
(3.1.18), doctimented information and resources required for the planning, design, transition (3.2.27), delfvery
and improvement of services taoteet the requirements (3.1.19) specified in ISO/IEC 20000-1.

3.2.24

service prqvider

organizatiof (3.1.14) that manages and delivers a service (3.2.15) or services to customers (3.2.3)
3.2.25

service request

request for information, advice, access to a service (3.2.15) or a pre-approved change

3.2.26

service requirement
needs of customers (3.2.3), users (3.2.28) and the organization (3.1.14) related to the services (3.2.15)
and the SMS (3.2.23) that are stated or obligatory

Note 1 to entry: In the context of an SMS (3.2.23), service requirements are documented and agreed rather than
generally implied. There can also be other requirements such as legal and regulatory requirements.

3.2.27
transition
activities in

volved in moving a new or changed service (3.2.15) to or from the live environment
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3.2.28
user
individual or group that interacts with or benefits from a service (3.2.15) or services

Note 1 to entry: Examples of users include a person or community of people. A customer (3.2.3) can also be a user.

3.2.29
value
importance, benefit or usefulness

EXAMPLE Monetary value, achieving service outcomes, achieving service management (3.2.22) objectives
(3.1.13). customer retention, removal of constraints

Note|1 to entry: The creation of value from services (3.2.15) includes realizing benefits at an_optimal resource
levelwhile managing risk (3.1.20). An asset (3.2.1) and a service (3.2.15) are examples that cambe’assigned a value.

3.3 | Terms specific to service management used in the ISO/IEC 20000 series but not
used in ISO/IEC 20000-1

3.3.1
govgrning body
group or body that has the ultimate responsibility and authority foran organization’s (3.1.14) activities,
governance and policies (3.1.17) and to which top managemént (3.1.21) reports and by which top
mangigement (3.1.21) is held accountable

Note|l to entry: Not all organizations, particularly small organizations, will have a governing body separate from
top mhanagement.

Note|2 to entry: A governing body can include, but is notlimited to, board of directors, committees|of the board,
supefvisory board, trustees or overseers.

[SOURCE: ISO 37001:2016]

3.3.2
servlice integrator
entitly that manages the integration of services (3.2.15) and service components (3.2.18) delivered by
multfiple suppliers

Note|1 to entry: The role of the service integrator supports the promotion of end to end service|management
(3.2.R2), particularly in complex supply chains by ensuring all parties are aware of, enabled to perform, and are
held pccountable for théiryrole in the supply chain.

4 Terminalogy used in ISO/IEC 20000 (all parts)

Most ternis~in ISO/IEC 20000 (all parts) use the definitions found in commonly availdble English
langpage-dictionaries and in some cases, use defined terms. These defined terms are [taken from
the [SO/IEC Directives Part 1, Annex SIL Appendix 2 high-level structure terminologylused in all
management system standards, other International Standards, or are specifically defined for ISO/
IEC 20000 (all parts), e.g. “documented information” from Annex SL, “information security” from ISO/
[EC 27000, “service” specifically defined for ISO/IEC 20000 (all parts).

Some of the ISO/IEC Directives Part 1, Annex SL Appendix 2 high-level structure terms have been
adapted to be specific to service management and therefore can differ from those terms in other
International Standards. For example, “corrective action” has been adapted to “action to eliminate the
cause or reduce the likelihood of recurrence of a detected nonconformity or other undesirable situation”
whereas the Annex SL term used in many other management system standards is “action to eliminate
the cause of a nonconformity and to prevent recurrence”. In service management, it is not always cost
effective, technically feasible or desirable due to the impact on services to totally eliminate the cause of
a nonconformity.
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Some of the terms defined in this document are not used in ISO/IEC 20000-1 but are used in other parts
of ISO/IEC 20000. For example, there are no requirements for the “governing body” in ISO/IEC 20000-1
but the term is used in other parts for guidance.

The term “service” as used in ISO/IEC 20000 (all parts) refers to the service or services in the scope of
the SMS. The term “organization” as used in ISO/IEC 20000 (all parts) refers to the organization in the
scope of the SMS. The organization manages and delivers services to customers and can also be referred
to as a service provider. The organization in the scope of the SMS can be part of a larger organization,
for example an individual department of a large corporation.

Any use of the terms “service” or “organization” with a different intent is distinguished clearly in ISO/

IEC 20000 (|

Although tH
parts) was

(all parts) i
used for all
process to d

In contrast,
events and |
error. Accor
security in
security. IS
managemer

In order to

consistently

improveme

1l Y
i parts):

e wording of the definition of “information security incident” used in ISO/IEC 2000
faken from ISO/IEC 27000:2018, the way “incident” is defined and used in ISQ/IEC 2
wider and more generic. In ISO/IEC 27000:2018, information security incident is the
unwanted events threatening information security. ISO/IEC 27001:2013 deScribes a s
eal with information security incidents.

'elated records: incident, major incident, information security incident, problem and kn
ding to ISO/IEC 27001 and depending on their characteristics,"tHese can all be informj
fidents. In ISO/IEC 20000-1, incidents can be for many ‘reasons including inform
D/IEC 20000-1 also has a variety of mechanisms to manage these events, such as inci
t, major incident procedure and problem management:

keep all parts of ISO/IEC 20000 aligned, defified terms, words and phrases are
across all parts. For example, the phrase.“planning, design, transition, delivery
t”, is used consistently in ISO/IEC 20000 (all.parts). This consistency has also been ado

(all
000
ferm
ngle

in ISO/IEC 20000-1, several mechanisms and processes are used for managing unwanted

own
ition
ition
dent

used
and
pted

to assist in the consistent translation of the parts of ISQ/IEC 20000 into other languages.

NOTE I
IEC 27001 in

O/IEC 27013 provides further information about the integration of ISO/IEC 20000-1 and
Fluding how to reconcile the differencesbetween terminology in the two standards.

IS0/

5 Servide management systems (SMS)

5.1 General

An SMS can provide organizations with a means of delivering services that are aligned to busi
needs and the customer réguiirements. The implementation of an SMS can enable top manageme
have the visfibility and centrol they require to deliver business value and sustain competitive advan
Managing sprvices yiaan integrated process approach can help to ensure that services are consi
and that th¢ introduetion of new or changed services is planned and co-ordinated.

ness
nt to
tage.
btent

5.2 What is'an SMS?

An SMS directs and controls the service management activities of the organization. It includes policies,
objectives, plans, processes, documented information and resources to achieve the service management
objectives of the organization and to fulfil the service requirements. An SMS should direct and control
the service management activities of the organization to design, transition, deliver, manage and
improve services.

An SMS can provide increased control, greater effectiveness and a means to identify and address
opportunities for improvement within the organization. An SMS can directly contribute to the efficient
and effective management of services and service components, providing value and reducing the
potential risk of failure by the organization.
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The effectiveness of an SMS relies on:

0:2018(E)

a) afocuson agreed service requirements;
b) strongleadership supporting the SMS and communicating its importance to interested parties;
c) end to end management of services involving:
1) the organization;
2) internal or external customers;
By Intermat and external SUppiiers;
i) other interested parties;
d) anintegrated process approach;
e) fommitment to continual improvement.
The |design and establishment of an SMS can be influenced by the ser¥ice requirements,|the type of
servjces and service management objectives, among others, which may be revised over time as the
organization evolves.
ISO/JEC 20000-1 is generic and intended to be applicable cte-all organizations, regardless of the
organization's type or size, or the nature of the services delivered. Typically, ISO/IEC 20000-1 is used

acro
clou
serv

1, facilities management, business process outsouréing, information technology and
ces. The requirements for an SMS specified by{JSO/IEC 20000-1 can be readily adop

org
req

5.3

The
the {
of tH
proc
man
com

Prod
serv,
ordi

5.4

The integrated approach

hdoption of an integrated process-approach requires the organization to document anc
ervice management processes, their interfaces with each other and their integration
e SMS. Applying processes-across organizational boundaries increases the need for
ess management roles and responsibilities. In order to support a truly integrated
hgement should expect”a degree of organizational transformation facilitated by
mitment and decision~-making.

esses are not the only elements to be integrated. Other elements to be integrated
ces and serviece components. The activities of the organization and other parties ne
nated.

Continual improvement

5s various business sectors and services such as telecommunications, finance, transportation,

many other
ted for each

ﬂnization to fit the sector, size and type of services. An organization can only claim conformity if all
irements in ISO/IEC 20000-1 have been met:

| implement
rith the rest
integrating
model, top

consistent

include the
bd to be co-

The

bemefitsderived fromr comntinuat fmprovernent of thre SMScam inctude ongoing atign

nent of the

SMS and services to the evolving needs of the business and increasing organizational maturity. For
the organization to show evidence of the continual improvement of the SMS, specific performance
indicators should be defined, monitored and reported. For each indicator, the organization should
assess its effectiveness and identify any actions required.

5.5

Benefits of an SMS based on ISO/IEC 20000-1

5.5.1 General benefits of an SMS

When organizations implement an SMS, the ability to apply consistent and well understood management
principles can be demonstrated to customers and other interested parties.

© ISO/IEC 2018 - All rights reserved
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Benefits realised from the adoption of an SMS can include but are not limited to:

a)

improving service performance and the value provided by the organization to the business and
customers through the implementation and continual improvement of the SMS and services;

b) reducing cost, effort and disruption to services;

c) ensuring the SMS components are aligned with business objectives and that they provide value to
the business;

d) ensuringthe service managementactivities meetthe business needs and fulfil service requirements
in the scope of the SMS:

e) facilitafing confidence of the business and customers with services delivered using an SMSbased
on ISO/[EC 20000-1;

f) reducirg risks through the use of an agreed risk management approach;

g) enabling improved coordination between an organization, internal suppliersyexternal supgliers
and othler parties;

h) supporting the specification, implementation, operation and maintenanee of a comprehensive set
of integrated service management processes;

i) enabling an improved recognition of roles, responsibilities and\relationships to support the|SMS
and the|services;

j)  providipg a common language for service management;

k) ensurirlg that personnel understand what is expected:of them, are supported to develop required
competencies and are recognised for their contribution.

An SMS baged on ISO/IEC 20000-1 can enable the*business by ensuring that the services suppor} the

lead
oing

business an
to business
their own jg

d do not detract the business staff from performing their true roles. A poor service can
staff spending time trying to fix\tlre service or to get around the issues instead of d
b.

5.5.2 Benefits from independentassessment of an SMS against ISO/IEC 20000-1

An organizg

[EC 20000-1.

improve an
satisfaction
assurance i

Independe
service ma

ition can choose to be independently assessed against the requirements specified in

This can have nrany benefits including external recognition of their ability to contin

d to deliver sefvices by fulfilling service requirements and the achievement of cust
In an enviconment where services are sourced from a number of different suppliers
increasingly important.

asséssment can facilitate process compliance so that all the benefits of best pra
lagement can be galned Instead of staff operating processes in an inconsistent way,

ISO/
hally
mer
this

which will be assessed regularly

An SMS can be integrated with other management systems such as a quality management system (QMS)
(ISO 9001) and an information security management system (ISMS) (ISO/IEC 27001). The integrated
management system can facilitate efficiencies of management practice and cost savings for auditing.
Other management systems such as IT asset management system (ITAM) (ISO/IEC 19770-1) can also be
integrated.

5.5.3 Benefits related to different service management scenarios

Service management can be implemented in many different ways leading to a variety of benefits. Table 1
gives examples of different service management implementation scenarios and the potential benefits
which can be realised. Each successive scenario includes the benefits from the previous scenario. The
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scenarios shown in Table 1 are not all examples of fully implementing an SMS. Only scenarios 4 and 5
completely fulfil the requirements specified in ISO/IEC 20000-1.
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Table 1 — Implementation scenarios and benefits

Number | Implementation scenarios

Example

Potential outcomes and benefits

SMS not fully implemented.

1 Some service management
processes implemented.

Just two processes
implemented, such as
incident and change
management.

Specific  functional benefits
each process within the limits
implemented areas

of
of

2 processes implemented

SMS not fully implemented.

All service management

S pm‘nfplv with no process

All processes in ISO/

IEC 20000-1, Clause 8.

Increased availability

Control provided by each process

integration.

Improved management of servicep

(@)

grocesses integrated.

MS not fully implemented.

3 All service management

Change management
can now operate fully
with configuration
management and
release & deployment
management.

Increased effectiveness withfull
benefits of each process

Consistency
Traceability

Control provided across processep

Ability'torestore service according to

an T service continuity plan

Ability to manage information
security requirements for service
delivery

SLAs related to the service
requirements are agreed with thg
customer and managed

Business relationship improved

Suppliers managed in a consistent
and controlled way

14
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Number

Implementation scenarios

Example

Potential outcomes and benefits

Continual improvement of service
performance and value provided to
the business and customers

Service focused on policies and
objectives related to the services and
business strategy/objectives

Increased service & business

SMS fully implemented with
all service management
processes integrated.

No independent assessment
against ISO/IEC 20000-1.

SMS policies, objectives,
plans, documentation,
resources, top
management
commitment, defined
scope.

productivity

Continual improvermeént of service
quality including reliability

Better co-ordination of al] parties
from users/customers to gxternal
suppliers,internal suppli¢rs and

othet interested parties

Increased control of SMS and
services, measurements and
reporting

Top management commitment
demonstrated

Staff responsibilities are ¢lear,

improved staff morale
Implemented improvement cycle

Agreed service requiremgnts and
documented SMS

Improved control of exterjnal
suppliers and other partigs in the
supply chain

Optimised and controlled|costs

Reduced risks, regular rigk
assessment

Documented process for fluture
reference and standardizgtion

SMS is operated and mainftained

Continual improvement agsured

SMS fully implemented with
all service management
processes integrated.

Independent assessment
against ISO/IEC 20000-1.

Full assessment every
3 years, surveillance
assessment every year.

Independent proof of good practice
and commitment to service
management and service excellence

Internationally recognised
Competitive advantage

Increased business and customer
confidence

Improved reputation
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5.6 Misperceptions about an SMS and ISO/IEC 20000-1

5.6.1 General

There are many misperceptions about ISO/IEC 20000-1. Some of these are listed below.

5.6.2 Misperception 1 — ISO/IEC 20000-1 is only for large commercial organizations

Fact: ISO/IEC 20000-1:2018, 1.2 specifies that, “All requirements specified in ISO/IEC 20000-1 are
generic and are intended to be applicable to all organizations, regardless of type or size, or the nature
of the services-delivered” All management system standards can be used hy all nrg:xni7ah'nnc —1 rge,
small, privdte, public and not for profit. Any organization can fulfil all the requirements specifi¢d in
ISO/IEC 20000-1 and can demonstrate conformity with an independent assessment. Therecare hany
small organlizations that use ISO/IEC 20000-1 — it is simply a matter of scaling to meet the needq and
objectives df different organizations.

5.6.3 Misperception 2 — ISO/IEC 20000-1 is only applicable to IT infrastructure

Fact: ISO/IEC 20000-1 can be used across various business sectors and fop-various services su¢h as
i ior] technology, telecommunications, finance, transportation, cloud; facilities managerment,
business ppocess outsourcing, media and many other services. Again,NSO/IEC 20000-1:2018] 1.2
specifies tHat, “All requirements specified in ISO/IEC 20000-1 arecgeneric and are intended to be
applicable tp all organizations, regardless of type or size, or the nature of the services delivered”.

5.6.4 Misperception 3 —ISO/IEC 20000-1 is only for external organizations

Fact: Exterjnal organizations are those that provide services to customers outside of their own
organizatiop, usually on a commercial basis. ISO/IE€~20000-1 enables external organizatior]s to
demonstrate their capability to provide good servides. Many internal organizations that prqvide
services within their own organization, have also‘realised benefits from fulfilling the requiremnents
specified in{ISO/IEC 20000-1. The SMS can facilitate full usage and integration of service management
processes, Jomething that often does not happen when implementing best practice processes alone.
Additionally, the SMS adds management system discipline by use of the plan-do-check-act cycle of any
improvemeft framework, guaranteeing-¢ontinual improvement. The internal organization can valldate
the quality ¢f the service managementbest practices by demonstrating conformity to the requirenjents
of ISO/IEC 20000-1 with an independent assessment. An SMS can enable the internal organizati¢n to
the value of the sérvices provided to the business. The use of ISO/IEC 20000-1 can|also
increase effficiency to help to(continue to deliver quality services when there are budget cuts.

As an exanjple, an internal organization had one part of the business that rarely used the sefvice
desk becauge it was Hotperforming well. With the implementation of the SMS and regular checks on
conformity throughiindependent assessment, the service desk improved significantly and the business
departmentstarted to use it again. Business productivity improved because the business was suppqrted
by the serviceldesk to deliver the business objectives rather than trying to support itself.

5.6.5 Misperception 4 — Organizations should use a specific best practice framework to fulfil
the requirements specified in ISO/IEC 20000-1

Fact: ISO/IEC 20000-1 has been developed taking into account various best practice frameworks for
service management. However, ISO/IEC 20000-1 is not intended to fulfil the same purpose as any
one of these frameworks. The SMS can be implemented utilising various best practice frameworks or
by utilising organization specific methods, or a combination of these. ISO/IEC 20000-1 states in the
Introduction: “ISO/IEC 20000-1 is intentionally independent of specific guidance. The organization can
use a combination of generally accepted frameworks and its own experience.”
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5.6.6 Misperception 5 — ISO/IEC 20000-1 can make service management slow, more costly and
bureaucratic

Fact: A successful implementation of ISO/IEC 20000-1 should result in an SMS that provides effective,
efficient and high quality services that help to improve customer satisfaction. A poor implementation
can result in a management system that is slow, costly and bureaucratic. Any poor implementation
should be improved.

The documentation required to support the organization or other interested parties should be easy to
use and understand. Policies, processes, procedures and plans can all be streamlined. Each organization
decides how to de51gn the SMS and can choose to make it fast and eff1c1ent The SMS should also become

more¢

req
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All g
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IEC ]
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withdrawn because it applies to the 2011 edition of ISO/IEC 20000-1.

The

1rements spec1f1ed in ISO/IEC 20000 1.

Dverview of the parts of ISO/IEC 20000

General

[EC 20000 consists of several interrelated parts, which are all aligned with ISO/IEC 2
5 are either International Standards or Technical Reports.

[EC 20000 (all parts) is designed for use by organizations:providing services to either

hess needs and service requirements agreed between the organization and its custome

[EC 20000 (all parts) can enable organizations teyunderstand what needs to be in place
uality of services delivered to their customers;both internal and external.

arts of ISO/IEC 20000 will be updated temaintain alignment with ISO/IEC 20000-1
bxception of ISO/IEC 20000-6 which is.'compatible with both ISO/IEC 20000-1:201
0000-1:2018.

[EC 20000-7 is currently under development. There is no ISO/IEC 20000-8 standard
0000 series.

[EC TR 20000-4:2010, Progess reference model, is being withdrawn because it is out ¢
S 15504-8, An exemplar-process assessment model for IT service management, the rela
ssment model, is also.out of date. They will be replaced with documents in a different
3054 and ISO/IEC33074.

[EC TR 20000:9:2015, Guidance on the application of ISO/IEC 20000-1 to cloud servic

parts @f1SO/IEC 20000 and the relationships between them are illustrated in Figure 2.
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w S Concepts and vocabulary
83
Ok
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é o Key
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Fixed line: Suppofts
Figure 2 — Parts of the ISO/IEC 20000 series
6.2 ISO/IEC 20000-1:2018, Service management system requirements
6.2.1 Scope
ISO/IEC 20900-1 specifies requiremeénts for an organization to establish, implement, maintain| and
continually [improve a service mahagement system (SMS). The requirements include the planning,
design, tranfsition, delivery and improvement of services to fulfil service requirements and deliver value.
6.2.2 Purpose
ISO/IEC 20000-1 spetifies the minimum requirements for an organization to establish and mapage
an SMS which is used to deliver services to support business objectives and customer requiremgnts.
ISO/IEC 200001 can be used as the basis of conformity assessments for organizations that wish to
demonstrate.and improve the capabilities and efficiency of their SMS. It can also be used by:

a)
b)

c)

d)

18

a customer seeking services and requiring assurance regarding the quality of those services;

a customer requiring a consistent approach to the service lifecycle by all its service providers,
including those in a supply chain;

an organization that intends to demonstrate its capability for the planning, design, transition,
delivery and improvement of services;

an organization that intends to monitor, measure and review its SMS and services;

an organization to improve the planning, design, transition, delivery and improvement of services
through effective implementation and operation of an SMS;
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f) an organization or other party performing conformity assessments against the requirements
specified in ISO/IEC 20000-1;

g) aprovider of training or advice in service management.

All requirements specified in ISO/IEC 20000-1 are generic and are intended to be applicable to all
organizations, regardless of type or size or the nature of the services delivered. ISO/IEC 20000-1 is
independent of the technology that can be used to enable the delivery of services. The organization may
not exclude any of the requirements in ISO/IEC 20000-1, Clauses 4 to 10 if it wishes to claim conformity
to ISO/IEC 20000-1, irrespective of the nature of the organization.

6.3 [ ISO/IEC 20000-2, Guidance on application of service management systems

6.3.1 Scope

ISO/[EC 20000-2 provides guidance on the application of an SMS based on.ISO/IEC 200000-1. ISO/
IEC 20000-2 provides examples and suggestions to enable organizations t@ interpret and apply ISO/
IEC R0000-1, including references to other parts of ISO/IEC 20000 and¢ether relevant Ifternational
Standards. ISO/IEC 20000-2 is independent of specific best practice frameworks.

6.3.2 Purpose

ISO/JEC 20000-2 can answer many of the questions organizations and individuals |have about
implementing an SMS, as well as how to interpret and apply ISO/IEC 20000-1 more accurately and
therefore use it more effectively. It can be used by antorganization looking for guidancg on how to
impijove service management, whether or not it is-interested in demonstrating conformity to 1SO/
IEC 20000-1.

6.3.3 Relationship with ISO/IEC 20000-1

ISO/JEC 20000-2:2012 mirrors the struéture of ISO/IEC 20000-1:2011 and provides gyidance and
examples for each clause. ISO/IEC 200002 will be updated to relate to ISO/IEC 20000-1:2018.

ISO/[EC 20000-2 also provides examples of interfaces and integration points between procgsses as well
as other components of the SMS;such as the service management policy and the service maanagement
plan| These examples can be& used to help organizations understand how the SMS should fuhction as an
integrated system and that all components within the SMS have interdependencies.

6.4 | ISO/IEC 20000-3, Guidance on scope definition and applicability of ISO/IEC|20000-1

6.4.1 Scope

[SO/[EC 20000-3 includes guidance on scope definition, applicability and demonstration off conformity
to t}1e fequirements specified in ISO/IEC 20000-1.

The guidance in ISO/IEC 20000-3 can assist the organization to make key decisions on the
implementation of an SMS and prepare for a conformity assessment against ISO/IEC 20000-1.

ISO/IEC 20000-3 can assist in establishing whether ISO/IEC 20000-1 is applicable to an organization’s
circumstances. It illustrates how the scope of an SMS can be defined, irrespective of whether the
organization has experience of defining the scope of other management systems.

6.4.2 Purpose

ISO/IEC 20000-3 provides guidance on scope definition and applicability of ISO/IEC 20000-1 to enable
the organization to prepare for the assessment of an SMS with an applicable and valid scope.
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Given the range and potential complexity of organizations seeking to achieve conformity to 1SO/
IEC 20000-1, it can be difficult to validate applicability and to define a scope for the SMS. ISO/IEC 20000-
3 includes a set of scenarios to provide guidance when assessing applicability and setting a scope.

6.4.3 Relationship with ISO/IEC 20000-1

ISO/IEC 20000-3 provides guidance on specific clauses of ISO/IEC 20000-1, which can be useful to
understand at the start of an SMS implementation project. These are clauses which cover application,
scope of the SMS and control of parties involved in the service lifecycle.

ISO/IEC 20000-3:2012 provides specific guidance that supplements ISO/IEC 20000-2:2012 and relates

to ISO/IEC %

6.5 IS0/

6.5.1 Sco

ISO/IEC TR
the require
phased app
delivery an
constraints

6.5.2 Purpose

ISO/IEC TR|20000-5:2013 provides guidance for organizatiohs that are implementing an SMS. I
also be usefful for those advising organizations on a suitable sequence for planning, implementing
improving gn SMS. It includes guidance on the development of a business case, project initiation
other activities necessary for the implementation t6“be successful. Each phase of the three-ph

0000-1:2011. ISO/IEC 20000-3 will be updated to relate to ISO/IEC 20000-1:2018.

ECTR 20000-5:2013, Exemplar implementation plan for ISO/IEC 20000-1

pe

20000-5:2013 provides guidance for an approach to implementing ‘@n SMS that can

ments specified in ISO/IEC 20000-1:2011. ISO/IEC TR 20000-5 illustrates a generic, tk
‘oach to manage implementation activities, taking into consideration the design, transi
H improvement of services. The organization can tailor the phases to suit its needs

fulfil
Iree-
tion,

and

can
and
and
ased

approach siould improve the SMS in alignment with the organization’s agreed scope, building on the

results of the previous phase. Once the final phase is completed, the organization can achieve
benefits of gn SMS that fulfils all requirements'specified in ISO/IEC 20000-1:2011.

ISO/IEC TR[20000-5:2013 provides examples of policies that can be tailored by an organization ta

the organi
requireme

6.5.3 Rel

ISO/IEC TR
recommend

ISO/IEC TR
support the
provide gui

6.6

tional requirement. It also provides templates that can help organizations to fulfi
s specified in ISO/IEC 20000-1:2011.

htionship with ISO/IEC 20000-1

20000-5:2013 - maps the requirements specified in ISO/IEC 20000-1:2011 to the 4
ed projectphases.

20000=5:2013 can be used with ISO/IEC 20000-2:2012 to provide a greater level of det
project approach. ISO/IEC TR 20000-5:2013 can also be used with ISO/IEC 20000-3:20

the

suit
the

hree

hil to
12 to

Hance on scope and applicability during initial project phases.

service management systems

6.6.1 Sco

pe

ISO/IEC 20000-6:2017, Requirements for bodies providing audit and certification of

ISO/IEC 20000-6:2017 specifies requirements and provides guidance for certification bodies providing
audit and certification of an SMS in accordance with ISO/IEC 20000-1. It is applicable to both the 2011
and the 2018 editions of ISO/IEC 20000-1. ISO/IEC 17021-1 is referred to in the text in such a way that
all of its content constitutes requirements of ISO/IEC 20000-6.
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6.6.2 Purpose

Specified requirements and guidance in ISO/IEC 20000-6 are for use by certification bodies for
auditing and certifying an SMS in accordance with ISO/IEC 20000-1. The use of ISO/IEC 20000-6 is in
addition to ISO/IEC 17021-1. ISO/IEC 20000-6 can also be used by accreditation bodies when assessing
certification bodies.

6.6.3 Relationship with ISO/IEC 20000-1

ISO/IEC 20000-6:2017 enables certification bodies to harmonize their application of ISO/IEC 17021-1
for assessments against ISO/IEC 20000-1:2011 and ISO/IEC 20000-1:2018. It also enables accreditation

bodigs to harmonize the application of the standards they use to assess certification bodies.

6.7 | ISO/IEC TR 20000-11:2015, Guidance on the relationship between ISO/IEC|20000-
1:2011 and service management frameworks: ITIL®1)

6.7.1 Scope

ISO/[EC TR 20000-11 is a Technical Report that provides guidance gn the relationship bgtween 1SO/
IEC 20000-1:2011 and a commonly used service management framework, ITIL®. The ITIL framework
edition referred to is that published in 2011.

6.7.2 Purpose

ISO/[EC TR 20000-11:2015 can assist readers in relatingthe requirements specified in ISOfIEC 20000-
1:20[l1 to supporting text in one of the most commonly used service management frameworks,

ITIL®. Readers can refer to this guidance as a cross-reference between the two docum

orga

ISO/
beu

a)
b)

c)

6.7.3

1SO/
ther
guid

nizations plan and implement an SMS.

[EC TR 20000-11 can be used by any organization or person wishing to understand hoy
sed with ISO/IEC 20000-1:2011, including:

hn organization wishing to impreve an SMS and the services;

hn organization seeking to-achieve conformity to the requirements specified in 1SO
1:2011;

hn assessor or auditor, for understanding the use of ITIL® as a supporting framework
requirements spécified in ISO/IEC 20000-1:2011.

Relationship with ISO/IEC 20000-1

[EC 20000-1:2011 and ITIL® are not based on each other, but they have features in c
b are relationships between the two. There is a strong correlation between most o

ents to help

v ITIL® can

IEC 20000-

n achieving

bmmon and
f the ITIL®

hnce’ and requirements in ISO/IEC 20000-1:2011. Any exceptions are generally rel

ated to the

diffe

6.8

rences in their purpose, format, structure, and style.

ISO/IEC TR 20000-12:2016, Guidance on the relationship between ISO/IEC

1:2011 and service management frameworks: CMMI-SVC®?2)

6.8.1 Scope

20000-

ISO/IEC TR 20000-12 provides guidance on the relationship between ISO/IEC 20000-1:2011 and CMMI-
SVC® V1.3 (Maturity levels 1 - 3).

1

reserved.

2) CMMI-SVCis aregistered trademark of the CMMI Institute.
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6.8.2 Purpose

ISO/IEC TR 20000-12:2016 can assist readers in relating the requirements specified in ISO/IEC 20000-
1:2011 to supporting text in one of the most commonly used service management frameworks, CMMI-
SVC®. Readers can refer to this guidance as a cross-reference between the two documents to help
organizations to plan and implement an SMS. An organization employing the practices in the indicated
CMMI-SVC® process areas can conform to many of the associated ISO/IEC 20000-1:2011 requirements.

ISO/IEC TR 20000-12 can be used by any organization or person who wishes to understand how CMMI-

SVC® can be used with ISO/IEC 20000-1:2011.

6.8.3 Relationship with ISO/IEC 20000-1

ISO/IEC 20000-1:2011 and CMMI-SVC® V1.3 (Maturity levels 1 - 3) demonstrate similarities in their
structure ahd content. Both can be used to demonstrate conformity. In the case of ISO/IEC 20000-
1:2011, it is|the SMS that is assessed. In the case of CMMI-SVC®), it is the capability or maturity of the
organizatiop that is assessed. Both rely on system concepts: the ISO/IEC 20000 series has the|SMS
and CMMI-$VC® has the service system. Both systems have requirements and\guidance regaiding
continuity, incidents, service requests, capacity and availability.

7 Other(related International Standards and Technical Reports

7.1 Closagly related International Standards and Technical Reports

One closely| related International Standard, ISO/IEC 27013:2015, is described in terms of its s¢ope,
purpose andl relationship with ISO/IEC 20000-1.

ISO/IEC TR[90006 provides guidance on the application-of ISO 9001:2008 to IT service management
and its integration with ISO/IEC 20000-1:2011. Thisisaot included because it is out of date and is Heing
withdrawn,

Other less closely related International Standards, which can be useful to support ISO/IEC 20000-1, are
summarised in 7.3.

7.2 1SO/IEC 27013:2015, Information technology — Security techniques — Guidelinelon
the integrated implementation of ISO/IEC 20000-1 and ISO/IEC 27001

7.2.1 Scope

ISO/IEC 27(13:2015 provides guidance for organizations that are intending to either:

a) implement ISOAEC 27001:2013 when ISO/IEC 20000-1:2011 is already adopted, or vice versa;

b) implemlent both ISO/IEC 27001:2013 and ISO/IEC 20000-1:2011 together;

c)

7.2.2 Purpose

align existing [SO/IEC27001:2013 and ISO/IEC20000-1:2011 management system implementations.

ISO/IEC 27013:2015 can help organizations to implement an integrated management system which

takes into a

7.2.3

Rela

ccount both the services provided and the protection of information.

tionship with ISO/IEC 20000-1

Information security management and service management are strongly interdependent and mutually
reinforcing. They address very similar processes and activities, even though each management system
highlights different details.
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