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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
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Introduction

The purpose of this document is to provide requirements for identifying and planning the specific information
items (information products) to be developed and revised during systems and software life cycles and service
processes. This document specifies the purpose and content of all identified systems and software life-cycle
information items, as well as information items for information technology service management. The
information item contents are defined according to generic document types and the specific purpose of the
document. Information items are combined or subdivided as needed for project or organizational purposes.

This document is based on the life-cycle processes specified in ISO/IEC 12207:2008 (IEEE Std 12207-2008),
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eering — System life cycle processes; and the service management processes specified in [SQ

im Requirements; and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013), Information technolog)
igement — Part 2: Guidance on the application of service management systems.

EC 12207:2008 (IEEE Std 12207-2008) and ISO/IEC/IEEE 15288:2015 define“a set of pr
iging and performing the stages of a system life cycle. They define ‘ah Information M

”

p”. ISO/IEC/IEEE 15288:2015, and ISO/IEC 12207:2008 (IEEE Std.\12207-2008) establish
ework for systems and software life-cycle processes and identify or require a number of document
- process reference model does not represent a particular process. \implementation approach,
ribe a system/software life-cycle model, methodology, or technique. ISO/IEC 12207:2008 (IEEE
) does not always specify when software information itemis/are to be prepared, nor does

rements for documents and records, with some specific requirements. ISO/IEC 20000-2:2012
0-2:2013), Information technology — Service managément — Part 2: Guidance on the applicatio
igement systems provides guidance on the use of Part<l.

contributed IEEE 12207.1-1997, Industry Implementation of International Standard ISO/IEC
1EC 12207) Standard for Information Technology — Software life cycle processes — Life cycle data,
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Systems and software engineering — Content of life-cycle
information items (documentation)

1

Scope

This document specifies the purpose and content of all identified systems and software life-cycle and service

ma
gen

Thil
usi

pro
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pro
soff

Thi

INO
ma
pro
ISO|

sys
pro
sys
1SO|

rec

I1SO
Std

lagement Information Items (documentation]). The Information Item contents are delined ,aq
eric document types, as presented in Clause 7, and the specific purpose of the document (Claus

5 document assumes an organization is performing life-cycle processes, or practicing seryice m
g one or more of the following:

SO/IEC 12207:2008 (IEEE Std 12207-2008), Systems and software engineering — Softwar
cesses;

SO/IEC/IEEE 15288:2015, Systems and software engineering — System life.cycle processes;

Service management system requirements; and

SO/IEC 20000-2 (IEEE Std 20000-2:2013), Information technelogy — Service management — Part
pn the application of service management systems.

5 document provides a mapping of processes from“the above standards to a set of informati
vides a consistent approach to meeting the infermation and documentation requirements of s
ware engineering and IT service management:

5 document does not establish a service management system.

IEC 12207:2008 (IEEE Std 12207-:2008) and ISO/IEC/IEEE 15288:2015 define a set of pr
haging and performing the stages of a software or system life cycle. They define an Information M
cess, but do not “detail informationitems in terms of name, format, explicit content, and recording 1

fem and software life-cycle’ processes. They identify or require a number of documentation i
cess reference modeltdoes not represent a particular process implementation approach, nor
fem /software life-cycle model, methodology or technique.

brds, with some specific requirements.

IEC 20000-2:2012 (IEEE Std 20000-2:2013), provides guidance on the use of ISO/IEC 20000-1:
2000051:2013).

SO/IEC 20000-1:2011 (IEEE Std 20000-1:2013), Information technelogy — Service management

cording to
e 10).

Anagement,

e life cycle

— Part 1:

2: Guidance

n items. It
y'stems and

bcesses for
anagement
hedia”.

IEC/IEEE 15288:2015 and\ISO/IEC 12207:2008 (IEEE Std 12207-2008) establish a common framework for

ems. Their
prescribe a

[EC 20000-1:2011 (IEEE Std 20000-1:2013) establishes comprehensive requirements for docdments and

P011 (IEEE

Thd

gereric document types defined in this document are used to identify the information necessary

to support

the

following:

— the ISO/IEC/IEEE 15288:2015 agreement;

— organizational project-enabling;

— technical management and processes;

— the ISO/IEC 12207:2008 (IEEE Std 12207-2008) primary, supporting, and organizational life-cycle processes;
and

© ISO/IEC 2017 - All rights reserved
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— the ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) service management system (SMS), service delivery,
relationship, resolution, and control processes.

The generic document types (which can be referred to as information item types) are used to identify the
information necessary to support the ISO/IEC/IEEE 15288:2015 agreement, organizational project-enabling,
technical management, and technical processes; the ISO/IEC 12207:2008 (IEEE Std 12207-2008) primary,
supporting, and organizational life-cycle processes; or the ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013)
service management system (SMS), service delivery, relationship, resolution, and control processes.

For each life- cycle process or service, it would be possible to prepare a pollcy, plan procedures and reports as
well as num d an e :

schema wojuld be more rigorous than spec1f1ed by ISO/IEC/IEEE 15288 2015 or ISO/IEC 12207 2008 (IEEE Std
12207-200B). As ISO/IEC/IEEE 15288:2015 points out (1.4), “The users of this document are responsible|for
selecting a [life cycle model for the project and mapping the processes, activities, and tasks in this document jnto
that model}] The parties are also responsible for selecting and applying appropriate methodolegies, meth¢ds,
models and techniques suitable for the project.” Thus, information items are combined or subdivided consistent
with the life cycle model, as needed for project or organizational purposes, as further defined in Claus¢ 4,
Applicability, and Clause 5, Conformance.

The scope (f this document does not include the following:

a) thd format or content of recommended input data or input information‘items, except for the contenlt of
thgse input items that are also output information items;

b) instructions on combining or subdividing information items and information item contents of a simlilar
nature;

c) guidance on selecting an appropriate presentation format, delivery media, and maintenance technolpogy
for] systems or software life-cycle data, records; information items, or documentation, such| as
electronic publishing systems, content management systems, or data repositories;

NOTE 1 SO/IEC 12207:2008 (IEEE Std 12207-2008) does not always specify when software information items are tp be
prepared, ndr does it identify information item contents;

NOTE 2 SO/IEC/IEEE 26531, System and seftware engineering - Content management for product life-cycle, user, Jand
service manfgement documentation, provides, requirements for content management and component content managenjent
systems.

d) defailed content for information items related to general business, contractual, organizational, pnd
financial management that is not specific to systems and software engineering and information
technology service management, such as business strategies, contract change notices, human resouices
andl investment policies, personnel selection criteria, financial budgeting and accounting policies pnd
pragcedures, cost'teports, or payroll data;

e) infprmatiens items showing only approval of an ISO/IEC 12207:2008 (IEEE Std 12207-20[08)
subclause) such as ISO/IEC 12207:2008 (IEEE Std 12207-2008), 6.1.2.3.4.5;

f) any ISO/IEC/IEEE 15288:2015 or ISO/IEC 12207:2008 (IEEE Std 12207-2008) subclause not explicitly
or implicitly identifying the recording of information about a process, activity or task, for example,
ISO/IEC 12207:2008 (IEEE Std 12207-2008), 6.4.4;

g) work products, models, software, and other artifacts of life-cycle products and services that are
not information items or records used in information items.

NOTE 3 ISO/IEC 26514:2008, Systems and software engineering — Requirements for designers and developers of user
documentation, provides guidance on formats for user documentation.

© ISO/IEC 2017 - All rights reserved
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2 Normative references

The following documents are referred to in the text in such a way that some or all of their content constitutes
requirements of this document. For dated references, only the edition cited applies. For undated references, the
latest edition of the referenced document (including any amendments) applies.

— ISO/IEC 12207:2008 (IEEE Std 12207-2008), Systems and software engineering — Software life cycle processes
— ISO/IEC/IEEE 15288:2015, Systems and software engineering — System life cycle processes

— ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013), Information technology — Service management — Part 1:
Service management system requirements

3 | Terms, definitions, and abbreviated terms

For| the purposes of this document, the terms and definitions given in ISO/IEC/IEEE 24765 (available
at www.computer.org/sevocab) apply.

ISO, IEC, and IEEE maintain terminological databases for use in standardization at the following addreskes:

— JEC Electropedia: available at http://www.electropedia.org/

— 1S0 Online browsing platform: available at http://www.iso.org/

— IEEE Standards Dictionary Online: available at http://ieeexplorefieee.org/xpls/dictionary.jsp

NOTE ISO/IEC 20000-1:2011 contains different definitions\ for the terms document, procedure, record|and service
reqyest. Those definitions are applicable when conforming to that document..

3.1 Terms and definitions

3.1411

approval
noification by an authorized representative that a deliverable item appears to satisfy requirements and is
corpplete

Notg 1 to entry: Such approval does not shift responsibility from the supplier to meet requirements under|a two-party
situption.

3.112
corpplaint
recprd of perceived non-compliance with a service level agreement or customer dissatisfaction with service

3.13
corhplete [documentation]
including all critical information and any necessary, relevant information for the intended audience

3.1%
consistent
without internal conflicts

3.1.5

Commercial-Off-The-Shelf

COTS

product available for purchase and use without the need to conduct development activities

3.1.6

criteria

rules on which a judgment or decision can be based, or by which a product, service, result, or process can be
evaluated

© ISO/IEC 2017 - All rights reserved
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critical information
information describing the safe use of the software, the security of the information created with the software,
or the protection of the sensitive personal information created by or stored with the software

[SOURCE: ISO/IEC 26514:2008]

3.1.8
database

collection of data organized according to a conceptual structure describing the characteristics of the data and the

relationshij

3.1.9
descriptio

bs among their corresponding entities, supporting one or more application areas

!

information item that represents a planned or actual concept, function, design, or object

3.1.10
document
uniquely id

EXAMPLE
Note 1 to ent

3.1.11
document:
plan identif

3.1.12

entified unit of information for human use
A report, specification, manual or book, in printed or electronic form.
ry: A document can be a single information item, or part of a larger-information item.

pition plan
ying the documents to be produced during the system-or.software life cycle

include [information]

having eith

3.1.13

b1 the information or a reference to the information present in the document

informatidn item

separately

Note 1 to ent
an informati

Note 2 to enf

3.1.14

dentifiable body of information that'is produced, stored, and delivered for human use

ry: “Information product” is'a synonym. A document produced to meet information requirements caf
bn item, or part of an information item, or a combination of several information items.

ry: An information)item can be produced in several versions during a project or system life cycle.

informati(ln item content

informatio
requiremer

included’/ in an information item, associated with a system, product or service, to satisfi
t or ieed

be

y 4a

3.1.15

information item type
group of information items consistent with a pre-arranged set of generic criteria

Note 1 to entry: A “generic document type” is a synonym.

EXAMPLE A “plan” is the information item type for all plans and “report” is the information item type for all reports.
3.1.16

modifiable

structured and has a style such that changes can be made completely, consistently, and correctly while
retaining the structure
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3.1.17

plan

information item that presents a systematic course of action for achieving a declared purpose, including when,
how, and by whom specific activities are to be performed

3.1.18

policy

clear and measurable statement of preferred direction and behavior to condition the decisions made within an
organization

[SOURCE: ISO/IEC 38500:2008]

3.1/19
prdsentable
retrievable and viewable

3.1j20
prqcedure
infgrmation item that presents an ordered series of steps to perform a process,@ctivity, or task

Notp 1 to entry: A procedure defines an established and approved way ,er/ mode of conducting buginess in an
orggnization. It details permissible or recommended methods in order to\'achieve technical or managefial goals or
outgomes.

Notg 2 to entry: According to ISO 9000:2015, procedures can be do¢umented or not.

3.1121
pracess
setfof interrelated or interacting activities which transferms inputs into outputs

3.1{22
redord
setof related data items treated as a unit

3.1{23
refort
infgrmation item that describes.the results of activities such as investigations, observations, assefsments, or
tests

3.1{24
request
infgrmation item that initiates a defined course of action or change to fulfill a need

3.1}25
service request
request for information, or for a routine change or procedure with previously evaluated risk

EXAMPLE A request to provide access to a controlled application, a request to move hardware.

3.1.26
software item
identifiable part of a software product

EXAMPLE Identification and descriptions of the software product, source code, software life-cycle data, archive and
release data, and instructions for building the executable object code.

3.1.27
specification
information item that identifies, in a complete, precise, and verifiable manner, the requirements, design,
behavior, or other expected characteristics of a system, service, or process

5
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3.1.28
traceable
having components whose origin can be determined

3.1.29
unambiguous

described in terms that allow only a single interpretation, aided, if necessary, by a definition

3.1.30
verifiable

can be Chec]}or‘ for correctness l‘\y fa pnvcnn ortaol

3.2 Abbreviated terms

CFP Call for Proposals

CM Configuration management
COTS Commercial-Off-The-Shelf
ITT Inyitation to Tender

RFP Refjuest for Proposal

SLA Service level agreement

SMS Serpvice management system

4 Applicability

4.1 Purpdgse

The purpope of this document is to provide requirements for users of ISO/IEC 12207:2008 (IEEE [Std
12207-200B), ISO/IEC/IEEE 15288:2015;'and ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) for identifying
and planning the specific information>items (information products) to be developed and revised dufing
systems arld software life cycles and service management processes. This document is intended for usg¢ as

follows:

a) To addg
12207

b) To spe
situati
20000

2008 (IEEE Std\12207-2008) processes;

ress the technicallinformation needed by those involved in ISO/IEC/IEEE 15288:2015 and ISO/IEC

cify information in an agreement process as described in ISO/IEC/IEEE 15288:2015 or a two-party

from a

1:2013) and ISO/IEC 2

n as described in ISO/IEC 12207:2008 (IEEE Std 12207-2008), ISO/IEC 20000-1:2011 (IEEE |Std

ge

0000-2:2012 (IEEE Std 20000-2:2013). The two-party situation may ra

c) To develop information items that provide evidence for process assessment performed with respect to
ISO/IEC 33001, and to guide process improvement activities; and

d) To guide a single party in self-imposed tasks.

4.2 Intended users of this document

This document is applicable for use by the following:

a) project managers responsible for the Information Management process of ISO/IEC/IEEE 15288:2015 (6.3.6)

during a system life cycle;
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b) project managers responsible for identifying information item requirements and document contents when
using ISO/IEC 12207:2008 (IEEE Std 12207-2008), or any other software engineering life-cycle process, to
help determine what should be documented, when the documentation should be developed, and what the
contents of the documents should be;

) acquirers responsible for determining what information items are needed to help ensure the quality of the
project, or delivered system, product or service;

d) individuals who write or support the design and development of service, systems and software information
items;

e] individuals responsible for identifying information items required to claim conformance “with ISO/IEC
12207:2008 (IEEE Std 12207-2008), ISO/IEC/IEEE 15288:2015, or ISO/IEC 20000-1:2011((IEEE|Std 20000-
1:2013); and

f)| individuals undertaking service, systems or software process improvement in their organizations.

4.3 Applicability to work efforts

Usq of this document is not limited by size, complexity or criticality of the.project. It may be applied to the
follpwing:

a any type of project and life-cycle process;
b any of the activities and tasks of a project and system or software product or service life cycle;
c all forms of information items, information item,content and document delivery media; and

di documentation in Commercial-Off-The-Shélf_(COTS) products when the COTS product is spgcified as a
deliverable under a two-party situation.

NOTE See ISO/IEC 12207:2008 (IEEE Std 12207-2008), 1.2.

4.4 Applicability to informatienitem audiences

Usdrs of this document should~-determine the relationship of the requirements in this docunjent to the
requirements and needs of their audience (customers or users of information), or project and organizational
prdcedures. The type of decision to be made, or the work to be performed, by users of the informatiop should be
corfsidered before an iniformation item is prepared. Reviewing and understanding the requirements,|needs, and
badkground of users and stakeholders are essential to applying this document accurately and economiically, since
sorpe information items are designed for various purposes and user groups:

a)| To provide information to specialized types of users who may not be a part of a particular project;

b)| .To address the same type of user but in environments not normally coexisting in the same effort; and

c) To aid both users who are expected to understand technical concepts and terminology, and users who
may not have this background.

5 Conformance
5.1 Definition of conformance
This document may be used as a conformance or a guidance document for projects and organizations claiming

conformance to ISO/IEC/IEEE 15288:2015, ISO/IEC 12207:2008 (IEEE Std 12207-2008), or ISO/IEC 20000-
1:2011 (IEEE Std 20000-1:2013).
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NOTE 1 Service providers can refer to ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC TR 20000-
3:2012 regarding claims of conformance for a defined certification scope, for example, organizational units, services,
location.

NOTE 2 ISO/IEC 20000-1:2011 is a management system standard stating requirements for service providers. Some
requirements of this document are not requirements of ISO/IEC 20000-1. Some requirements of ISO/IEC 20000-1 are not
requirements of this document.

If the selected systems or software life-cycle processes have been tailored in conformance with ISO/IEC 15288 or
ISO/IEC 12207, to claim conformance to this document, the user of this document shall prepare the information
items identified in this document applicable to the selected and tailored ISO/IEC/IEEE 15288:2015 or

ISO/IEC 12PU07:2008 (IEEE Std 12207-2008], processes.

The generi
document
tailored co

information items provided in this document may be modified (added to, combined or retitled}, The content

the inform4

NOTE 3
for the Tailo

In this dod
separate d
available i
other infor

information item titles in Clause 10 is not required to claim conformance with this document.

Throughou

and specific record and information item titles and contents in Clauses 7, 9, and AQ)of
ay be tailored to satisfy requirements of an organization, its projects, or agreements (baséd on
pformance to ISO/IEC/IEEE 15288:2015 or ISO/IEC 12207:2008 (IEEE Std 12207-2008):In tailor

ition items shall correspond to the selected and tailored processes.

Annex A of ISO/IEC/IEEE 15288:2015 and ISO/IEC 12207:2008 (IEEE Std 12207-2008) provide requirem
ing process.

ument, for simplicity of reference, each information item is described as if it were published :
cument. However, information items shall be considered as conforming if they are unpublished
h a repository for reference, divided into separate docurhents or volumes, or combined ¥
mation items into one document. Use of the nomenclatureof-the specific records in Clause 9 or

[ this document, “shall” is used to express a provision that is normative, “should” to expreg

this

the

ing,
5 of

Pnts

1S a
but
yith
the

S a

recommendlation among other possibilities, and “may” te.indicate a course of action permissible within [the

limits of thils document.

The verb “include” used in this document indicatesthat either (1) the information is present or (2) a refere
to the inforation is given.

nce

5.2 Conformancesituations

Conforman ion

items, as id

re may be claimed for organizations, projects, multi-supplier projects, services, and informaf
entified in the claim ofteonformance:

der
its

a) When
shall
interp

conformance is ¢laimed for an organization or a service provider, the organization or service provi
produce a doecument declaring its tailoring of the records and information items, and
retation of dny clauses of this document that reference “the contract.”

ent
ent

b) When |confermance is claimed for a project (or program), the project plans or the contract shall docum
the tafloring”of the records and information items, and the interpretation of any clauses of this docum
that reference “the contract.”

c) When conformance is claimed for multi-supplier projects, it may be the case that no individual project can
claim conformance because no single contract calls for all the required records and information items.
Nevertheless, the projects, as a whole, may claim conformance if each of the required records and
information items is produced by an identified party. The program plans shall document the tailoring of the
records and information items, and their assignment to the various parties, as well as the interpretation of
any clauses of this document that reference “the contract.”

d) When conformance is claimed for an information item, the item shall contain the generic contents required
in Clause 7 of this document and the specific content required in Clause 10.
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NOTE 1 One possible way for an organization to deal with clauses that cite “the contract” is to specify that they will be
interpreted in the project plans for any particular project. A project’s claim of conformance is typically specified with respect
to the organization’s claim of conformance.

NOTE 2 In accordance with ISO/IEC 17000:2004, Conformity assessment — Vocabulary and general principles, an
organization or a project or a multi-supplier program can be said to comply with this document when its products (the
information items) fulfill the requirements, but the organization, project or program has not met the specific requirements
for conformance stated in items (a), (b) or (c) above.

5.3 Type of conformance

Ong of the following types of conformance shall be asserted. The selected type shall be identified,in\the claim of
corfformance:

a)| Tailored: The minimum set of required information items is determined by tailoring of prdcesses and
activities in accordance with Annex A of ISO/IEC 12207:2008 (IEEE Std 12207<2008) or Annex A of
ISO/IEC/IEEE 15288:2015.

b)| Absolute: The minimum set of required information items is all of those specified as normative (that is,
clauses containing “shall”) in the text of the normative reference standards:

Abdolute conformance may be claimed for selected processes or information items even if absolute conformance
with all requirements of this document is not claimed.

6 | Life-cycle data and information items
6.1 Life-cycle data characteristics

This document specifies how life-cycle data is managed in information items. The required data frpm the life-
cycle or service process shall be organized int¢“records and presented in one or more information | items, and
shall be consistent with an information item generic type. An information item shall include [its generic

infgrmation item contents (Clause 7).

Eadh set of records and each information item produced as a document described in this doctiment shall
sugport the following life-cycle data:characteristics:

a)| unambiguous;
b)| complete;
c)| verifiable;

d)| consistent;

e)| modifiable;

f) traceable; and
g) presentable.

6.2 Records compared to information items (documents)

A record is a special type of documented information containing a set of structured data treated as a unit. Table 4
in Clause 9 identifies records. Consistent with ISO 9000:2015, the purpose of a record is to state results
achieved or to provide evidence of activities performed. In fact, ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013)
considers any document or information item to be a record. However, this document distinguishes between
records of data and documents (information items).

© ISO/IEC 2017 - All rights reserved
© IEEE 2017 - All rights reserved


https://iecnorm.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

Data records gain their value from being combined with other records in a set, typically by inclusion in structured
databases, registers, or repositories where the individual records are available for retrieval and analysis. Records
hold the factual data (evidence) for the other generic information types. Data can be aggregated into records, and
these records may be included in a report which is already defined as a particular information item (e.g. test
report), or they may exist separately for other uses defined by the project. A single record, a selection of records,
or a complete listing of the repository’s contents is not suitable for issuance as a complete communication product
as are the information items (documents) such as a plan or procedure. The information items (documents) are
produced and communicated for human use and contain formal elements (such as purpose, scope, and summary),

intended to

make them usable by their intended audience.

6.3 Manggementoftifecyctedatatrecordsy ]

Life-cycle d
can be a wd
and ISO/IE
clauses of I
location, fo
recorded, 1|
the data sh
data manag
system life
generic rec

NOTE
documentati
statement of|

6.4 Man

The manag
ISO/IEC 12
Software D
knowledge
activities o
support th
collecting, i

Annex A
items and
used by a

ata results from the execution of the process or service management system activities and tasks. 'l
rk product or an element in other information items. Many of the clauses in ISO/IEC/IEEE 15288:2
[ 12207:2008 (IEEE Std 12207-2008) require life-cycle data to be produced or recorded.(However,
50/1EC/IEEE 15288:2015 and ISO/IEC 12207:2008 (IEEE Std 12207-2008) do not dietate the cont|
rmat, or media to be used to record and maintain the data. When choosing apprepriate data to
pcord managers should also determine where in the organization or project’s record-keeping syst¢

ement systems. Organizations or projects shall establish record retention policies in consideratio

brds and recommends content for specific records.

Requirements and guidance for records management are found  ib~ISO/IEC 16175:2010, Information
bn — Principles and functional requirements for records in electronig office environments — Part 1: Overview
principles.

agement of information items (documents)

ement of information items shall be performed. by applying the Information Management proces
P07:2008 (IEEE Std 12207-2008) and ISO/IEC/IEEE 15288:2015, the Documentation Management
ocumentation Management processes of ISO/IEC 12207:2008 (IEEE Std 12207-2008), including
management activities of ISO/IEC/IEEE $5288:2015 clause 6.2.4, or the documentation managen}
f ISO/IEC 20000-1:2011 (IEEE Std ;20000-1:2013). The Information Management process shd
e needs of a project and the related product or service. It should include procedures for prepar
dentifying, classifying, distributing, storing, updating, archiving, and retrieving information.

f this document provides.:a’summary procedure for identifying and planning for informat
their contents. Information/items should be defined to be applicable to multiple related proces
project or organization, or to related services (such as incident and problem manageme

Information items may be/€ombined or subdivided consistent with the project, service, or sys

ata
D15
the
ent,
be
bms

puld be recorded. Records may be maintained in databases, registers, repositori€s, archives, or other

h of

cycle and organizational or service management needs for the data. Clause 9 defines the contenf of

and
and

5 of
hnd
the
ent
uld

ing,

ion
ses

em

processes, phases, and stakehglder needs.

The informption management process shall produce these outcomes:

a) Information-te be managed is identified.

b) Information representations are defined

c) Information is obtained, developed, transformed, stored, validated, presented, and disposed of.
d) The status of information is identified.

e) Information is available to designated stakeholders.

6.4.1 Developing the documentation plan

The tasks to be performed in the Information Management process shall be identified in a Documentation Plan.
When developing the Documentation Plan, consideration should be given to policies and procedures of the
acquirer and supplier. The Information Management process for each project should be considered as part of a
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repeatable process for the acquirer and supplier. A Documentation Plan may be created for an entire
organization or for multiple projects and services that reuse document content.

6.4.2 Managing and controlling information items

Projects, organizations, and services may include their record descriptions and tailored information item
descriptions in a data dictionary or work breakdown structure. This practice helps the document management,
development, and maintenance activities. An established hierarchy of information items should be prescribed
and a mechanism developed for resolving conflicts between items. For example, there should be one master
schedule for the entire suite of plans relating to a single project, and schedule information given in specific
plans should relate to this master schedule.

Commercial or other existing information items may be substituted for all or part of an information jtem if they
conftain the desired information, meet applicable quality characteristics, and are properly referenced. When
exifting information items are readily available to users, organizations should consider providing a reference to
thepe information items rather than reproducing the information.

7 | Generic types of information items

7.1 General

The use of generic types simplifies the application of consistent structure, content, and formats |for similar
infgrmation items (records and documents), to support usability. This’decument defines the life-cycle data of
ISO/IEC 12207:2008 (IEEE Std 12207-2008), ISO/IEC/IEEE 15288;2015, and ISO/IEC 20000-1:201{l (IEEE Std
20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) by relating tasks and activ]ties to the
follpwing generic types of information items:

a)| description;
b) plan;
c)| policy;
d) procedure;
e)| report;
f)| request; and
g)| specification.
NOTE 1 Clause 9 identifies the generic content of data records.

NOTE 2 InISO/IEC 20000, documents, except for records, state the intent to be achieved.

Thq geheric information item contents shall be included in each applicable information item. Generic
infgrination item (document) contents are mapped to the identified output information items shown in column 3
of Tabtes 12 amd™3:

The lists of contents of generic types of information items do not specify a normative sequence, structure of
parts, or a list of section titles.

7.2 Description - generic content

Purpose: Represent a planned or actual context of use, function, design, service, or item

NOTE A description of something that is required is a specification. The level of detail involved and the presentation for
human use or for data storage determine whether information is presented as a description or as a preformatted record.

A description shall include the following elements:

11
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a) Date of issue and status;
b) Scope;

c) Issuing organization;

d) References;

e) Context;

f) Notationfer-deseription:
g) Body;
h) Summary;
i) Glossarly; and
j) Change|history.
Identified jnformation items:
— Concept of operations (operational concept);
— Databdse design description;
— Interface description;
— Propogal;
— Servic¢ catalog;
— Software architecture description;
— Software design description;
— Software unit description;
— Systeny architecture description; and

— Systen element description.

7.3 Plan - generic content
Purpose: Defineswhen, how, and by whom specific processes or activities are to be performed.

1 £o11 H

A plan shaltHneladethe TOTTOWIE elenmrents:

a) Date of issue and status;
b) Scope;

c) Issuing organization;

d) References (applicable policies, laws, standards, contracts, requirements, and other plans and procedures);

e) Approval authority;

f) Introduction, containing the purpose, audience, and scope of the plan;
12
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g) Planned activities and tasks;

h) Identification of tools, methods, and techniques;
i)  Schedules;

j) Budgets and cost estimates;

k) Resources and their allocation, including human resources, technical resources (infrastructure), and tools;

coand ot oty Lo din +h 3 racn ibla ouannarx oo 4

1 acoaercihilitia B2 o KA Powar 1aaa-adiat B o 1
Respenstbiites—andanthoritr—includingthe senterrespensible-ewnerandimmediate precess or service

owner;

m) Interfaces among parties involved;

n) Risks and risk identification, assessment and mitigation activities;

o) Quality assurance and performance measures;

p) Environment, infrastructure, security, and safety;

q) Training;

r)| Approach for technical and management review and reporting;

s)| Other plans (plans or task descriptions that expand onthe details of a plan);
t)| Glossary;

u) Change procedures and history; and

v)| Termination process.

Identified information items:

- Acceptance plan;

- Acquisition plan;

- Asset management plan;

- Audit plan;

- Capacity-plan;

- Configuration management plan and policy;

— Development plan;

— Disposal plan;

— Documentation plan;

— Domain engineering plan;

— Improvement plan (process improvement plan, service improvement plan);

— Information management plan;

13
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— Information security plan;

— Installation plan;

— Integration plan (implementation plan);
— Maintenance plan;

— Measurement plan;

— Projecpmanagementplan:

— Quality management plan (quality assurance plan);
— Releasg plan (deployment plan);

— Reuse plan;

— Risk management policy and plan;

— Servic¢ continuity and availability plan;

— Servic¢ management plan;

— Servicg¢ plan (plan for new or changed services);

— Training plan;

— Validation plan; and

— Verificption plan.

7.4 Poligcy - generic content

Purpose: Eptablish an organization's high-level intention and approach to achieve objectives for, and ensuting
effective coptrol of, a service, process, or.management system.

A policy shall include the following elements:
a) Date of issue, effective date, and status;
b) Scope;
c) Issuing organization;

d) Approyalauthority and identification of those accountable for enforcing the policy;

e) Authoritative references for compliance or conformance (such as policies, laws and regulations, standards,
contracts, requirements, and vision or mission statements);

f) Body, including objectives;
g) Glossary; and
h) Change history.

Policies may be communicated in various media or included in plans, procedures, specifications, or other
documents. Policies are implemented through Plans and Procedures. Policies may be defined for any life-cycle
process or service process.

14
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Identified information items:

— Budgeting and accounting policy (out of scope for this document);
— Configuration management plan and policy (change management policy);
— Improvement plan (and continual improvement policy);

— Information security policy;

1 3£ ] Loy o d oo

7.5
ING

ISO

Life-eyele-poelicy-and-procedure:
— Quality management policy and procedure;
— Release plan (and policy);
— Risk management policy and plan; and
— Service management plan (and policy).

Procedure - generic content
IEC/IEEE 15288:2015, reference: 5.5.1

IEC 20000-1:2011 (IEEE Std 20000- 1:2013) reference: 5.3

Puijpose: Define in detail when and how to perform certain: processes, activities or tasks, inclyiding tools

nee

ded. A procedure shall include the following elements:

Date of issue and status;

Scope;

Issuing organization;

Approval authority;

Relationship to planstand other procedures;

Authoritative references;

Inputs.and outputs;

Ordered description of steps to be taken by each participant;

i) Error and problem resolution;

j) Glossary; and

k

) Change history.

Identified information items:

— Audit procedure;
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— Capacity management procedure;
— Communication procedure;

—  Complaint procedure;

—  Configuration management procedure (asset management procedure, change management procedure,

release and deployment procedure);

— Documentation procedure;

— Inllplementation procedure;
—  Improvement procedure;
—  Incident management procedure;

—  Infformation management procedure;

— Infformation security procedure;
—  Life-cycle policy and procedure;
—  Mhintenance procedure;

—  Mgpasurement procedure;

—  Operational test procedure

—  Problem management procedure;
—  Process assessment procedure;
—  Qualification test procedure;

—  Quality management policy and procedure;
—  Saftware unit test procedure;

—  Sypplier management procedure;
—  Supplier selection procedure;

— Training doecimentation;

—  Userdecumentation;

—  Validation procedure; and

—  Verification procedure.

7.6 Report - generic content

Purpose: Describe the results of activities such as investigations, assessments, and tests. A report communicates

decisions.

A report shall include the following elements:

a) Date of issue and status;
16
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b) Scope;

c) Issuing organization;
d) Contributors;

e) Summary;

f) Introduction, including the purpose, audience, and scope of the report;

N\ Contast (o cciinan 1
§|

aa)
cORrEeXeT A sSSP onSsy;

hl)) Body (including methods of obtaining results);

—e

] Conclusions and recommendations;

] References;

o —

Bibliography;

1} Glossary; and

m) Change history.
Identified information items:

— Acceptance report;

— Audit acknowledgement report;

— Audit report;

— Configuration status report;

— Evaluation report;

— Incident report;

— Installation report;

— Integration and test report;

— Monitoring and control report;

—  Problem report;

—  Process improvement report;

—  Product need assessment;

— Progress report;
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— Qualification test report;
— Review minutes;
—  Service report;

— Software unit test report;

— U CT uut;ﬂ\.utiuu,
— Validation report; and
—  Verification report.

7.7 Request-generic content
Purpose: R¢cord information needed to solicit a response.

A request shall include the following elements:
a) Datge of initiation;
b) Scape;
) Subject;

d o

—

ginator of request;
e) Idgntification of requested item, service, or response;
f) Detailed description of requested item, s€xvice, or response, including due date;

g) Justifications.

NOTE The identification of the requested item can be a Specification.

Identified Information items:
—  Change request;

— Cuystomersatisfaction survey;

— Re¢queést for proposal (RFP);

— Resource request;
— Riskaction request; and
— Service request (record).

7.8 Specification - generic content
Purpose: provide requirements for a required service, product, or process.
Specifications should use a well-defined syntax. Specifications should be internally consistent in terminology,

definitions, and constraints. Unique specifications should be defined once to prevent inconsistent updates. A
specification shall include the following elements:
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a) Date of issue and status;
b) Scope;

c) Issuing organization;

d) References;

e) Approval authority;

f) (Beody:
g)| Assurance requirements;
h)| Conditions, constraints, and characteristics;
i) | Glossary; and
j) | Change history.
Identified information items:
— Contract;
— Service level agreement (SLA);
— Software requirements specification;
— System requirements specification (or seryice'requirements); and

— Validation test specification.

8 | Mapping of information itemso the life cycle and service management proc¢sses

In Tables 1, 2, and 3, column 3, inféarmation items are identified and mapped to the process whefe they are
identified as output in ISO/IEC/IEEE 15288:2015 or ISO/IEC 12207:2008 (IEEE Std 12207- 2008)|or ISO/IEC
20000-1:2011 (IEEE Std 2000021+2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013). Thesdq references
may be normative requirements, recommended output, informative material, examples, or notes. This
dodqument identifies information items that are not explicitly specified by title in the base standarfls. In these
casps, the base standards explicitly call out information to be documented, described, planned] specified,
repprted, recorded,(Tequested or specified. Annex B, Table B.1, compares information items by soprce.

Taljle 1 maps ISO/IEC/IEEE 15288:2015 clauses (column 2), processes, and output information items.

Tahle 2 maps' ISO/IEC 12207:2008 (IEEE Std 12207-2008) clauses (column 2), processes, and output
infgrmatiomitems.

Tahle’3/maps ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE [Std 20000-

4.3 1 fecd o2 1 P . .
2:2 Ulo) Clauscs (COIUIIIIL 4 ], PIOCESSCES, diU OULlput HITOTIIdUOIT TLCIILS.

Tables 1, 2, and 3 also list recommended input information items (source documents and data) in column 1 to
help produce the output information items. Tables 1, 2, and 3 do not show all the possible inputs, nor all the
required outputs for a process. They show the recommended input information items for each output
information item developed or revised during the process. Tables 1, 2, and 3 also show the specific reference
citations from the base standards for each specified information item, not all references for a process.

In numerous clauses, the base standards indicate that something (for example, a strategy) is to be
“defined.” However, definition does not in itself indicate that a specific information item is produced. Similarly,
clauses indicating that 'communication is maintained' do not necessarily mean that an information item (a
document) is produced.

For nearly every process, ISO/IEC/IEEE 15228:2008 and ISO/IEC 12207:2008 (IEEE Std 12207-2008) specify
that organizational policies and procedures are a source for process activities and outputs. In Tables 1, 2, and 3,
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“organizational policies and procedures” are not listed, but should be considered as input for every information
item. In contractual work, the contract/agreement and requirements should also be considered as input for
every information item, whether or not the source standard states that the process should be performed
“as specified in the contract.”

This document does not specify the format or content of recommended input data or input information
items, except for the content of those items that are also output information items.

8.1 Mapping of information items to the system life cycle
As defined in ISO/IEC/IEEE 15288 and shown in Table 1 headings, in addition to the Tailoring process, there are

two Agreerpes

and fourteg

Agreement

1. Acquisi

2.

Supply

Organizati

1.

4,

92

6.

accac—ci—Oraganizational

n Technical processes:

processes

fion

onal Project-Enabling processes

Life Cy¢le Model Management

Human

. Quality

. Infrastifucture Management

. Portfoljo Management

Resource Management

Management

Knowlgdge Management

Technical

_

N

. Project

. Project

Decisio

Management processes
Planning
Assessment and Control

h Management

4. Risk Mgnagement

vl

8.

Configyration Management

Inform

Quality

ition' Management

Dioia Enabling oo alo T Bical-Manacanarnting es
TETTIT yn OCCSSCS S oTrgarzatrotar T 1 oJCCeTEaoT g Pt O€L55€5; e e Car oo g Cr e pT 9€esses,

. Measurement

Assurance

Technical processes

1. Business or Mission Analysis

2. Stakeholder Needs and Requirements Definition

3. System Requirements Definition
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4. Architecture Definition
5. Design Definition

6. System Analysis

7. Implementation

8. Integration

9 Y arificat

ISO/IEC/IEEE 15289:2017(E)

1Q. Transition
11.Validation
13.Operation
13.Maintenance

14. Disposal

Tlable 1 — Mapping of ISO/IEC/IEEE 15288:2015, clauses to-information items for each syjq
cycle process

tem life-

Typical Input information items

lsO/IEcQ:E‘E’ 15288:2015

reference

Output information|item

ACQUISITION

Proposal, other contracts, needs assessment,
requirements specification

6.1.1.2.c),6.1.1.3.c),B.1

Contract (agreement}

Concept of operations, system requirements
specification, software requirements

for proposal

specification, acceptance strategy, other requests

6.1.1.2.a), 6.1.1.3.a.2), B.1

Request for proposal|(RFP)
(Request for supply)

Request for proposal, Proposal, Contract

6.1.1.3.b), 6.1.1.3.d), B.1

Evaluation Report (Stipplier

selection report, Supply assessment

report).

complaint

Problem report, monitoring and.control report,

6.1.1.3.0)2)

Change Request

Release report

6.1.1.3.e)1), B.1

Acceptance Report (Acceptance
Record)

SUPPLY

Request for proposal, other proposals

6.1.2.2.b), 6.1.2.3.b), B.1

Proposal

Proposal, other'contracts and agreements

6.1.2.2.), 6.1.2.3.), B.1

Contract (agreement

Problem teport, monitoring and control report,
complaint

6.1.2.1,6.1.2.3.)2), B.1

Change Request

LIFE\CYCLE MODEL MANAGEMENT

Organizational procedure

6.2.1.1,6.2.1.2a), 6.2.1.3a), B.1

Life-cycle policy and procedures

Assessment report, organizational procedure

6.2.1.3.0)

Improvement plan

Organizational procedure, process assessment
procedure, process assessment results, audit

report, progress report, problem report

report, customer satisfaction report, assessment

6.2.1.3.c), B.1

Process improvement report

INFRASTRUCTURE MANAGEMENT

Organizational procedure, other system
requirements specification, project
management plan

6.2.2.2.a), 6.2.2.3.), 6.2.2.3.b),
B.1

System requirements specification

System architecture description

6.2.2.2.b)

System element description

System architecture description, problem
report, monitoring and control report

B.1

Change Request
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Typical Input information items

ISO/IEC/IEEE 15288:2015
reference

Output information item

PORTFOLIO MANAGEMENT

Organizational procedure, project plan,
business action plan

6.2.3.3.2)8

Project management plan

Agreement, project life-cycle policies and
procedures

6.2.3.3.2)7). B.1

Progress report (Progress Initiation
Report, Project Closure Report)

Agreement, Business strategy, risk management

6.2.3.3.2)7), B.1

Evaluation report (Portfolio

plan analysis report)
HUMAN RESOURCE MANAGEMENT

Employee Skill record, project management plan 6.2.4.3.b) Training plan
Knowledge management policy, training plan, user 6.2.43) Training documentation

documeptation, validation procedure

Project pnanagement plan, staffing plan, training

plan

6.2.4.3.a)1), B.1

Evaluation report (required sKills)

QUALITY MANAGEMENT

Project pnanagement plan

6.2.5.3.2), 6.2.5.3.)

Quality management plan

Organizjtional procedure, quality

manageent plan, customer satisfaction 6.2.5.2.2), Qua'lhty management
6.2.5.3.a),B.1 policy/and’procedure

report, jroblem report

Survey, Interview, requirements specification, Monitoring and control report

quality dssurance evaluation results, customer 6.2.5.3.c.3),, B.1 (Corrective and preventive actlon

satisfactjon assessment results report)

KNOWLEDGE MANAGEMENT

Project jnanagement plan, configuration 6.2.6.3.2) Information management plam

managefnent plan,

(Knowledge management plan)

Knowledige assets, reference architectures, process
models, lessons learned, domains and types of
knowledge, skills, and knowledge assets to be

collectedl and maintained

6.2.6.3.c)2), B

Training documentation

PROJECT PLANNING

Project (technical) managemept

Contract, organizational procedure, other 6:3.1'1,6.3.1.2, plan (systems engineering

plans, pfoject objectives and constraints 6.3.1.3,B.1 management plan, software
development plan)

Product|need assessment, contract 6.3.1.3.b)6) Acceptance plan

Product|need assessment 6.3.1.3.b)6) Acquisition plan

Project management plan, work breakdewn 6.3.1.3.02) Resource request

structur¢, budget

PROJEC|T ASSESSMENT AND CONTROL

Contracf, organizational procedute, other 6.3.2.3.2) Project management plan

plans

Contracf, organizational procedure, project plan,
quality 4ssurance plan, other progress report

6.3.2.2.f), 6.3.2.3.b)6)

Progress report

Problen] report, anal¥sis of metrics and
variatiohs

6.3.2.3.b)10), B.1

Monitoring and control report
(project assessment report)

Monitorjng and control report, decision
record

6.3.2.3.0)1)

Review minutes

Contract, complaint, measurement results

63.23.03),B1

Change reguest (proiect contr l
1=} T \S e

request)

DECISION MANAGEMENT

Organizational procedure, contract

6.3.3.3.2)2), 6.3.3.3.0)3)

Problem report

Report (see generic Report

Organizational procedure, contract 6.3.3.3.c),B.1 ) e
information item)
RISK MANAGEMENT
Project management plan 6.3.4.3.a) Risk management plan
Risk management plan, risk profile 6.3.4.3.b)2),B.1 Risk action request
Risk management plan, risk profile, quality Monitoring and control report (risk
6.3.4.3.b),B.1
assurance procedure, problem report profile report)
CONFIGURATION MANAGEMENT
Project management plan, information 6.3.5.3.a) Configuration management plan

management plan
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Typical Input information items

ISO/IEC/IEEE 15288:2015
reference

Output information item

Configuration management plan, quality

Configuration management

management plan, CM procedures

6.3.5.3.c)
management plan procedure
Needs analysis 6.3.5.3.c),B.1 Change request (Reque.st for
change, request for variance)
Change records, inventories, configuration 6.3.23.d), B.1 Configuration status report (system
management plan, CM procedures e release report)
Change records, inventories, configuration 6.3.5.3.e),B.1 (Configuration) evaluation report

INFORMATION MANAGEMENT

Organizational procedure, project management
plan, configuration management plan

6.3.6.1, 6.3.6.3.a)

Information managerpent plan

Information item records, release records,
information management plan

6.3.6.3.b),B.1

Configuration,status feport

(Informatieh,managgment report)

MEASUREMENT

Measurement data, information management plan

6.3.7.1,6.3.7.3.b)

Monitoring and contrjol report

Project management plan, quality assurance plan,
measurement strategy, requirements specification

6.3.7.3.2)5)

Measurement procedures

Measurement results, quality assurance plan,
measurement procedures

6.3.7.2.a), 6.3.7.3.2)3), B.1

Evaluation report (Measurement
information needs)

Measurement results

6.3.7.3.0)4)

Review minutes

Measurement results, quality assurance plan,
measurement procedures

6.3.7.1,6.3.7.2.€), 63:7:3.b)3)

Report (see generic Report
information item)

QUALITY ASSURANCE

Quality management plan, measurement
procedures, system quality requirements, quality
assurance records, incident record, problem record,
customer satisfaction report, complaint

6.3.8.241)6.3.8.3.d), B.1

(QA) Evaluation repdrt

Quality management procedures, quality
management plan, test procedures

6:3.8.2.2)

Quality management|(assurance)
procedures

BUSINESS OR MISSION ANALYSIS

Needs assessment, portfolio evaluation report, use
case

6.4.1.1,6.4.1.2,6.4.1.3.c), B.1

Concept of Operations

(Preliminary life cycle concepts or
preliminary operatiopal concepts)

STAKEHOLDER NEEDS AND REQUIREMENTS DEFI

NITION

Contract, needs assessment, life cycle concepts,
scenarios, use cases

6.4.2.2.b), 6.4.2.3.b), 6.4.2.3.0),
B.1

Concept of operation$
(operational concept

Contract, needs assessment, concept of operations

6.4.2.1,6.4.2.2.€), 6.4.2.3.0),
6.4.2.3.d), 6.4.2.3.€), B.1

System (stakeholder) requirements

specification

Business strategy, customer satisfaction survey

6.4.2.1,6.4.2.2.d), 6.4.2.3.b)

Product need assessment

SYSTEM REQUIREMENTS DEFINITION

Organizational.procedure, stakeholder
requirements

6.4.3.1,6.4.3.2, 6.4.3.3.b),
6.4.3.3.0), B.1

System requirementg specification

Concept.of eperation, system
requirements specification

6.4.3.2.a), B.1

System architecture description

ARCHITECTURE DEFINITION

nnvn]npmnnf p]qn' sustem rﬂr}nirnmanfc
specification, concept of operations
(operational concept), technology roadmaps

644.1,64.4.2 64430D),
6.4.43.0),B.1

System architecture description
(architecture report)

System architecture description, system
design description

6.4.4.3.0),6.4.4.3.d)

Interface description

System architecture description,
stakeholder and system requirements
specifications

6.4.3.3.€),B.1

Evaluation report (architecture
assessment report)

DESIGN DEFINITION

System architecture description

6.4.5.2.d), 6.4.5.3.d), B.1

Interface description

System architecture description, technology
assessment report, product specifications

6.4.5.1,6.4.5.2.b), 6.4.5.3,B.1

System element description (design

characteristics report)

SYSTEM ANALYSIS
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Typical Input information items

ISO/IEC/IEEE 15288:2015
reference

Output information item

System requirements specification, change
request, problem report, test report

6.4.6.1,6.4.6.3.c),B.1

Evaluation report (system analysis
report)

IMPLEMENTATION

System design descriptions, interface descriptions 6.4.7.3.a) Implementation procedure

Stakeh_older requlremenjcs, use case, concept of 6.4.7.3.b) User documentation

operations, design descriptions

Implementation procedure 6.4.7.3.b), B.1 Iptegratlon agd testreport
(implementation report)

INTEGRATION

Integratfon procedure, test procedure 6.4.0.2.g),B.1 Integration and test report
User d tati bl

Integratjon procedures, design description 6.4.8.3.b) ser documentation (assembly
procedure)

Configufation record 6.4.8.3.c) Problem report

VERIFIGATION

Requirements specification, verification strategy,

design definition, interface control description, 6.4.9.3.b) Verification procedure

test progedures, progress report, problem report,

test casg

Verification procedures, progress report, problem 6.4.9.3.0), B.A Integration and test report

report, fest case e (verification report)

Test prdcedures, test report 6.4.9.2.d) Problem report

TRANSI[TION

Installation procedure, transition strategy, Release plan (contingency badk-out|

. 6.4.10.3.a)
operatignal procedures plan)
Installafion plan, problem report, progress 6.4.10.3.0), B.1 Installation report (Transition

report

report)

Problen] management procedure

6.4.10.1, 6.4.10:3:¢)

Problem report

VALIDA[ION

Stakeholder requirements, validation strategy, test

procedufes, test case, problem report 6.4.11.3.b) Validation procedure

Quality management plan, validation procedures 6.411:2.f), B.1 Validation report

Test procedure, test report 64.11.3.c) Problem report

OPERATION

Problen] report, evaluation report 6.4.12.3.d) User documentation

Informagion s.ecurlty plan, operational strategy; 6.4.12.3.) Information security procedutle

threat apalysis

Operatignal procedures, safety strategy, service Monitoring and control report
6.4.12.3.b),B.1 .

level agileement, measurement data (operation report)

Inc1der'1t and problem reports complaints, 6.4.12.3.d) Customer satisfaction survey

operatignal procedures

User doqumentation, incidentreport, service .
6.4.12.3.c),B.1 (Operational) problem report

level agleement

MAINTHNANCE

Organizational preeedure, operations plan, Maintenance plan (life cycle
6.4.13.3.d)

development/plan support plan)

Maintenpn€e plan, user documentation 6.4.13.3.b), 6.4.13.3.c) Maintenance procedure

Problem+ebort-incidentreport-productneed Chanaereguestlmaintenance

e T 6.4.13.3.b), B.1 on T *

assessment, complaint request)

:;Eﬁm report, maintenance plan, system analysis 6.4.13.3.d),B.1 Service report (logistics report)

Malntenance. procedures, change requests, incident 6.413.3.), B.1 (Maintenance) problem report

reports, service requests

DISPOSAL

Disposal records, knowledge management records, Configuration status report
6.4.14.3.c),B.1 :

asset management records (archive report)

TAILORING

Standard life-cycle model, standard,

organizational policies and procedures, A23 Life-cycle procedure

tailoring decision, agreement, stakeholder
requirement
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8.2 Mapping of information items to the software life cycle

Table 2 maps information items to the software life cycle as defined in ISO/IEC 12207:2008 (IEEE Std 12207-
2008). ISO/IEC/IEEE 12207 has processes the same as the system life cycle: two Agreement processes, five
Organizational Project-Enabling processes, and seven Project processes. There are also distinctive processes
for the software life cycle: eleven Technical processes, seven Software Implementation processes, eight Software
Support processes, and three Software Reuse processes.

Agreement processes

1. Acquisition

2.|Supply

Organizational Project-Enabling processes
1.|Life Cycle Model Management
2.|Infrastructure Management

3.|Project Portfolio Management

4.|Human Resource Management

5.|Quality Management

Prgject processes

1.|Project Planning

2.|Project Assessment and Control
3.|Decision Management

4.|Risk Management
5.|Configuration Management
6.|Information Management
7.|Measurement

Teg¢hnical processes

Uy

.|Stakéhelder Requirements Definition

2 < 'S Roguiram-anteAiaal 3
LSystemReguirementsAnalysis
3. System Architectural Design

4. Implementation

Ul

. System Integration
6. System Qualification Testing
7. Software Installation

8. Software Acceptance Support
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9. Software Operation
10.Software Maintenance
11.Software Disposal

Software Implementation processes

1. Software Implementation

2. Softwafe Requirements Analysis
3. Software Architectural Design

4. Softwafe Detailed Design

5. Software Construction

6. Software Integration

7. Software Qualification Testing

Software Support processes

1. Softwafe Documentation Management
2. Software Configuration Management
3. Software Quality Assurance

4. Softwafe Verification

5. Software Validation

6. Software Review

7. Software Audit

8. Software Problem Resolution

Software Reuse processes
1. Domain Engineerihg

2. Reuse Asset'Management

Table 2 — Mapping of ISO/IEC 12207:2008 (IEEE Std 12207-2008) clauses to information items for

each software life-cycle process

Typical Input information items

ISO/IEC 12207:
2008 (IEEE Std
12207 -2008)

Output information item

ACQUISITION

Acquisition report, contract product need assessment, acquisitio
report, other acquisition plans

6.1.1.3.1.8,
6.1.1.3.1.9,
6.1.1.3.1.12

Acquisition plan
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Typical Input information items

1SO/IEC 12207:
2008 (IEEE Std
12207 -2008)

Output information item

Proposal, other contracts

6.1.1.2,6.1.1.3.4.2,
B.3.1.2.2,B.3.1.3.2,
F.3.3.1.1,F.3.3.1.2,
F.3.3.5.1

Contract

Other product need assessments

6.1.1.2,6.1.1.3.1.1

Product need assessment

other system descriptions, concept of operations 6.1.1.3.1.1 Concept of operations
Request for proposal, product needs assessment, acquisition
report, previous requests for proposals (RFPs); concept; system
r niromohf; software rnqniromnni—c definition-and qnq]}rcic ETT3TI0 R T TTRED
refult; past: scope statement, bidder instructions, termsand | 7777 equest for proposal (REP)
cdnditions; acceptance strategy and condition, acquisition
recommendation.
6.1.1.3.1.2,
. - 6.1.1.3.1.7, 1 e e
Sylstem requirements specification, product need assessment 611318 Software requirements spefification
6.1.1.3.1.11
Agquisition plan, system requirements specification 6.1.1.3.1.7 Maintépance plan
Agquisition plan, acceptance plan, requirements specification, 6.1.1.3.6.1, 4. . X
cdntract 611362 Qualification test procedurg
Other supplier selection procedures, acquisition plan, other 6.1.1.33.1 Supplier selection procedufe
refquests for proposals
Cqntract, problem report, monitoring and control report F.3.2,F3.3.21 Change request

SUPPLY

6.1.22,6.1.2.3.3.1,

Ré¢quirements specification, request for proposal 6.112.3.6.2, Contract
B.3.2.2.1,B.3.2.2.2

Cqntract, supplier’s project management plan, quali 6.1.2.3.4.8, .

agsurance pFl)elljn P i P ey 6.1.2.3.4.15 Evaluation report

P1joject management plan 6.1.2.3.4.15 Review minutes

Mpnitoring result 6.1.2.3.48, Monitoring and control repprt
6.1.2.3.4.15

Prjoposal review record, proposal, contract, other-project 6.1.2.3.4.3, .

marg)agement plans, inforll)nagon security policy o 6.1.2.3.4.5 Project Management Plan

Cystomer inquiry or request, request for proposal, other 6.1.2.2b), B3.2.1.2 | Proposal

pijoposals

Piloblem management procedure gééggls' Problem report

P1joject management plan 6.1.2.3.4.15 Progress report

Aydit plan, contract 6.1.2.3.4.15 Audit report

LIHE CYCLE MODEL MANAGEMENT

6.2.1.1,6.2.1.2,

Organizational procedures 6.2.1.3.1.1, Life-cycle policy and procedure
6.2.1.3.3.1

Agsessment(report, organizational procedure 6.2.1.3 Improvement plan

Life-cyclesprocedure, process description, review minutes,

pifocess.improvement analysis report, audit report, 6.2.1.3.2.2 Audit plan

injprévément plan, project management plan

Life-cycle policies, process description 6.21.321 Process assessment procedure
6.2.1.3.3.2,

Assessment report, progress report, problem report, audit
report, customer satisfaction report

B.3.3.1.2,B.3.3.2.2,
B.3.3.3.2

Process improvement analysis report

INFRASTRUCTURE MANAGEMENT

Organizational procedure, strategic plan, system requirements

6.2.2.2,6.2.2.3.1.1,

System requirements specification

specification 6.2.2.3.2.1
Worl_{ breakdown s.truct.ure, infrastructure system 622312 Project management plan
requirements specification.
PROJECT PORTFOLIO MANAGEMENT
Organizational procedures, project plan, business action plan, 6.2.3.3.2.1, .
life-cycle procedure 6.2.3.3.1.6 Project management plan

HUMAN RESOURCE MANAGEMENT
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Typical Input information items 2008 (IEEE Std Output information item
12207 -2008)

. . 6.2.4.3.2.1, .

Employee Skill records, project management plans 624341 Training plan

Knowledge area schema, evaluation reports 6.2.43.4.1 Information management plan

Training plan, user documentation, validation procedures 6.2.4.3,B.3.4.1.2 Training documentation

QUALITY MANAGEMENT

Project management plan 6.2.5.3.1.5 Quality management plan

Organizational procedures, quality management plan, customer
satisfaction report, problem report

6.2.5.2,6.2.53.1.1

Quality management policy
and procedure

Surveys, inferviews, requirements specification

6.2.5.3.1.4

Service report

PROJECT RLANNING

Proposal, cpntract, other plans, budget requests, organizational

6.3.1.1,6.3.1.2.¢),

Project management plan

procedureq, contract modification, other plans 6.3.1.3.2.1

Project mahagement plan, contract 6.3.1.3.3.2 Resource request
PROJECT ASSESSMENT AND CONTROL

Contract, ofganizational procedures, project plan, quality 632321 Problem report
assurance plan

Contract, ofganizational procedures, project plan, quality 6.3.2.2,6.3.2.3.1.1,

assurance plan, other progress report 6.3.2.3.2.2 Progressreport

Problem reports, analysis of metrics and variations

6.3.2.3.2,6.3.2.3.3

Monitoring and control report

DECISION MANAGEMENT
- 6.3.3.3.1.3,
Organizatignal procedures, contract 633331 Problem report
Organizatignal procedures, contract 6.3.3.2d) Report
RISK MANAGEMENT
6.3.4.3.1.1,
Risk management policies, organizational procedures 6.3.43.1.2, Risk management plan
6.3.4.3.2.1
Risk management plan 6.3.4.3.1.5 Improvement plan
) 6.3.4.3.34, I
Quality assjrance procedures, problem reports 634363 Monitoring and control report
C.hange r_eq uest, monitoring and control report, risk register, 634341 Risk action request
risk profile]
CONFIGURATION MANAGEMENT
Project mahagement plan, system requirements specification, 6.3.5.3.1.1 ggﬁzl};’guratlon management plan and
INFORMATION MANAGEMENT
Organizatignal procedures, project.aianagement plan 2?23; 5 Information management plan
Informatioh management plan 6.3.6.3.1 Documentation plan
MEASUREMENT
6.3.7.2.0),
Organizatignal policigs;\project management plan, contract, 6.3.7.3.1.1,
informatiop managenient plan 6.3.7.3.1.3, Measurement plan
6.3.7.3.14

Measurem¢nt'plan, measurement procedures

6.3.7.1,6.3.7.3.2.4

Monitoring and control report

STAKEHOLDERREQUIREMENTS DEFINITION

Contract, needs assessment, concept of operations

6.4.1.3.2

System requirements specification

Contract, needs assessment

6.4.1.2,6.4.1.3.2.3

Concept of operations

SYSTEM REQUIREMENTS ANALYSIS

Organizational procedures, contracts, quality requirements

6.4.2.2,6.4.2.3.1.1

System requirements specification

System requirements specification, needs assessment

6.4.2.3.2.1

Evaluation report

SYSTEM ARCHITECTURAL DESIGN

Development plan, system requirements specification

6.4.3.2,64.3.3.1.1

Software architecture description

System architecture description, system design description

6.4.3.2d)

Interface description

System requirements specification, system architecture
description, concept of operations

6.4.3.3.2.1

Evaluation report

IMPLEMENTATION
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Output information item

[Replaced by the Software Implementation process]

SYSTEM INTEGRATION

System requirements specification, system architecture

description, software user documentation, software integration | 6.4.5.3.1.1 Integration and test report
test plan

System requirements specification, Integration and test report | 6.4.5.3.2.2 Evaluation report

SYSTEM QUALIFICATION TESTING

Syfstem requirements specification, validation plan 6.4.5.3.2.1 Qualification test procedur¢e
Ré qu.irer.nents, design definition, interface control description, 6.4.63.1.2 Evaluation report
vdrification plan, test procedures, test case

Sylstem requirements specification, contract 6.4.6.3.1.3 Audit report

SOFTWARE INSTALLATION

Cdntract, de\/"elopment plap, s.ystem requiremepts specification, 6.4.7311 Installatid ptan

sylstem architecture description, other installation plans

Cdntract, installation plan 6.4.7.3.1.2 Installation report
SOFTWARE ACCEPTANCE SUPPORT

Cantract, acceptance plan, acceptance procedure 6.4.8.3.1.1 Acceptance review and testing report

T¢st procedures

6.4.8.2,6.4.8.3.1.1

Problem report

SQFTWARE OPERATION

architecture description

Sylstem requirements specification 6.4.9.3.1.1 Service management plan
Sdftware requirements specification, detailed system design 6.4.9.3.301) .
- . User documentation

ddgscription, concept of operation 6.4.93.4.1
Sdftware user docume.ntatlon, problem reports; change 649313 Operational test procedure
rejquests, other operational test procedures

. 6.4.9.3.1.2,
Piloblem reports, other operational procedures 649313 Problem management procedure

6.49.3.4.2,
Piloblem reports, problem management procedure 649357 Problem report
(o) clsratlo.ns plan, user documentation, problem report, customer 6.4.9.3.42 Change request
saftisfaction survey
SOFTWARE MAINTENANCE
Otganizational procedures, operations plan, development plan, | 6.4.10.1, .
cdntract, software user documentation, 6.4.10.3.1.1 Maintenance plan
Mpintenance plan, user documentation, installation procedures, 6410311 Maintenance procedure
tept procedures
Sdftware requirements specification, modification report, low- | 6.4.10.2, Software desien descriptioh
lepel software design docunient. 6.4.10.3.3.1 & P
Re¢lease record, changelrequest, detailed design document 6.4.10.2 User documentation
Pno'b.lem. report, low-level software design description, 6.4.10.3.3.2 Software unit test procedufe
vdrification plan
. 6.4.10.3.1.2,
Mpintenance procedures 6.4103.2.4 Problem report
Sdftware unit test plan, problem report, change request 6.4.10.3.3.2 Software unit test report
Mpintenance plan, modification test and evaluation criteria
specification, modification requirement report, modification 6.4.10.3.5.6 Review minutes
notification report, modification test report, migration plan
Cont.ract, malntenance plan, installation plan, verification plan, 6.410.3.5.2 Release plan
configuration management plan
6.4.10.3.5.3
Rel 1 ’ ificati
elease plan 6410355 User notification
SOFTWARE DISPOSAL

Retirement constraints, contract 6.4.11.2 Software requirements specification
Disposal plan 6.4.11.3.2.2 User notification
Organizational procedures, contract, project management plan | 6.4.11.3.1.1 Disposal plan
SOFTWARE IMPLEMENTATION
Life-cycle model, software requirements specification, software 711312 Software design description
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Softv.vgre .de51gn description, software requirements 711.3.1.2 User documentation
specification
Incidents, problem records 7.1.1.3.1.2 Problem report
Contract, supplier s }.:)r0]_ect manggement plan, software 7.1.1.3.1.3, Development plan
requirements specification, quality assurance plan 7.1.1.3.14

SOFTWARE REQUIREMENTS ANALYSIS

Contract, system requirements specification, development plan,
system architecture description, stakeholder requirements,

7122 712311

product nefds assessment, risk assessment, evaluations of

Software requirements specificatia
t +

prototypes
Software r¢quirements specification, concept of operations 7.1.2.3.1.2 Evaluation report
SOFTWARHARCHITECTURAL DESIGN d‘.l/

Contract, d evel_opment plan, §}_Istem requirements specification, 713311 Software architecture-description
software rg¢quirements specification
Systgm arg 11tectur-eldes.cr1pt10n, concept o.f operations, system | -4 25, Interface description
requirements specification, software requirements specification
Software r¢quirements specification, high- level software : .

: . 7.1.3.3.1.3 Databasedesign description
design des¢ription
System arg| hlte.ctu.re description, concept of operations, 713314 User Qofumentation
interface dgscription
Developmdnt plan, system design description 7.1.3.3.1.5 Software requirements specification
Test requirements, project management plan (master schedule)| 7.1.3.3.1.5 Development plan
System architecture description, software requirements
specificatign, concept of operations, interface description, 7.1.3.3.1.6 Evaluation report
database design description
SOFTWARE DETAILED DESIGN N
Deve}opme nt plan., solftware requirements specification, system 714311 Software design description
architecture description,
Software d etallled design, sys.t.em érchltecture description, 714312 Interface description
software rgquirements specification
Softw.ar(.e réquirements specification, system architecture 714313 Database design description
descriptior]
Documentdtion plan, software requirements specification, high-
level softwhre design description, other software tiser 7.1.4.3.14 User documentation
documentgtion, database description
Developmdnt plan, acceptance plan, software-requirements
specificatign, low-level software design description, database 7.1.4.3.1.5 Software unit test procedure
detailed design description
System arc 11t§cture descrlpt_lo.n, Spftware detalleq design, 714317 Evaluation report
software rgquirements specification, software unit test plan
SOFTWARE CONSTRUCTION-./
Software items, databases$;software unit test plan 7.1.5.3.1.1 Software unit test procedure
Software dpsign description 7.1.5.3.1.1 Software unit description
Software uhit description, software unit test procedures 7.1.5.3.1.2 Software unit test report
Documentdtion plan, software requirements specification,
sotware dpsin desrption othersoftvarewser o | 715315 |user documencation
procedures, software unit test report
Software unit test plan, software unit test report, software
requirements specification, concept of operations, integration 7.1.5.3.1.5 Evaluation report
and test report

SOFTWARE INTEGRATION

Software requirements specification, software design 716311
description, software architecture description, interface 7..1..6..3..1..5' Integration plan
specifications
Integration plan, test plan, test procedures, test result records 7.1.6.3.1.2 Integration and test report
Documentation plan, integration and test report, software 716313 User documentation

design description
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Output information item

Acceptance plan, software user documentation, development
plan, system requirements specification, integration plan,

software design description, database design description, 7.1.6.3.1.4 Qualification test procedure
software requirements specification, system architecture

description

Integration plan, software requirements specification, 716315 Evaluation report

concept of operations, integration and test report

SOFTWARE QUALIFICATION TESTING

217211
S

S i 4t 4+
(¢ 7 oR-afetest

<= 7

Qualification test report

report, qualification test procedures 7.1.7.3.1.3
D¢cumentation plan, integration and test report, software .
. . .p g p 7.1.7.3.1.2 User documentation

ddgsign description
Cgncept of operations, user documentation, qualification test .

p perations, + 4 7.1.7.3.1.3 Evaluation report
pilocedures, qualification test report
Adceptance plan, software user documentation, development
plpn, software requirements specification, software design 7.1.7.3.14 Auditreport

ddgscription, database design description, test report

SOFTWARE DOCUMENTATION MANAGEMENT

Pilogram management plan, development plan, audit reports,
evlaluation reports, contract, other documentation plans

7.2.1.2,7.2.1.3111

Documentation plan

SOFTWARE CONFIGURATION MANAGEMENT

Cqntract, other configuration management plans 7.2.2.3.11 Configuration management plan
7.2.2.2%;
Cqnfiguration records, other configuration status reports 7.22:3.4.1, Configuration status report
72.2.3.5.1

SOFTWARE QUALITY ASSURANCE

Cqntract, project management plan, system requirements Quality management plan

sgecification 7:2:33.1.3 (quality assurance plan)

SQFTWARE VERIFICATION

. P 7.2.4.3.1.5, P

Cantract, software requirements specification 724316 Verification plan

Vdrification plan, test specifications, test recorxds 7.2.4.3.1.5 Verification report
SOFTWARE VALIDATION

C nt.rz.act, .other validation plans, software.requirements 725314 Validation plan

specification

Cq nt_rgct, gualification test report, syStem n.e(_quir.ements 7.2.5.3.2.1, Validation test specificatior

specifications, software requirements specification 7.2.5.3.2.2

V4lidation test specification 7.2.5.3.1.4.d) Validation report
SOFTWARE REVIEW

Cdntract, review agenda, problem reports, plans, schedules, 7.2.6.2, Review minutes

stpndards 7.2.6.3.1.5
SOFTWARE AUDIT

Oxganizational'policies and procedures, 7.2.7.3.1.4 Audit procedure

Avydit report 7.2.7.3.1.6 Audit acknowledgement report

Cqntract;software requirements specification, test plans,

vdlidation test specification, test reports, user documentation, 7.2.7.3.1.6 Audit report

plans, monitoring results, standards

SOFTWARE PROBLEM RESOLUTION

Problem management procedure, review minutes, incident

7.2.8.2,7.2.8.3.1.1,

Problem report

reports 7.2.8.3.2.1
DOMAIN ENGINEERING
Conf_lguratlon Statl:lS report, evaluation report, domain 731313 Change request
architecture description
Project management plan, organizational procedures, business 731311 Domain engineering plan
strategy, development plan
Domain engineering plan, test report, change request 7.3.1.3.1.3 Problem report
. . o 7.3.1.2,7.3.1.3.3.1, . L
Domain model, interface description 731333 Software architecture description

REUSE ASSET MANAGEMENT
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Output information item

Strategic plan, project management plan, maintenance plan,

7:32.2,7.32.3.1.1, Asset management plan

domain engineering plan 7.3.2.3.2.2,

Configuration status report 7.3.2.3.3.6 Change request

Change request, problem report 7.3.2.3.3.6 Maintenance plan

Problem report 7.3.2.3.3.8 User notification

Asset reuse data 7.3.23.35, Monitoring and control report
7.3.2.3.3.7

Test report, audit report 7.3.2.3.3.6 Problem report

REUSE PROGRAM MANAGEMENT

7.3.3.1,7.3.3.3.2.1,

. L . 7.3.3.3.3.3,
Project mapagement plan, organizational procedures, business
) . . 7.3.3.3.4.1, Reuse plan
strategy, d¢velopment plan, domain engineering plan
7.3.3.3.4.2,
7.3.3.3.4.3
Reuse planf configuration management procedure 7.3.3.3.5.3 Problem report
TAILORING
Standards, jorganizational policies and procedures | A23.1 | Life-cycleprocedure
8.3 Mapping of information items to the service management processes
Table 3 ps information items to the 14 service management processes ‘as defined in ISO/IEC 20000-

1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000<2:2013). The 14 processes incl
the design and transition of new or changed services, six Service Delivery processes, two Relationship proces

two Resolul
20000-1:2(
processes.

available i the referenced ISO/IEC 20000-1 (IEEE Std 20000-1:2013) or ISO/IEC 20000-2 (IEEE Std 200

1:2013) Cld

ISO/IEC 20
service mar
were a spe(

Design and
Service De|
1. Service
2. Service
3. Service

4. Budget

ion processes, and three Control processes. In addition, Clause 4 of ISO/IEC 20000-1:2011 (IEEE
13) requires some information items for the service management system in general, applicable td
n Table 3, policies, plans and procedures are shown for specific services when additional deta

uses 5 to 9.

000-2:2012, Information technology — Service management — Part 2: Guidance on the applicatio
agement systems takes the form of guidance and recommendations. It should not be quoted as

ification and particular care should be taken to ensure that claims of conformance are not misleadin

transition of new or changed services process
Jivery processes

Level Management

Reporting

Continuitysand Availability Management

ng,and Accounting for Services

lde
ses,
Std

all
lis
00-

h of
fit
g.

5. Capacit

y Management

6. Information Security Management

Relationship processes

1. Business Relationship Management

2. Supplier Management

Resolution processes
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1.

2.

Incident and Service Request Management

Problem Management

Control processes

1.

2.

Configuration Management

Change Management

ISO/IEC/IEEE 15289:2017(E)

Release and Deployment Management

able 3 — Mapping of ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2(
Std 20000-2:2013) clauses to information items for each service managémeént process

12 (IEEE

=]

ypical Input information items

ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:, (|
2012 (IEEE Std \<(/
20000-2:2013)")"
clause X

&

N
) Output information ite

~

&

m

APPLICABLE ACROSS THE SERVICE MANAGEMENT SYSTEM TO ALL PROCESSES

SERVICE MANAGEMENT

Service management policy, contract, objectives,
scope, customer requirements, performance reports

1: 13,4:1.1,4.1.2,
4431,4.5.1,4.5.2
2:4.1.1.1,4.1.1.4,
4.1.1.5,4.1.1.6,4.1.2.1,
4.1.2.2,4.1.3.1,4.1.4.2,
4.24,43.1.1,4.5.2.1,
4.5.2.2,4.5.2.4,4.54.1

Service management plan
management policy)

includes service

Service management plan including policy: ; iii 34132 Communication procedurd

. 1:4.3.1 .
Service management plan, SLA 2:4311 Service catalog
Contract (or agreement), serviee\management plan, 1:4.3.1 .
service catalog 2:4.1.1.3,4.3.1.1, Service level agreement (SL.A)

. . . 1:4.3.1,4.3.2 .

Documentation plan, information management plan 2:4131 4312 432 Documentation procedure
Configuration management plan, information 1:4.3.3 Information management procedure
management plan 2:4.3.3,44.2.2 (records management pro¢edure)
Service description, process description ; igi 4524 Interface description

. . 1:4.1.4.e),4.5.3.0),
Servicezmanagement plan, service level agreement, .

4 4.5.5.2 Service report
auditréport 2: 4144 4542

1:4541 4542

STA, Service management plan 2: 4540 Audit plan
Contract, SLA, Service management plan, customer
satisfaction survey, resource information, risk 1:4.5.4.1,4.5.4.3 Review minutes
register, audit results, changes, improvements 2:41.1.2,41.2.16)
meeting decisions and actions,

. 1:45.4.2 .
Audit plan 2: 4542 Audit procedure

. 1:454.2 .
Audit procedure 2: 4542 Audit report
Service management plan, SLA, improvement policy, 1: 4551
measurement plan, monitoring and control reports, 2: 4'5'5'2 Improvement procedure

review minutes, audit results
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ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

Organizational policies, service plans Improvement
policy, service management plan, problem reports,
test reports

1:455.1,4.5.5.2
2:455.1,455.2

Improvement plan (includes improvement
policy)

Service management plan, service requirements,

2:4.21,425,43.1.1,

pal yd Y
CUIILL AL ([ dg T TTIITTIL)

service design 4523,453,
DESIGN|AND TRANSITION OF NEW OR CHANGED SERVICES
Service nanagement policy, change management 1:51 52 53 System requirements specification (service
policy, cpntract, customer requirements T requirements)
Ser_Vlce managemept p_ollcy, change management 1:5.2,53 Service Plan (plan forjnew or changpd
policy, cpntract, objectives, customer requirements, .
; ) 2:5.2.7,5.3.3.1 services)
service 1lequirements, performance reports
Serv.lce _nar_lagement plan, service requirements, 1:5.2.5.3 Contract (agréefhent)
service design 2:5.2.8
Service nanagement plan, service plan, service 1:5.2 .
desien 2:528h Interface'description
Service anagement plan, service catalog ; gg 8 Disposal plan
Service nanagement plan, SLA 1:53 Service catalog
Contractl (or agreement), service management plan, 1:5.3 .
service datalog 2:53.1,55 Service level agreement (SLA)
Service nanagement plan, SLA 1:5.3 Procedure (generic information iterp)
Service nanagement plan, service level agreement, 1:54 Service report
audit report 2:5.2.8,5.4)5.5 P
SERVICE LEVEL MANAGEMENT
SLA, seryice management plan ; 21 4 Contract (agreement)
Service anagement plan, contract (underpinning or
operational level agreement), service catalog, change 1:6.1
request,service reporF, service management 2:6.1.3.2,6.1.3.3, Service level agreement (SLA)
procedufes, organizational procedures, or custamer 6.13.4 614
procedufes, security policy, service performance, e
continuify, and availability requirements
. 1:6.1 .
Service nanagement plan, SLA 2:6.1.3.4,6.1.4 Service catalog
SLA, conltract, service plan, problem report,
. . 1:6.1 . .
monitor|ng and control report, cost report, business 2:6.1.4 Review minutes
relationghip management procedure T
Service fjeport, service management plan 2:6.1.4 Improvement plan
féﬁ),ra:jva lability recotd;-incident record, complaint 2:6.1.3.1,6.1.3.4 6.1.4 Service report
SLA, seryice procedure 2:6.14 Monitoring and control report

SERVICE REPORTING

Service ¢ontifuity plan, monitoring and control

report; SLA; incident report; problem report; release
record; service reporting requirements specification;
monitoring and control records for performance
data, non-conformity with standards, workload
characteristics and volume information, trend
information by period (e.g. day, week, month,
period); future and scheduled workloads

1:6.2
2:6.2.1,6.2.2,6.2.3,
Table A.3

Service report

SLA, audit plan

2:6.2.3.0)

Audit report

SERVICE CONTINUITY AND AVAILABILITY MANAGEMENT

Business plan; SLA; risk assessment; service
availability and continuity requirements; capacity
plan, service recovery procedure; change request

1:6.3
2:6.3.2,6.3.3.2,6.3.3.3,
6.3.4,6.3.5

Service availability and continuity plan
(includes service availability and continuity

policy)
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ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

Availability records, service level agreement, service

availability and continuity plan, test results, action 1:63.3 Evaluation report
. . - 2:6.3.4.3,6.3.5

plans, Risk management plan, service continuity plan
P . o foc Integration and test report (service
e e continuity and availability [test report)
Service availability and continuity plan, SLA 2:6.3.5 Monitoring and controlreport

. o o . Verification plan (sexvice dontinuity and
Service availability and continuity plan, SLA 2:6.3.5 availability testpla])
BUDGETING AND ACCOUNTING FOR SERVICES
Business policies and financial procedures, previous . . )
budgets and cost reports, financial forecast reports, F1nanc1a}1 Management, buflgeting, and
service management plan, SLA accounting policies and prpcedures Budget

’ 1: 6.4 Finaneial accounting report (cost report)

NOTE : Business policies and financial procedures
relating to budgeting, financial accounting, and
reporting on costs are outside the scope of this
document.

2:44.1.2,64.1,64.2

NOTE : The contents of
itéms are not further speci
document.

hese financial
fied in this

performance requirements (current and future),
capacity usage data and analyses, change
management reports

:65:16.5.2,6.5.3.2,
54

QAN =N

Capacity plan

CAPACITY MANAGEMENT
Capacity plan 2332 6.5 Capacity management progedure
Service management plan. SLA, capacity and £ 6.5

Capacity and performance data, problem report,
monitoring and control report

2:6.5.3.1,6.5.4

Service report

INFORMATION SECURITY MANAGEMENT

Organizational policies, regulations

1:6.6.1
2:6.6.2,6.6.3.1, 6.6.4,
Table A.7

Information security policy

y

Information security plan, security control

description, incident report; problein report, process ; 22121- Evaluation report
assessment T
Information security policy and/plan, problem 1:6.6.2 ) )
management procedures 2:6.6.2,6.6.4 Information security procqdures
Information security plan, monitoring and control
L S 1:6.6.2,6.6.3 )
report, incident management procedures, incident Incident report
2:6.6.3.4,6.6.4
records
Information seeurity policy, requirements
spec1f1cat10n., Information security risk a.ssessment 2:6.6.2,6.64 Information security plan
procedure, risk management plan, security control
procedure
Information security policy and plan 2:6.6.3.4.n) Training plan
Ineident report, problem report, assessment report 2:6.6.3.5 Change request
BUSINESS RELATIONSHIP MANAGEMENT
1:7.1

SLA, service management plan, complaint procedure

2:7.1.3.1,7.1.3.3,7.1.4,
Table A.8

Complaint (record)

. 1:7.1 )
Agreement, SLA, service management plan 2:7.1.33,7.14 Complaint procedure
SLA, Communications plan 2:71.1 Communications procedure
1:6.2.53.14,7.1

SLA, contract, compliment, complaint

2:7.1.3.3,7.1.4, Table
A8

Customer satisfaction survey

SLA, contract, service management plan, problem
report, monitoring and control report, cost report,
business relationship management procedure

1:7.1
2:7.1.4

Review minutes

© ISO/IEC 2017 - All rights reserved
© IEEE 2017 - All rights reserved

35



https://iecnorm.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

Typical Input information items

ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

SLA, Problem report, customer satisfaction survey,

2:7.1.4 Service report
Performance measurements
SUPPLIER MANAGEMENT
Service level agreement, service management plan tr7o
service atalog, change request, information security 2:7.22,7.231,7.2.4 Contract (and contract changes)
policy
. 1:7.2 o
Contract, supplier management procedure 2:724 Interface description
. . 1:7.2 .
Service nanagement plan, contract, supplier's SLA 2:7.2.2,7.2.3.2 Service level agreenfent(SLA)
Contract, SLA, monitoring and control report ; ;; 31 Service report
. . . 1:7.2 .
Organizational policy, service management plan, 2:7992 Suppliermédnagement procedure

service level agreement

INCIDENT AND SERVICE REQUEST MANAGEMENT

Change management procedure, service
managenent plan, configuration management
databasg, known errors, catalog of services, SLA

1:8.1
2:8.1.2,8.14,8.1.5

Incident management procedure or{service
request management procedure

Incidentprocedure, known error and problem

- . . 2:8.15 Incident report
resolutin, configuration records
PROBLEM MANAGEMENT
Problen] report 1:82 Change request
. 1:8.2 .
SLA, seryice management plan, 2:82.2 823,824 Problem management procedure anjd policy
Incidenyreport, information on known errors, 1:82 Problem report
problen] management procedure 2:8.2.4 P
. 1:8.2 . .

Problen] review, problem reports 2:82.4.) Review minutes
CONFIGURATION MANAGEMENT
Configuration management procedure, configuration 1:9.1 .
status rqport 2:9.1.3.2,9.1.4 Audit report
Configuration management procedure ; 31 35 Change request

. . 1:9.1 . .
Configufation management plan 2:9.1.3.2,9.1.3.3,9.1.4. Configuration management procedyre
Service nanagement plan 1:9.1 Interface description

System management policies, System design
descriptjon, servicelevel agreement, system
requirerpents specification, configuration
managenentpolicy

2:9.1.2,9.1.3.2,9.1.3.3,
9.1.4

Configuration management plan angl policy

Audit plangcoenfiguration management plan and
policy, cpnfiguration records

2:9.1.3.2,9.1.3.5.

Audit procedure

Configuration management procedure, configuration
records

2:9.1.1,9.14

Configuration status report

CHANGE MANAGEMENT

Incident report, Problem report, configuration status
report

1:9.2
2:9.2.2,9.2.3.2,9.2.3.3,
9.2.4

Change request

Contract, System management policies, change
requests, service catalog, service availability and
continuity plan, Service management plan, service
requirements, problem management procedure, SLA,
service continuity and availability plan, capacity plan,
changes to cost estimates

1:9.2
2:9.2.3.1,9.2.3.2,9.2.4

Configuration management plan and policy
(change management plan and policy)

Configuration management plan, problem
management procedure, SLA,

1:9.2
2:9.2.2,9.24

Configuration management procedure
(change management procedure)
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Typical Input information items

ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

Change request, change management plan, change

plan

management procedures 2:9.24 Release plan (deployment plan)
Change request 2:9.2.3.2,9.2.4 Evaluation report
| RELEASE AND DEPLOYMENT MANAGEMENT
1:9.3 Configuration managenfenf procedure

Change request, SLA 2:9.3.3.2,9.3.3.3 (release management prodedure)
Release plan, release management plan ; gg 4 Evaluation report
Change management policy, service management

e 1:9.3 .
plan, test plan, verification plan, acceptance plan, Release planldnd policy

. 2:9.3.3.1,93.3.2,9.34
disposal plan, release schedule, change request
Test plan, incident reports or records 2:9.3.34,9.34 Integration and test report
Release management plan, release plan; change 2:9.3.34,93.4 Vérification plan (Test plan)
request, problem report
Release plan, service management plan 2:9.34 Commum.catlf)n procedurg
(communications plan).

Release management plan, service management plan 2:9.34 Training plan
Release plan, installation plan, integration and test 2:9.3.4 User documentation

9 | Records

T
1
2

req
Req

(0]

me
Req

P

his clause identifies the generic and specific content ‘6f records called out in ISO/IEC 12207:200
2307-2008), ISO/IEC/IEEE 15288:2015, ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/J[EC 20000-
:2P12 (IEEE Std 20000-1:2013). The project, organization, or service shall maintain the records negded for the
uired information items (documents). Records contain data structured in a permanent, readlable form.
ords may be generated for any life-cycleprocess, task, or activity in a project or organization, to ihclude data

n [requirements, policies, decisions and(their rationale, designs, source code, problems, review

Record - generic content

A record shall include the following elements:

a) Date of record, date recorded, and status;

b)) Scepe;

. ]11
urfpose: Organize the data an organizational entity retains.

hsurements, and test data, as well~as product, quality, legal and official, financial, and hist
ords should be maintained for rétrieval in registers, repositories, or databases.

(IEEE Std

b, requests,
brical data.

C)—Subjector Category;

d) Issuing organization;

e) References;

f)  Body; and

g) Unique record identifier.
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9.2 Specificrecord contents

Table 4 provides references for the applicable life-cycle process and content of specific records referenced in
ISO/IEC 12207:2008 (IEEE Std 12207-2008), ISO/IEC/IEEE 15288:2015, ISO/IEC 20000-1:2011 (IEEE Std
20000-1-2013), and ISO/IEC 20000-2:2012 (IEEE Std 20000-2-2013). The generic content of records is
presented in clause 9.1. Table 4 does not include every reference to records of results that are required to be
collected, stored, and verified, such as measurement data. Problem records are included in the Problem Report in
Clauses 8 and 10. Annex B, Table B.2 compares Records by Source.

NOTE 1

configuration or the record of a system's configuration at a point in time (baseline).

The term “configuration record” can be used for either a record of an individual component (item) in a

NOTE 2

SO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) disting

sh

jel

between complaints, incidents and problems. A problem is the underlying root cause of one or more incidents or.¢omplajnts.
For informafion management purposes in this document, the records for complaints, incidents, and problems-have sinjilar
content and pften use the same or related records management systems.

Table 4 — Record references and contents

Record Process Reference Record'Contents
Acceptance Acquisition 15288:6.1.1.3.e.1) Acquirer acknowledgment that
record Service management 20000-2:5.4,7.2.3.2 acceptance criteria have been met
Lif | del ¢ ot 12207:6.2.1.3.2.1,
te-cycle mode managemen., projec 6.2.1.3.3.2,6.3.2.2, B.3.3(2.2| Information and data related to [the use
Assessment] assessment and control, service o
. . . 15288: B.1 of the standard process for spedific
record (audjt management, information security roiects and services: result of the audit
record) management, configuration 20000-1: 4.5.4.1, £5:4.2, proj ’
5.2 or assessment.
management
20000-2: 6,6:313,9.1.3.2
Availability Service continuity and availability 20000-1:'6.3.3 ;{:tsug(;r;f;itll;ﬁecg?g a(liri?/? dt:dsé A
record management 20000-2:6.3.4.2, 6.3.5 y

planned available time

Complaint fecord
(complimenit
record)

Business relationship management,
supplier management

20000-1: 7.1
20000-2:7.1.3.3,7.1.4,
7.2.3.4, Table A.8

Customer, customer type, variarjce,

defect, conflicting requirement, ¢r non-
conformance; complaint categoty,

correction actions, known error
dispute information, assigned
responsibility, resolution. See problem
report, change request

=

Configuratig
record (assg
record, charge
record,

-+

Configuration management,
infrastructure management,
iniplementation, transition,
maintenance, disposal, reuse asset
management, domain engineering,

accat aanaganaant dnforia oo

12207:63.53.12,
6.3.5.3.2.1,63.53.2.2,
7.2.2.3.3.1

15288: 6.2.2.3.2, 6.2.5.3.b),
6.4.4.3.b), 6.4.10.3.0),
6.4.13.3.d), B.1
20000-1:3.4,9.1,9.2

Functional and physical charactristics,
version, location, configuration ftatus;
approvals and authorizations; apsociated
items, associated incident or pr¢blem
records, associated known errofifs,
associated change requests, asspciated
incident or service requests, thd rationale
for approval of the baseline; chgnges to
baseline; association to requirements;
indication that the item or elem¢nt
fulfilled the agreement or requirements;
maintenance, failure and lifetimk data;

maintenance
record)

a55eHiah et

security management, problem
management, change management,

release and deployment management

20000-2: 4.1.4.3,4.3.2,
4.3.3,9.1.1,9.1.2,9.1.3.1,
9.1.3.3,9.1.3.4,9.1.3.5,9.1.4,
9.1.5,9.2.2,9.2.3.3,9.2.4

disposal record; owner, use and criticality
of asset; and activities performed, such as
backup, storage, archiving, handling and
delivery of configured items.

Stored in a configuration management
database (CMDB) or change log

See also change request, incident record,
problem record, release record,

software item configuration record,
system element description.
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Record

Process

Reference

Record Contents

Decision record

Decision management, supplier
management, systems analysis

12207:5.1.2,6.3.3.1
15288: 6.3.3.1,6.3.3.3.1,
6.4.6.3.b), B.1

20000-1: 4.5.4.3
20000-2: 4.1.1.2, 5.4, 7.2.4

Decision, assumptions,
outstanding actions.

and rationale;

Disposal record

Disposal

12207:6.4.11.1,6.4.11.2.¢)
15288: 6.4.14.1, 6.4.14.2.¢)

Disposal actions for future risk and

impact analysis

15288: 6.4.8.3.0), 6.4.9.1,
6.4.9.3.0), 6.4.10.2.f),
6.4.10.3.), 6.4.11.3.0),

Ingidentreeord Maintetratreesapplyverifieation; -
o e o i 6.4.12.3.b), 6.4.12.3.c), Incident summary, sery
(transition transition, validation, operation, . . \
. ) o S 6.4.12.3.d), 6.4.13.1, associated configuratio
redord, security service continuity and availability
g . 6.4.13.2.d), 6.4.13.3.b), anomaly, defect,'on non
indident record, management, capacity management, A
. . . : 6.4.13.3.d), B.1 priority, incident’ categ
seljvice request information security management,

red
ing
cu
red

ord, major
ident record,
tomer support
ord)

incident and service request
management, change management,
problem management, release and
deployment management

20000-1: 6.6.3, 8.1
20000-2: 4.2.3,3.1.2,4.3.3,
5.56.3.3.3,6.3.4.2,6.5.4,
6.6.3.4,6.6.3.5,6.6.4,8.1.2,
8.1.3.1,8.1.3.2,8.1.5,8.2.1,
9.3.3.5,9.3.4, Table A.2,
Table A.10

fault correction actiong
assigned responsibility,
resolution and closure.
Sée incident report, cha

ice request,

h items, variance,
- conformance;
pry, root cause,

, known error,
and escalation,

nge request

Inf]
(st

pbrmation item
brage) record

Information management

12207: 6.3.6.2,6.3.6,322
15288: 6.3.6.2.d),
6.3.6.3.b), 6.2:6.3:d)

Information status, ver
description, distributio
security classification

bion
h record,

Life cycle model management, Human

12207: 6.2.4.3.3.5

Knpwledge resource management, knowledge ) Knowledge, recommenfed
management management, disposal, incident and ;52268??&?'2'1'3'@' 6.2.43, applicability, usage of
redord service request management, problem 62.13.3.d), 6.4.143b), B.A knowledge assets

management
Pefformance Service management, supplier 20000-1:6.1,7.2 g;tae(t): tslfg‘;lecseull)tes ri??;a?iiagtilns'c
control record management 20000-2:7.2.3.2 gets, : applying

process, service quality]level
Personnel skills 15288: 6.2.4.3.a)2), . .
redord (staff Human resource managemeént, 6.4.13.3.c),B.1 E}{gﬁﬁgiﬁ identifier, skill, level of
asgignment maintenance 20000-1: 4.4.2 Eee also 512,{11 developmpnt record
redord) 20000-2: 4.4.2.2,
12207:6.1.2.3.4.8,
6.3.2.3.2.1,6.3.3.3.1.3,
. . . 6.3.3.3.3.2,6.4.9.3.1.2,

Decision management, lntegratlon, 6.4.9.3.4.1 6.4.10.3.1.2

maintenance, project assessment and 7.2.3.2.C) '7_2_3_31'4 ’

confrol,quality assurance, verification, | 75 4.5 4, 7.2.5.2.d), Problem, variance, defdct, or non-

tgayeion, va.lldatlon, operation, 7.2.6.2.€),7.2.6.3.1.4, conformance; problem [category,

Sdftware review, software audit, . 7.2.7.2,7.2.7.3.1.5, associated configuratiop item, fault
Pr¢blem record software operations, software quality

7.2.8.2b).7.2.83.1.1,

correction actions, kno

vn error, root

(kjown errop assurance, software problem 733353 cause. assiened responkibili
redord) resolution, software verification, 15288: 6.3.2.3.c), 6.3.3.3 resoll‘ltiong p .
software validation, domain 6.4.9.3.c), 6.4.10.3.c), See also problem reporf, change
engineering, reuse management, 6.4.11.3.c), 6.4.12.3.¢) Fequest
configuration management, problem 64433 b), 6133 d)’ Bt q
management, release and deployment | 55000-1:3.19 8.2 9.1
management 20000-2: 4.5.5.2, 6.3.4.2,
8.2.2,8.2.3,8.24,8.2.5,
9.3.3.5,9.3.4, Table A.10
PrOJeCt. . Portfqho man.agement, project 15288: 6.2.3.3.a), 6.3.1.3.c),| Project description, responsible
authorization planning, project assessment and B1 oreanization. authorization period
record control ) § ’ P
15288:B.1
Quality activity Quality assurance, software quality ;22230; 174273233133;)5 Execution of the quality activity, such as
record assurance, improvement, [ et e document review or assessment activity
20000-1: 4.3.3
20000-2: 4.3.3
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Record

Process

Reference

Record Contents

Quality cost data

Life-cycle model management

12207:6.2.1.3.3.3

Establishes the cost of preventing and
resolving problems and non-
conformities and support process
improvement

Supply, software operation, release and

12207: 6.4.9.3.1.3,
B.3.2.3.2

Identifies, tracks, and controls a release
and its configuration items at the time a
version (including the baseline version)
is released. For software, it identifies a
software version consisting of one or
more software items. It lists items being

Release rec¢rd

deployment management,
configuration management

20000-1:9.3
20000-2:9.1.2,9.3.3.5,
9.3.4

deliver cd, iu\,}udius Sy stenramdysoftware
item versions, traceability to
specifications or previousreleades, what
has been changed; known,errors,
problems and workarounds. It may refer
to installation or¢delivery proceflures and
information ori\the”success of the release
or associated problems.

(s

Requiremer
record

Stakeholder requirements definition,
system requirements definition,
portfolio management, business or
mission analysis; infrastructure
management, operation, maintenance,
All service management processes and
services

12207: 6.4.1.3.5.1
15288: 6.2.3.3.2), 6.4.1.3,
6.4.2.1,6.4.2.2.¢), 6.4.2.3.2),
6.4.2.3.d), 6.4.3.1, 6.4.3.2.b),
6.433.b),6.4.12.1,
6.4.12.3.2), 6.4.13.3.b),B.1
20000-1 334, 4.1.4,452,
5.2,63.1,6.5,7.1,72,
20000-2: 4.1.4.3, 4.1.1.7,
4.1.18,4.1.£9)4.1.1.10,
4.14.3,452.1,4522,
4.5.2.4,5.2.4,5.2.5,5.2.7,
5.3.1,°5.5,6.1.4, 6.2.3, 6.3.5,
654

Traceability, priority, resources,
constraints, capacity, continuityjand
availability, usability of interactions,
health and safety, information sgcurity,
environment, statutory, regulatpry,
financial, reporting, quality

See also: software requirements
specification, system requirements
specification (service requiremgnts)

Risk recordfor

Risk management, stakeholder
requirements definition. operations,
software review, service management,

12207:6.3.4.3.2,6.3.4.3.3.4,
6.4.1.3.2.5,6.49.3.1.1,
7.2.6.2.€)

15288:6.3.4.3b)

Source, probability, consequence,
acceptability threshold, priority| risk
action requests, treatment strategy,

Fgggi)ertunit/) §ervice Cf)ntinuity.management, 20000-1:4.1.1,4.5.5.1,5.2, §tatus; also opportunities for
information security management, 6.3.1,6.6.1,9.2 improvement.
change management 20000-2: 4.1.1.10, 4.1.1.11, | Stored in a risk register.
5.2.3,5.2.6,6.6.3.3,9.2.4
12207: 6.2.4.3.2.3,
Skill 6.2.4.3.3.5 Skill area, employee identifying flata,
development Human tesource management, 15288: 6.2.4.3.b)4) duration of training, proficiencyllevel,

record (Trajning
record)

information security management

20000-1: 4.4.2.
20000-2: 4.4.2.2, 6.3.5,
6.6.3.4.n)

certifying authority
See also: Personnel skills record

A software configuration index hay
contain software item configuration

Software item
configuration
record (software
asset record)

Software configuration management

12207:7.2.2.2.€),
7.2.2.3.2.1,7.2.23.4.1,
7.3.1.2.€),7.3.1.3.4.2,
7.3.2.2.€)

Tecords for one sortware item or a set of
software items. A software item
configuration record should identify
generic record information, the software
product (source), executable object code,
archive and release data, instructions for
building the executable object, and data
integrity checks for the executable object,
and reuse of assets
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Record

Process Reference Record Contents

Test result record

12207:6.4.6.2,7.1.6.2.¢),
7.1.7.2,71.7.3.1.1
15288: 6.4.7.3.c), 6.4.9.3.c),

Development, implementation,
verification, validation, system

e s . Result of testi i
qualification testing, software esuit ot testing or imp

lementation,

(implementation . . D 6.4.11.3.c),B.1 includes verification and validation
integration, software qualification
record) testing. service continuity and 20000-1:6.3.3 records
availa%ilit mana emen:y 20000-2:5.3.3.2,9.3.3.2,
Y 5 9.3.3.4
10 Specificinformation item (document) contents
10J1 General
Spdcific contents of the information items shall be provided as required in this clause. For €ach jnformation
itern, the generic contents as specified in Clause 7 shall be part of the required item content./The Information

iter
infq
ma

Sor

n contents serve as a checklist that can be satisfied by the organization’s content mapping, templates and

rmation models. This clause is not intended to address all possible information item cont
hdate the title of the information item, nor the order or titles of the sections in an information item.

he contents are duplicated or adapted in multiple information items and information item typ

SO
an

rce repository (such as a content management system) should be used for similar contents for
ease of development. The Information Management Plan, Developmernt Plan, and Documen

shquld include the type of information and level of detail to be provided in each information
duplications in content exist.

The contents of the information items identified in Clause 10 include those explicitly identified (but

re
IS

ired for conformance) and those implicitly identified inNSO/IEC 12207:2008 (IEEE Std 12
IEC/IEEE 15288:2015, and ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20

(IEEE Std 20000-1:2013).

In this document, the project has been chosen as the\context for describing processes concerned wif

ass
org

Qug4
“Cu

Inf

EXA
cha

NO7

10
ISO

ISO

d

bssment and control. The principles related<te these processes may be applied in any
Anization’s management (for example, for a program or organization).

lifiers and adjectives (such as “Software,” “Architecture,” “Component”, “Summary”, “P
stomer’s,” “Stakeholders”, “Enterprise’)inay be applied as part of the information item or documen

rmation items for systems may becspecialized for software.

MPLE A system element.description produced for a software item may be called a software element d
hge request for software may(be called a software modification request.
'E ISO/IEC/IEEE26531 includes requirements for content management of life-cycle information

2 Acceptanceplan
IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.1.9

IEG/IEEE 15288:2015 reference: 6.3.1.3.b)6)

ents, or to

bs. A single
consistency
tation Plan
tem where

may not be
207-2008),
D00-2:2012

h planning,
rea of an

reliminary”,
[ title.

escription. A

Gef

eric’'type: Plan

The acceptance plan should prepare for acceptance based on the defined acceptance strategy and criteria. It
specifies objective criteria for determining acceptability of the deliverable work products, and any technical
processes, methods, or tools required for product acceptance. Methods such as testing, demonstration,
analysis, and inspection should be specified. It indicates the extent of supplier involvement. If acceptance is

bas

See

10.

ISO
ISO

ed on tests, it may reference or provide an overall test plan.

also: software integration test plan

3 Acceptance report
/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.8.3.1.1

/IEC/IEEE 15288:2015 reference: 6.1.1.3.e.1), B.1
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Generic type: Report

The acceptance report states that an acquirer has reviewed (and possibly tested) a deliverable. It indicates
whether the product is accepted, and the reasons for non-acceptance if the product or service is rejected.

10.4 Acquisition plan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.1.8, 6.1.1.3.1.9, 6.1.1.3.1.12

ISO/IEC/IEEE 15288:2015 reference: 6.3.1.3.b)6)
Generic type: Plan

The acquisition plan includes the following:
a) a defihition of the technical and managerial processes necessary to satisfy the software ‘acquisition
requirgments, that is, the following acquisition activities: process initiation, request for preposal (RFP)
(tendef) preparation, contract preparation and maintenance, supplier monitoring, andacceptance hnd
complgtion;

b) systen] requirements, planned employment of the system, contract type, organizational responsibilities, aind
the corjcept of support;

c) risks ahd methods to manage risks; and

d) acquisition options and criteria to include risk, cost, and benefits for eaelyoption considered.

Acquisition] options include off-the-shelf product, product developéd internally or contracted out, and reusg or
enhancement of existing product or service, or any combination thereof.

The acquisition plan should include the following:
a) suppligr selection criteria;
b) the pufpose of the system or software;
c) a descifiption of the general nature of the system and components, including software;

d) an oufline of the expected life-cyclé processes and the need for system development, operation, and
maintgnance;

e) identif{cation of the projeetsponsor, acquirer organization, user organizations, and support agencies;
f) the prdject review and.audit milestones; and

g) currenf and plafingd operating sites.

The acquisiltion plan may include costs and budgets for the acquisition.

10.5 Asset management plan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference 7.3.2.2,7.3.2.3.1.1, 7.3.2.3.1.3, 7.3.2.3.2.2
Generic type: Plan

The asset management plan defines the strategy, management and technical processes for asset
management. It defines an asset classification scheme, the asset storage, handling and retrieval mechanism; and
asset acceptance, certification, and retirement procedures.

10.6 Auditacknowledgementreport
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.2.7.3.1.6

Generic type: Report
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The audit acknowledgement report acknowledges audit results and presents the planned resolution of problems
to the auditing party.

10.7 Auditplan
ISO/IEC 12207:2008 (IEEE Std 12207-2008): 6.2.1.3.2.2,7.2.7.3.2.1

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.4.1, 4.5.4.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.5.4.2

Generic type: Plan

The audit plan defines the overall audit program, as well as the specific processes, services, or other {ctivities to
be |audited. It includes the audit objectives and priorities and the subjects of the audits, including work
prdducts and records to be reviewed. It defines roles and responsibilities for the audit and plans for recording
and communicating the audit results.

10J8 Auditprocedure
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.2.7.3.1.4,

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.4.2,
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.5.4.2,9.1.3.5
Generic type: Procedure

Thg audit procedure includes the audit criteria, scope, frequeney, and methods for conducting audits. It
outlines how deficiencies are recorded and reported. It identifies who is responsible for planning and
corlducting the audit, reporting the results, maintaining{the audit records, and initiating and [performing

coryective action.

109 Auditreport
ISO/IEC 12207:2008 (IEEE Std 12207-2008) referénce: 6.1.2.3.4.15, 6.4.6.3.1.3, 7.1.7.3.1.4, 7.2.7.3.1.6

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:20:13) reference: 4.5.4.2, 9.1
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.3.1.1, 4.5.4.2, 6.2.3.c),9.1.3.2,9.1.4
Gerjeric type: Report

Thgq audit report provides audit results and is delivered to the audited party. It identifies pgarticipants,
certification of auditor’s independence, agreement on resources involved in the audit, audit scheglule, list of
itemhs to be audited, audit.scope, audit procedures, entry and exit criteria, reference to problem records, action
iterh responsibilities and\Closure criteria and status of corrective actions, compliance/conformity. It thay include
an pudit strategy, the,mames of organizations audited, product or service being audited, name of ayiditor, date
and location of ‘audit, audit criteria, status of previous audit action items, new action items| (including
responsible pefson or organization and due date), and observations and findings.

10J10 Capacity plan
ISO|/1EC20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.5

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.5.1, 6.5.2, 6.5.3.2, 6.5.4

Generic type: plan

The capacity plan documents how the supplier meets the capacity and performance requirements for a
service, including continuity and availability. It identifies factors affecting capacity, including current and
anticipated demand, legal and regulatory changes, changes in agreements or organizations, and
implementation of new technology or procedures. It defines the approach for predictive analysis to determine
thresholds when additional capacity should be provided to upgrade the service. It describes how schedules
and cost estimates are prepared for recommended changes in capacity. The capacity plan should be updated at
least annually.
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10.11 Capacity management procedure
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.5

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.5.3.2, 6.5.4

Generic type: procedure

The capacity management procedures explain how the organization performs predictive analyses of capacity
based on system monitoring data, such as modelling predicted or actual performance of the infrastructure
systems in terms of component and resource utilization.

10.12 Ch

ISO/IEC 12
6.4.9.3.4.2,
7.3.2.3.3.7,

ISO/IEC/IE]
ISO/IEC 20
ISO/IEC 2d
A14

Generic typ

A change r
requests 1
hardware,

change ma
and consul
and scope

with the pr

Routine, pr
and can use

See also: pr

10.13 Co
1SO/IEC 20

ISO/IEC 20
Generic typ

The comm
frequency,
unschedule

207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.4.3, 6.1.2.3.3.2, 6.3.5.3.1, 6.4.9.3.1.3, 6.4:9.3,

6.4.10.3.1.2, 6.4.10.3.2.1, 6.4.10.3.2.4, 7.2.23.3.1, 7.282, 7.3.1.3.1.3, 7.3.135.1, /323
F.3.2,F.3.3.2.1

EE 15288:2015 reference:6.1.2.1, 6.1.1.3.c)2), 6.1.2.3.0)2), 6.3.2.3.c)3), B.1
D00-1:2011 (IEEE Std 20000-1-2013) reference: 8.2, 9.1,9.2

000-2:2012 (IEEE Std 20000-2-2013) reference: 6.6.3.5, 9.1.3.5, 9.2.2, 9.23:2/9.2.3.3, 9.2.4, T4

e: Request

bquest (or request for change) identifies a problem, maintenance need, or desired improvement
hodifications. The requested change may affect a contract, configuration item, system, serv
coftware, interface, asset, or documentation. It is the input.te initiate contract changes and

fation, or a request to retire a configuration item. Th€ change request should present the ber
bf the change, including the new or modified asset, sérvice or functions, or problem to be correc
ority, assumptions and constraints. It may address the impact to schedules, cost, products, and tes

papproved maintenance requests are treated as service requests. Change requests should be recor
the same system that records complaints, service requests, incidents, or problems.

oblem report, service request (record)

mmunication procedure
D00-1:2011 (IEEE Std 20000-1:2013) reference: 4.1.3, 7.1

D00-2:2012 (IEEE Std 20000-1:2013) reference: 4.1.1.3,4.1.3.2,7.1.1,9.3.4
e: Procedure

inication procedure aligns the objectives of written and oral communication with the occasi
media, and types 'of communication, such as reviews, meetings, briefings, workshops, notifications,
d discussions, as well as electronic or printed communications. It identifies communica

audiences
supplier a
communicg
recipients

communicating

and parties who should communicate, such as managers and team members or stakehold
d acquirer, or service provider and customers, users, and interested parties. It explains
tiens can be escalated, with contact details. It covers how contact information on communica

4.1,
3.6,

ble

hnd
ice,
the

hagement process. It may reflect requests and related actionsfrom customers and users for assistance

efit
red;
L.

ded

ns,
hnd
ion
ers,
ow
ion

, and who has access to communication tools and source information (records). Types of

for

information to be communicated may include policies, new or changed requirements, alignment of a service
with objectives and customer expectations, and understanding of the environment for services.

10.14 Complaintprocedure
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 7.1

ISO/IEC 20000-2:2012 (IEEE Std 20000-1:2013) reference: 7.1.3.3,7.1.4

Generic typ

e: Procedure

The complaint procedure defines what constitutes a complaint. It identifies the service provider's point of
contact for formal complaints. It documents how to receive record, prioritize, investigate, review, escalate,
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resolve, and close complaints, and how to report on complaints and provide feedback. It may explain when
complaints become recorded as incidents.

See also: complaint (record), incident (service request) management procedure, incident report, problem
management procedure, problem report, service level agreement

10.15 Conceptofoperations
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.1.1, 6.4.1.2, 6.4.1.3.2.3

ISO/IEC/IEEE 15288:2015 reference: 6.4.1.1, 6.4.1.2, 6.4.1.3.), 6.4.2.2.b), 6.4.2.3.b), 6.4.2.3.c), B.1

G 1t D e
EIfere Ty pCDCSCTIptIoT

Thg concept of operations (or operational concept) includes the following:

a)
b)
c)
d)
e)

NOTE

Mispion Analysis, and the Operational Concept, a detailed strategy for the performance of system operations.

The concept of operations may include the following:

iy

2)

3)

4)

5)

a description of how a system works from the users' point of view;
identification of stakeholder needs and the anticipated types of system users;
identification of interfaces to existing and future systems;

summary of operational, organizational, and development impacts;@nd
reviews of cost, criticality and feasibility of the intended system,

ISO/IEC/IEEE 15288:2015 distinguishes between the Concept of Operations, first developed in

the intended interaction of the system ir<its operational environment, such as scenarios,
activity sequences of business processes,)handled by the system, as the basis for defining

business or

models, or
the system

requirements. Scenarios (or use cases) should include events, actions, stimuli, informpation, and

interactions.
context of use of services, such as user culture, system constraints, operational situation,
requirements imposed by ‘society, the constraints imposed by a supplier organizatio

capabilities and limiting Characteristics of staff

a description of, the current system or situation, including background, operational p

needs and
h, and the

plicies and

constraints, modes of operation, operational environment, user classes, interfaces fo external

systems orprocedures, capabilities/functions, performance characteristics, and support envi
comparison of the as-is processes to the future processes to be handled by a new system

Identification of change issues, including priorities, assumptions and constraints, ar
considered but not recommended.

fonment

d changes

See also: product need assessment, system requirements specification.

NOTE 2

10.16

ISO/IEC/IEEE 29148:2011 Systems and software engineering — Life cycle processes — Requirements
engineering provides additional guidance.

Configuration management plan and policy

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.5.3.1.1, 7.2.2.3.1.1
ISO/IEC/IEEE 15288:2015 reference: 6.3.5.3.a)
ISO/IEC 20000-1: (IEEE Std 20000-1:2013) reference: 5.1, 9.2, 9.3

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference 9.1.2, 9.1.3.2, 9.1.3.3, 9.1.4, 9.2.3.1, 9.2.3.2,
9.2.3.4,9.2.4,9.3.3.1,9.3.3.2,9.3.3.3,9.3.3.5,9.3.4
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Generic type: Plan, Policy

The configuration management (CM) policy (or change management policy) includes the policy for how a
configuration item and its components are defined and what items are subject to change control and release
management.

Configuration or change management policy may be included in the configuration or change management

plan or as a

separate set of policies.

The change management policy defines what constitutes a major change and an emergency change (emergency

release), an

The configprati

plan) desd
relationshi
subcontrac
performing
affiliations;

For softwat

a) config
record

b) configyration control and change management;

c) configyration status accounting; and

report

d) configyration audit and evaluation, including recording deficiencies, initiating corrective actions,
ng.
EEE Std 828-2012, IEEE Standard for Configuration Management in Systems and Software Enginee

NOTE
provides add

See also: re

10.17 Co

ISO/IEC 15
1SO/IEC 20

ISO/IEC 20
9.2.4,9.3.3.

Generic typ

The config
deploymen

d responsibilities for authorizing and implementing normal and emergency changes.

ibes the responsible organization for

b with other organizations, such as software development, asset management, suppliers
ors, and maintenance. For a review board or special organization established for authorizing
CM activities on a project, the plan shall describe its purpose and objectives; membership
scope of authority; and operational practices.

e, the CM plan should include how the organization performs:

ration identification, including the scheme for the identification and classification of software i
5 and information items and their versions, and the establishment of baselines;

itional guidance.
ease plan

hfiguration management procedure

088:2015 reference: 6.3.5.3.¢)

e: Procedure

uration, Mmanagement procedure (or asset management or change management or release
| procedure) presents how to perform the detailed activities for the configuration management

change malllagement or release and deployment processes.

D00-1:2011 (IEEE Std 20000-1:2013) reference: 9.1, 9.2, 9.3.
000-2:2012 (IEEE Std20000-2:2013) reference: 4.1.4.3, 5.3.3.2.], 9.1.3.2, 9.1.3.3, 9.1.3.5, 9.1.4,, 92.
P,9.3.3.3

ent
heir
hnd
hnd
hnd

em

hnd

ing,

hnd
or

NOTE

The proced
a)
b)
c)

d)
46

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) requires that planning for the release and deployment
management process be coordinated with the change management process.

ures include the following:

process implementation;
configuration identification and recording;
configuration control;

configuration status accounting (tracking);
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e) configuration evaluation;

f) logging and analysis of the impact of change requests;

g) procedures to verify the completeness and correctness of systems and software releases;
h) Release and deployment management and delivery;

i) management of emergency changes or releases when the normal procedure is insufficient; and

They should include the following:

1] procedures for initial baselining of work products and configuration items;
2] documenting the scope of changes;

3] change control board authority, membership, and procedures for approval ‘ar denial of change re¢quests;
4] tracking of changes in progress;

5] updating configuration data; and

N

notifying concerned parties when baselines are first established or later changed.
They may include asset management procedures, such ag-asset retirement.

10j18 Configuration status report

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reférence: 7.2.2.2.€),7.2.2.3.4.1,7.2.2.3.5.1
ISO/IEC/IEEE 15288:2015 reference: 6.3.2,31), 6.3.6.3.b), 6.4.14.3.c), B.1

ISO|/IEC 20000-2:2012 (IEEE Std 20000=2:2013) reference 9.1.1,9.1.4, 9.2.3.3

Gerjeric type: Report

The configuration status report\(or change management report, information management report, sysfem release
report, or archive report) provides the status of controlled configuration items, including baselifes, release
identifiers, and location\\of the item or software master version. For deactivated systems, [it contains
infgrmation about systém disposal to trace potential future environmental, safety, or security impdcts. It may
include the numberiof changes for a project, version history, number of releases, and comparisons of [releases. It
may be in the same‘format as an Audit Report.

10{19 Contract

ISO/IEC\.12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.2, 6.1.1.3.4.2, 6.1.1.3.4.3, 6.1.2.2,|6.1.2.3.3.1,
6.1)2:3:6.2,6.4.1.3.2.1,B.3.2.2.1,B.3.2.2.2,B.3.1.2.2,B.3.1.3.2,F.3.3.1.1, F.3.3.1.2, F.3.3.5.1

ISO/IEC/IEEE 15288:2015 reference: 6.1.1.2.c), 6.1.1.3.c), 6.1.2.2.c), 6.1.2.3.c), 6.3.1.3, B.1
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 5.2, 5.3, 6.1, 7.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.2.1, 4.2.5, 4.3.1.1, 4.5.2.3, 4.5.3, 5.2.8, 6.1.3, 6.1.4,
7.2.2,7.2.3.1,7.2.4, Table A.14

Generic type: Specification

A contract (or agreement) is the formal agreement between an acquirer and a supplier. Informally,
commitments or agreements may be specified between parts of the same organization (sometimes called a
memorandum of understanding). A contract or agreement addresses the following:

a) identification of the performing organizations and their responsibilities;
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software life-cycle model, and scope of tasks;

sched

system requirements and software requirements definition and analysis results;
negotiated price and payment schedule;

deliverables, including documentation, records, and off-the-shelf products identified;

ule for suppliers to deliver the product or service;

statement of work to be performed, with tasks based on a service management process or a systems or

g) propr|

owne
h) provi

proce
respo

jetary rights to systems and technical data and software intellectual property rights: “us
Fship, warranty and licensing rights;

ions for monitoring; reporting, verification, validation, and acceptance criteria; and

dures for contract changes, exceptions, resolving disputes, and closeout,"\such as supp
hsibilities in the event of expected or early termination of the contract or formal agreement and

transfer of services to another party.

The contr3
tasks.

10.20 Cu
ISO/IEC 12

ISO/IEC/IE]
ISO/IEC 20
Generic typ

The custon

ct may specify best practices, to include standards and strategie’s ‘for processes, activities

stomer satisfaction survey
P07:2008 (IEEE Std 12207-2008) reference: 6.2.5.3.1.4, 741

EE 15288:2015 reference: 6.4.12.3.d)
D00-2:2012 (IEEE Std 20000-2:2013) reference:,7.1:3.3, 7.1.4, Table A.8
e: request

her satisfaction survey requests opinions ‘on service performance from the customers. Series

surveys maly be issued to track trends in customer satisfaction.

10.21 Dattabase design description

ISO/IEC 12
Generic typ|
The databa

a) databa

b) databa
logical

P07:2008 (IEEE Std 12207-2008) reference: 7.1.3.3.1.3,7.1.4.3.1.3
e: Description

ke design descriptionisithe top-level design for databases. It includes the following:
e overview and Identification;

ke desigh \(including descriptions of applicable design levels, for example, conceptual, inter
and physical);

hge,

lier
the

and

of

nal,

c) referenjce t6 design descriptions of software used for database access or manipulation;

d) rationale for database design; and

e) database-wide design decisions about its activity from a user’s viewpoint, in meeting its functional and
performance requirements.

The database detailed design description covers software items used to access or manipulate data. It provides
visibility into the design and information needed for database management. It is used as the basis for
implementing a database and related software items. It includes the following:

1) a summary of the history of the database development, use and maintenance;

2) the database design at the conceptual, internal, logical and physical levels;
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3) identification of each software item used for database access or manipulation;

4) any constraints, limitations or unusual features in the design of the database software items;

5) the types of errors affecting the database and the handling of those errors; and

6) traceability between each database or related software item, and the system or software item requirements.

The database detailed design may specify the following:

database-acecessrethods:

il. data entities and their relationships;
iil. security and integrity constraints;
iy. data retention requirements; and

\' expected size of the data elements.

10j22 Developmentplan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.1.1.3.1.3, 7.11:3:1.4, 7.1.3.3.1.5

Genjeric type: Plan

Th¢ development plan presents how the organization or project plans to conduct development activities (the
soffware implementation strategy). It includes the following:

a] identification of the objectives and standards to bé-wused in the system or software development process;

b) identification of the systems or software life-cycle model to be used to satisfy the product| or service
requirements, based on the project’s scopé&.magnitude and complexity;

c] mapping of development process activities and best practices to the selected life-cycle model;

d) schedule, resources, methodology, tools, reuse strategy, action items, roles and responsibilities to|be used in
development and test;

e] qualification of all requirements, including safety and security;

f)| references to separate plans or procedures to address different activities in the development stage or
process, suchnas”development process implementation, system requirements analysis, system grchitecture
design, system and software requirements specification, high-level and low-level system or software design,
softwané construction or coding, system element test or software unit test, system or software |integration
test, system or software qualification test, system or software installation, and acceptance; and

g] Identification of notations and naming conventions used in development.

10.23 Disposal plan

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.11.3.1.1
ISO/IEC 20000-1:2011 (IEEE Std 20000-1-2013) reference: 5.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2-2013) reference: 5.2.8
Generic type: Plan

The disposal plan (or retirement plan or service removal plan) presents how activities are conducted to retire
systems or software items or services and related documents. It identifies stakeholders and user
organizations or users to be notified of the planned withdrawal from service, replacement systems and
services, if any; a schedule for cessation of support. Plans for system disposal or archiving of the software and
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documentation should include the removal of sensitive or secured information. It includes the schedules, actions
and resources for disassembly or destruction of a system, bringing it into a socially and physically
acceptable state in accordance with relevant safety, security, privacy and environmental standards, directives
and laws, and avoiding subsequent adverse effects on stakeholders, society and the environment. It considers the

associated enabling systems and storage locations.

10.24 Documentation plan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.6.3,7.2.1.2, 7.2.1.3.1.1

Generic typ

e: Plan

The docum
the purpos
documents
methodolo
responsibil
developme
documenta

See also: in

10.25 Documentationprocedure

b audience, content, structure, media, and format of each document and document set. It identifies
and information to be acquired, re-used, or developed, and includes schedule,Tesour
by, tools, content management or reuse strategy for the documentation, action items, and Toles
ties, consistent with the information management plan. It includes schedules®or docum
ht, review and approval. It identifies who receives or have access to restricted documents.
Fion plan should include the controlling template or standard for each document.

formation management plan.

entation plan identifies and specifies the project’s documentation (information items). It specifies

the
ces,
hnd
ent
The

ISO/IEC 20P00-1:2011 (IEEE Std 20000-1:2013) reference: 4.3.1, 4.3.2

ISO/IEC 20p00-2:2012 (IEEE Std 20000-1:2013) reference: 4.1.3.1, 4.3.1.2)4.3.2

Generic type: Procedure

The docunjentation procedure (or document management profedure) details how documents are identiffed,
including Versions; how they are reviewed and approved, how documents are made available to users; and
how stakeljolders are notified about new, changed, or archived documents. It describes how documents [are
controlled [to prevent unauthorized change or damage, It applies to printed, electronic, or web-accessjble
documentation.

NOTE SO/IEC/IEEE 26513-2009 Systems and seftware engineering — Requirements for testers and reviewers of ser
documentatipn provides additional detail on documentation review and approval.

See also: ddcumentation plan, informatiofi management plan

10.26 Domain engineering plan

ISO/IEC 12pP07:2008 (IEEE Std 12207-2008) reference: 7.3.1.3.1.1

Generic typge: Plan

The domain engineering-plan presents how the organization intends to conduct domain engineering procedyres
and activitips. It describes the process for handling change requests.

10.27 Evaluationreport

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.5, 6.1.2.3.4.8, 6.1.2.3.4.15, 6.4.2.3.2.1

6.4.3.3.2.1,6.4.5.3.2.2,6.4.6.3.1.2,7.1.23.1.2,7.1.3.3.1.6,7.1.4.3.1.7,7.1.5.3.1.5,7.1.6.3.1.5, 7.1.7.3.1.3

ISO/IEC/IE

EE 15288:2015 reference: 6.2.3.3.a)7), 6.2.4.3.a)1, 6.3.5.3.¢), 6.3.8.2.d), 6.3.8.3.d), 6.4.3.3.¢), B.1

ISO/IEC 20000-1:2011 (IEEE Std 20000-1-2013): 6.3.3, 6.6.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2-2013) reference: 5.5, 6.3.4.3, 6.3.5,9.2.3.2,9.2.4,9.3.4

Generic typ

e: Report

The evaluation report provides results of reviews and evaluations, such as a risk assessment, quality assurance
evaluation, or an evaluation of project portfolios, design constraints, candidate architectures, suppliers, customer
satisfaction, effectiveness of security controls, analysis of change records or change requests, personnel needs,
measurement needs or financial variances. It includes evaluation criteria. Evaluations may be based on criteria
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of traceability, consistency, testability, risk reduction, usability and customer satisfaction, and feasibility.
The report provides information and recommendations to assist future decision-making, and it may indicate
trends and recommendations for future comparable situations. For software configuration management
evaluations, the report provides information about functional completeness of the software items against their
requirements and the physical completeness of the software items (whether their design and code reflect an
up-to-date technical description).

See also: audit report, monitoring and control report, progress report, review minutes, service report,
validation report, and verification report.

10

28 Implementationprocedure

ISO
Thd

IEC/IEEE 15288:2015 reference: 6.4.4.3.b) Generic type: Procedure

implementation procedure details how the system or system elements are produced to-satisfy]

requirements. Implementation procedures may address system hardware and software canfiguratio

cre

Sed
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IS0,
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htion and compilation, and operational readiness.

also: operational test procedure, training documentation

29 Improvementplan
IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.3, 6.3.4.3.1.5

IEC/IEEE 15288:2015 reference: 6.2.1.3

[EC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.5.1,4:5:5.2

[EC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.5.5:1, 4.5.5.2,6.1.3.1, 6.1.4,9.2.3.3
eric type: Plan

improvement plan (which may include the improvement policy) presents how the organizati
rove a service (service improvement plan) er‘\process (process improvement plan). The inj
uld be linked to organizational objectives. The Improvement Policy may be included in the In
h or as a separate set of policies.

improvement policy expresses the organization's commitment to improving its services or p

rovement, the policy outlines how, opportunities for improvement are evaluated and how impr
brporated into plans for specific processes and services. It identifies roles and responsi
rovement activities.

plan includes how proceSses are reviewed, and recommended improvements and change rg
htified, recorded, prioritized, authorized, performed, measured, assessed, and communi
rovement plan references baseline documentation of the process or service level to be improvg
cify a service or'process improvement target (new level). The improvement plan identifies what
hs (policies, sprocedures, and plans) need to be updated to reflect the improved process or s
rovement plan may include an assessment of the organizational culture and managers' att

ject.

king them more effective and efficient. Following the 'Plan-Do-Check-Act' methodology fof

the design
n; software

bn plans to
provement
provement

roducts by
continual
ovement is
bilities for

bquests are
rated. The
d and may
nformation
ervice. The
itudes and

ity to_adapt; the available resources, facilities, and tools; and financial constraints on the improvement

NO
add

10.

ISO
ISO

E ISU/IEC TR 33014:2013 Information technology — PTOCESS assessment —Gulde 10T Process Improvem
itional guidance.

30 Improvementprocedure
/IEC 20000-1:2012 reference: 4.5.5.1

/IEC 20000-2:2012 reference: 4.5.5.2

Generic type: Procedure

ent provides

The improvement procedure presents how improvements are identified, recorded, evaluated, prioritized,
authorized, performed, measured, assessed, and reported, to improve a management system, service (service
improvement procedure) or process (process improvement)

© ISO/IEC 2017 - All rights reserved
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10.31 Incidentmanagement procedure
ISO/IEC 20000-1:2011 (IEEE Std. 20000-1:2013) reference: 6.6.3, 8.1

ISO/IEC 20000-2:2012 (IEEE Std. 20000-2:2013) reference: 6.6.6,8.1.2,8.1.3.1,8.1.4, 8.1.5

Generic typ

e: Procedure

The incident management procedure (or service request management procedure or security incident
management procedure) defines how to receive, record and update, classify and assign responsibility, prioritize,
escalate, resolve, and close incidents or service requests, including security incidents; and how to provide
feedback. It includes the definition of what constitutes a service request or an incident, a major incident,

and a problem. It covers action initiation. assignment of a responsible individual for major incidents,
notificatior}, trend analysis, status tracking and reporting, and incident records management. It includds a
procedure o help ensure that all security incidents are investigated and receive management response.
See also: prioblem management procedure
10.32 Ingidentreport
ISO/IEC 20p00-1:2011 (IEEE Std. 20000-1:2013) reference: 6.6.2, 6.6.3
ISO/IEC 20p00-2:2012 (IEEE Std. 20000-2:2013) reference: 6.6.3.4, 6.6.4, 8.1.5
Generic type: Report
The incid(]elt report or security incident report, addresses performance in, reselving issues, statistical repgrts
on incidenft processing, issues or non-conformance (deviance) with service level agreements or contract
requiremeijts, and reported customer concerns, links to customer complaints or problems, and improvemgnts
made in redponse to incidents. The report may be a compilation or analysis of incidents or complaints.
It should Include information for future reference to prevent ‘problems (lessons learned) and identify a
duplication|of issues and trends.
It may inclyde the following:

a) reporting control number and related control information;

b) identifjcation of the incident reporter;

c) date anpd time of incident occurrence, escalation, resolution, and closure;

d) locatioh (environment) of the indident in the system, software or information configuration item;

e) applicdble contract provisigh-or conformance requirement;

f) cause, hature, and impact’(severity) of the incident;

g) immediate corrective action recommended or performed;

h) opportlnjties/for improvement, related action items, the responsible person or organization, and the Hue

date;
i) references to similar incidents, previously reported problems, and known errors;
j) responsible person or organization, along with appropriate confirmation showing approval and

implementation of the solution;

k) incident closure information; and

1) inform

NOTE

52

ation from organizational (internal) reviews.

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) distinguish
between incidents and problems. An incident response deals with the restoration of service to the users, whereas a
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problem resolution is concerned with identifying and removing the causes of incidents. An opportunity report is similar, but
includes analysis of potential positive events.

See also: change request, incident (record), problem report, service request (record)

10.33 Information management plan

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.3.3.3.2, 6.2.4.3.4.1, 6.2.4.3.4.5, 6.3.6.3.1, 6.3.6.3.2.5,
7.2.43.2.5

ISO/IEC/IEEE 15288:2015 reference: 6.2.6.3.a), 6.3.6.1, 6.3.6.3.a)

Genjeric type: Plan

The information management plan (or documentation management plan or knowledge m@ahagement plan)
presents how the project or service provider plans to conduct information management or [knowledge
mahagement activities during the life cycle. It includes the following:

a) descriptions of the process and activities for authorizing, developing, reviewing, storing, communicating,
and maintaining knowledge or information in electronic and printed media;

b)) identification of the information to be acquired, re-used, produced, and maintained;

c) resources, methodology, tools, action items, and roles and respensibilities, consistent with [the overall
project management plan;

d) provisions for content management or reuse strategy~and version control (document cgnfiguration
management);

e) schedules for information development, review, and‘approval;
f] who may receive or have access to restrictedinformation; and

g) the organizational policy and process«for retention or disposal of information and records after project
closure.

Thg knowledge management plan includes the knowledge taxonomy (classification schema), definition of the
infjastructure to control and.rétrieve knowledge assets, and training to support the contributgrs and the
uselrs of the organization’s kfiowledge assets, the and the asset retention criteria.

Sed also: documentation plan

10{34 Informationmanagementprocedure
ISO/IEC 20000132011 (IEEE Std 20000-1:2013) reference: 4.3.3

ISO)/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.3.3,4.4.2.2, 6.1.3.4, Table A.11

Generic'type: Procedure

Thé4nfermationr-management-procedure{orrecords-managementproceduredetatshow—infermation, such as
content or records, is managed and controlled. It includes procedures to identify, update, store, retrieve, and
archive or remove information.

See also: documentation procedure

10.35 Information security plan
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.6.2, 6.6.3.2, 6.6.4, Table A.14

Generic type: Plan

The information security plan includes the following:

a) description of how the organization identifies, controls, and protects the physical and logical security of
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systems, assets, and information;

b) description of how requirements for confidentiality, integrity, and availability of information are
implemented;

c) description of how the system or service denies unauthorized access, permits authorized access, secures
data in transmission, storage, and processing; and provides security in a cost-effective manner;

d) description of security risks and related controls, including access controls, and how security controls are
operated and maintained;

e) descri}l)tion of systems monitoring, monitoring to detect security incidents, and security trends analysis;

f) specifi
securit

C procedures for the protection of sensitive personal data and security-classified data, investigatio
y problems, and reporting; and

g) procedures for analyzing the effectiveness of information security policy, procedures, and/activities.

NOTE

Security tec
Managemen
improving in

System (ISMS) processes for establishing, implementing, operating, mouitoring, reviewing, maintaining
formation security.

10.36 Information security policy

ISO/IEC 12
ISO/IEC 20
ISO/IEC 20
Generic typ|

The inform

P07:2008 (IEEE Std 12207-2008): reference 6.1.2.3.4.51)

D00-1:2011 (IEEE Std 20000-1:2013) reference: 6.6.1

D00-2:2012 (IEEE Std 20000-2:2013) reference: 6.6:2, 6.6.3.1, 6.6.4, Table A.7
e: Policy

htion security policy includes the following;

hation and systems used to store,transmit, and process information;

ives for preserving the confidentiality, integrity, and availability of information;

for need-to-know and accéss-to-information at each project organization level;
dology for mandging information security risks;

ach for establishing, documenting, and monitoring security controls, including audits;

ach foryinformation security training and awareness for employees and customers.

a) the o

infory

b) objec
c) rules
d) meth

e) appro

f) appro
NOTE T

e IQﬂI/IF'(' 27000 series includes detailed rpn‘nirnmpnfc for information security inr]lldihg detection and recao.

SO/IEC 27002:2013, Information technology — Security techniques — Code of practice for informq
security confrols provides guidelines for information security management. ISO/IEC 27001:2013] Information technolog
hniques — Information security management systems — Requirements addresses the Information Secy

rganization's commitment to identify, control, and protect the physical and logical security

h of

ition
y —
rity

and

of

from intrusions.

10.37 Information security procedure
ISO/IEC/IEEE 15288:2015 reference: 6.4.12.3.a)

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.6.2, 6.6.3
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.6.4, Table A.9

Generic typ

e: Procedure

ery

The information security procedure details how the organization controls and protects the physical and logical
security of information and systems used to store, transmit, and process information. Procedures cover how

54

© ISO/IEC 2017 - All rights reserved
© IEEE 2017 - All rights reserved


https://iecnorm.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

the organization establishes, documents, and monitors security controls. It includes how the organization
manages information security threats, events and incidents. It includes how the organization protects sensitive

and personally identifiable information.

See

10.

ISO

also: incident management procedure

38 Installation plan
/1IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.7.3.1.1

Generic type: Plan

The—instalation—plan—proevide Fe—approach—o g —a—configuration—tem—is arget—epvionment. It
includes software and hardware prerequisites, problems resolved, workarounds for unresolved problems,
provisions for user training, conversion from existing systems, an installation checklist,Cand [installation
instructions. It provides a point of contact for questions relating to the installation, supporting /material and any
issyes concerning security, safety and privacy. For software installation, it provides information qn software
application and database initialization, execution, and termination.

10{39 Installationreport

ISO/IEC/IEEE 15288:2015 reference 6.4.10.3.c), B.1

ISO)/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.7.3.1.2

Gerjeric type: Report

The installation report (or transition report) provides results of.the installation, including the reldted events,

ins
10
ISO|
ISO)
ISO)
Gef

Bag

allation location, version being installed, installation dates,and completed installation checklist.

40 Integration and testreport

IEC/IEEE 15288:2015 reference: 6.4.7.3.b), 6.48:2:g), 6.4.9.3.c), B.1
IEC 12207:2008 (IEEE Std 12207-2008) refeféhce: 6.4.5.3.1.1, 7.1.6.3.1.2

IEC 20000-2:2012 (IEEE Std 20000-2:20:13) references: 6.3.5,9.3.3.4,9.3.4
eric type: Report

ed on the system or software requirements, the integration and test report (or service con

avdilability test report, or verification report, or implementation report) presents the re

imp
soff
der]

lementation or integration\'and testing of the system, which may include software com
ware combined with thé hardware configuration items and manual operations. The res
honstrate conformanee 'with the test plan and item requirements and the integration of items in

tinuity and
sults  from
bonents or
hlts should
o the next

n and test
ecisions. It

verpion of the integrated baseline. It includes an item identification, date of testing, integrati
requirements and criteria, test identifier, overview of results, detailed results, and rationale for d
describes problemsencountered and deviations from the planned procedures.

10
ING

Ge

41 Integrationplan
[EC'+2207:2008 (IEEE Std 12207-2008) reference: 7.1.6.3.1.1, 7.1.6.3.1.2, 7.1.6.3.1.5

erictype: Plan

The integration plan (or implementation plan) describes the strategy (approach) for implementation, integration
or assembly of system elements, including provision of facilities, tools and resources and preparation for
integration testing. For systems. The implementation plan defines the scheme of actions, timing and resources
governing the build, buy or reuse actions that make available a system element ready for system assembly. It
defines the tasks for the design of system elements; the fabrication processes and constraints appropriate to
the selected fabrication medium, technology, enabling systems, tools and equipment. For software, the
integration plan defines how the software units and components are linked or combined to form the deliverable
software item. It includes traceability to the system or software requirements. It includes or references the test
plan with test requirements and test procedures.
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service or improving an existing service, as described in ISO/IEC TR 20000-5: 2010.

See also: Improvement plan

10.42 Interfacedescription
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.5.3.2.2, 6.4.3.2.d), 7.1.3.3.1.2, 7.1.4.3.1.2

ISO/IEC/IEEE 15288:2015 reference: 6.4.4.3.c), 6.4.4.3.d), 6.4.5.2.d), 6.4.5.3.d), B.1
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.2, 5.2, 7.2,9.1

In service management, an implementation plan can be prepared for the project of implementing a new

ISO/IEC 20p00-2:2012 (IEEE Std 20000-2:2013) reference: 4.2.4, 4.5.2.4,5.2.8.h), 7.2.4

Generic ty

: Description

The interfafce description describes the interface characteristics of one or more systems, subsystems, domdins,

hardware [tems, software items, manual operations (processes) or other system components. It presq

interface c
system an
records trj
interface d
those that 4

10.43 Lif
ISO/IEC 12
ISO/IEC/IE]
Generic typ

The life-cy
implement
cycle proc
completing
projects.

10.44 M4
ISO/IEC 12
ISO/IEC/IE]
Generic typ|
The mainte

and condud

a) the ob
the sys

aracteristics, including systems or configuration items performing the interface"(inicluding hunj
1 human-human interfaces), standards and protocols, responsible partiesj/information or ¢
hnsmitted by the interface, interface operational schedule, and error¢/handling. It inclu
agrams to depict the interfaces. It should define existing or permanent interface characteristics
re being developed or modified.

e-cycle policy and procedure
P07:2008 (IEEE Std 12207-2008) reference: 6.2.1.1, 6.2.1.2, 62.1.3.1.1, 6.2.1.3.3.1,A.2.3.1

EE 15288:2015 reference: 6.2.1.1, 6.2.1.2.a), 6.2.1.3.a), A.23, B.1
e: Policy, Procedure

le policy and procedure includes high-level palicy guidance and specific steps to select, tailor,
a life-cycle model in a project. It defines roles, responsibility, accountability, and authority for
ess management, including process improvement. It identifies the criteria for entering
each life-cycle stage. It identifies and.\describes the organization's processes to be applied

intenance plan

D07:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.1.7, 6.4.10.1, 6.4.10.3.1.1, 7.3.2.3.3.6
EE 15288:2015 reference: 6.4.10.3

e: Plan

nance plan presents how the organization or project plans to meet systems availability requirems

t maintenance-{logistics) activities. It includes the following:

ectives,strategy, and approach for the systems or software maintainer to resolve problems, upg
tem @nd test new updates;

nts
an-
ata
des
hnd

hnd
ife-
hnd
in

nts

ate

b) criteriafor performing maintenance,

c) the approach to the following activities: maintenance process implementation (how to request
maintenance); problem and modification analysis; modification implementation; maintenance update,
review, and acceptance; migration; and software retirement;

d) the outputs of the maintenance process;

e) the resources (for example, facilities, software, hardware, tools, and personnel) needed to perform all
aspects of maintenance, and the interrelationships among resources;

f) scheduled periods for performing maintenance; and
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special procedural requirements during maintenance (for example, security, access r

documentation control).

ights, and

It should identify the specific standards, methods, tools, and responsibilities for scheduled and preventive

maintenance activities.

10.45 Maintenance procedure

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.10.3.1.1

ISO/IEC/IEEE 15288:2015 reference: 6.4.10.3

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: Generic type: Procedure

The maintenance procedure covers the processes for performing preventive and corrective-mainte
praviding customer support feedback to the users. It should identify the specific standards, met

and
neq
tec
pro

See

10
ISO
Ger

The
ser
prg

achlievement of service targets, customer satisfactionjvesource utilization, major issues, and trends.

10
ISO

Ger

The
the
per|

10

ING
6.3

ISO
ISO

responsibilities for maintenance activities. It may identify systems or software areas-that could

ds for training. Maintenance procedures for systems cover the disassembly{strategy, faul
iniques, and re-assembly and testing sequences. Maintenance procedures for softwa
cedures for archiving, backup, and recovery.

also: problem management procedure

46 Measurementplan
IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.7.2.c), 63.%3.1.1, 6.3.7.3.1.3, 6.3.7.3.1.4, 6.3

eric type: Plan

measurement plan identifies the needs and requirements for measurement in an organization,
ice. It identifies the selected measures and thev/data collection, storage, analysis, and
cedures. It defines how the process and the measurements are evaluated. Items to be measured

47 Measurement procedure
IEC/IEEE 15288:2015 reference: 6.3.7:3.a)5)

eric type: Plan

nance, and
hods, tools,
change and
L diagnosis
re include

7.3.2.1

project, or
reporting
include the

IS

measurement procedures define how to obtain measurements in an organization, project, or service, or how
measurements are analyzed and evaluated. Items to be measured may include the achievement jpof technical
formance or service targets;ycustomer satisfaction, and resource utilization.
48 Monitoring and control report
IEC 12207:20087(IEEE Std 12207-2008) reference: 6.1.2.3.4.8, 6.1.2.3.4.15, 6.3.2.3, 6.3.4.3.3.4,| 6.3.4.3.6.3,
7.1, 6.3.7.3.2.4,7.3.2.3.3.5, 7.3.2.3.3.7
IEC/IEEEA15288:2015 reference: 6.2.5.3.c), 6.3.2.3.b)10), 6.3.4.3.b), 6.3.7.1, 6.3.7.3.b), 6.4.12.3.b), H.1
IEC\20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.3.3
AC 20000229012 AL EECE 1 20000 2,901 2) £, 1.4 L 2rC
/ ITLGUG LAUVUVUV L. LVl L kll_ALALA JLU L UUUVU A-AULJ} TCICICIIULC, U-L-T, U.JdoJ

Generic type: Report

The monitoring and control report provides monitoring results. It may include the following:

a)

b)

a history of all monitoring results and control actions and results of individual monitoring audits;

measurements of processes and services against objectives and requirements;

c) monitoring the progress of technical performance, risk mitigation, cost and schedules; and reporting of

d)

project status;

actions taken to correct deficiencies in service availability and continuity;
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e) an analysis of the effects of risks on the achievement of system quality, timeliness and profitability; and

f)

reusing the asset, and savings and benefits derived from reusing the asset.

10.49 Operational test procedure
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.9.3.1.3, 6.4.9.3.2.2

Generic type: Procedure

results of asset reuse, including information on the original developer or owner of the asset, cost of

The operational test procedure defines how to test a system or software before its operational release, in its

intended e
tested, test
the organiz,

See also: qu

10.50 Pr
ISO/IEC 12
ISO/IEC 20
ISO/IEC 20
Generic typ

The probld
resolve, an
feedback. I
notification
manageme

See also: in

10.51 Pr

ISO/IEC 1
6.4.8.2, 6.
7.1.1.3.1.2,

ISO/IEC/IE
B.1

ISO/IEC 20
ISO/IEC 20
Generic typ

The proble
conforman
input to thd

Tvironment. It Includes acceptance Criteria, version ldentiiication ol the System Or soltware De
data, and post-test analysis procedure to help ensure testing occurred as planned. It explains.use
ation’s problem resolution procedure.

alification test procedure

bblem management procedure
P07:2008 (IEEE Std 12207-2008) reference: 6.2.1.3.2.1, 6.4.9.3.1.2,6.4.9.3.1.3,7.28.3.1.1

D00-1:2011 (IEEE Std 20000-1:2013) reference: 8.2
D00-2:2012 (IEEE Std 20000-2:2013) reference: 8.2.2, 8.2.3, 8.2.4
e: Procedure

m management procedure defines how to receive, recordy, classify and assign, prioritize, escal
l close problems; how to control and minimize or avoid thé€ impact of problems; and how to prov
includes the definition of what constitutes a major problém or an incident. It covers action initiat

ISO/IEC 12207:2008 (IEEE Std 12207-2008) problem resolution process.

root cause analysis, trend analysis, status tracking and reporting, and problem recd
1t. It may include the policy for prioritizing, investigating, and resolving problems.
fident management procedure
bblem report
2207:2008 (IEEE Std 12207-2008)-reference: 6.1.2.3.4.15, 6.3.2.3.2.1, 6.3.3.3.1.3, 6.3.3.3]
1.83.1.1, 648313, 649313649342, 649352 6410312, 64.103.2.1, 6.4.10.3)
7.2.8.2.f),7.2.8.3.1.1,7.2.83.2.1,7.3:1.3.1.3,7.3.2.3.3.6, 7.3.3.3.5.3, B.3.2.3.2
EE 15288:2015 reference;6:3:3.3.a)2), 6.4.8.3.b), 6.4.9.2.d), 6.4.10.1, 6.4.10.3.c), 6.4.11.3.c), 6.4.12.3.
D00-1:2011 (IEEE Std:20000-1:2013) reference: 8.2
D00-2:2012 (IEEE Std 20000-2:2013) reference: 8.2.4
e: Report
m report\(also called non-conformance report or corrective action request) reports problems or 1

e (deviance) with contract requirements. It may be a consolidation of problem records. It serve$

ing
of

ate,
ide
on,
rds

3.1,
2.4,

as

It should
duplication

of issues and trends.

[t may include:

a) apro
b)
c) thed

d)
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blem reporting control number and related control information;

identification of the problem reporter;

ate and time of problem occurrence, escalation, resolution, and closure;

location (environment) of the problem in the system, software or information configuration item;

nclude information for future reference to prevent problems (lessons learned) and identify a
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e) applicable contract provision or conformance requirement;

f) cause, nature, and impact (severity) of the problem;

g) problem analyses and decisions, solution or corrective action recommended;

h) related action items, the responsible person or organization, and the due date;

i)

references to similar problems previously reported;
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implementation of the solution;
problem closure information; and

information from organizational (internal) reviews.

problems occurring during testing or operation, it should include the jnputs, expected res
1lts, anomalies, date and time, procedure step, environment, attempts to répeat the problem, and

It npay report a temporary or permanent solution to a problem.
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'E ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000~2:2012 (IEEE Std 20000-2:2013
veen incidents and problems. An incident response deals with the restoration of service to the users, where
lution is concerned with identifying and removing the causes of inciderits. An opportunity report is similar,
ysis of potential positive events.

also: change request, incident report, problem record-

52 Processassessment procedure
IEC 12207:2008 (IEEE Std 12207-2008) referehce: 6.2.1.3.2.1

eric type: Procedure

luate the suitability and effectivenéss of organizational processes. It may include assessment goals.

53 Processimprovementreport
IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.3.3.2,B.3.3.1.2, B.3.3.2.2, B.3.3.3.2, 6.3.7.3

IEC/IEEE 15288:2015 reference: 6.2.1.3 c), B.1
eric type: Repert

ed on historical, technical and evaluation data, the process improvement report presents thg

lity eost data to improve an organization’s processes and to determine the cost of quality.

ults, actual
observers.

) distinguish
s a problem
but includes

process assessment procedure describes how to conduct life-cycle process improvement and how to

b results of

cess improvement activities, recommended changes, and technology advancement needs. It may include

10 5 4D 1 ™ 1 4
DO TFTUUULLIICTTU dSSTOSSIIITIIT

ISO
ISO

/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.2,6.1.1.3.1.1
/IEC/IEEE 15288:2015 reference: 6.4.2.1, 6.4.2.2.d), 6.4.2.3.b)

Generic type: Report

The product need assessment is used to obtain consensus among an acquirer, developer, and support and user
organizations on the demand for a proposed system. It may focus on communicating the user’s needs to a
developer or a developer’s ideas to a user and other stakeholders. It includes the following:

a) the decision and rationale to acquire, develop, or enhance a system, software product or service; and

©1IS
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b) description of a proposed system in terms of user needs to be fulfilled, the system’s relationship to existing
or planned systems or procedures, and the way the system should be used (the concept of operations).

The product need assessment may include the following:

1) analysi

s of improvements, disadvantages and limitations, and considered alternatives and tradeoffs;

2) assessments for technical, strategic, economic and market bases, and trade-off studies;

3) preliminary information on system requirements, system prototypes, possible system employment, possible

suppo
4) prelim
5) curren
6) risk idg
See also: co

10.55 Pr

ISO/IEC 1
6.3.3.3.3.1,

ISO/IEC/IE
Generic typ

The progré
or externa
performan
provides i
approved {
and proble

See also: se|

10.56 Pr

ISO/IEC 12
6.2.3.3.1.6,

ISO/IEC/IE]
Generic typ|

The projec
project’s su

TCONCEPTS
Inary information on contract type;

F and potential organizational responsibilities; and
ntification and risk management methods.

ncept of operations

bgress report

207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.15, 6.3:2:2," 6.3.2.3.1.1, 6.3.2.3.2.2, 6.3.
b.3.3.3.3.1

EE 15288:2015 reference: 6.2.3.3.a)7), 6.3.2.2.f), 6.3.2.3.b)6),B:1
e: Report

ss report provides results of monitoring the execution of the defined plan or processes for intej
distribution. It includes a summary of decisions, monitoring results, action items, process

lans and the related impact to the projeet or organization; corrective actions; risk treatment acti
m tracking and problem analysis.

fvice report

bject management plan
207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.4.3, 6.1.2.3.4.3, 6.1.2.3.4.5, 6.1.2.3.4.6, 6.2.2.3]

EE 15288:2015 reference: 6.2.3.3.a.8, 6.3.1.1, 6.3.1.2, 6.3.1.3, 6.3.2.3.a), B.1
e: Plan

[ managénient plan presents how the project processes and activities are executed to assure
ccessflil completion, and the quality of the deliverable product or service. It includes the following:

a)
mappi

b)

identifi

iremen

e data, and recorded process improvements; It assesses the degree of adherence to the plang.
hformation about projected cost, performiance, and schedule risks; any changes to previogsly

b.2.3.3.2.1,6.3.1.1, 6.3.1:2, 6.3.1.3.2.1, 6.3.1.3.3.3, 6.3.2.3.2.1, 6.2.3.3.1.6, 7.2.6.3.1.1, 7.2.6.3.2.1, F.3.3.3.

3.2,

nal
or
It

ns;

the

jon of th ftware life-
ng of processes, activities and tasks to the selected life-cycle model;

including external organizations and responsibilities of acquirers, suppliers, and users;

c)
d)

requir

ements for resource needs and the acquirer’s involvement in providing resources;

implementation, approval, acceptance, and access to facilities;

e)

60

the expected user involvement in requirements specification, reviews, and evaluations;

hnd

the project’s organizational structure, showing authority and responsibility of each organizational unit,

the expected acquirer involvement in joint reviews, audits, informal meetings, reports, change requests,
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f) security policies for the control of access to systems and software items, project information, data, and
infrastructures;

g) the means of reporting and the documents and information items to be delivered;
h) other plans to be produced as separate documents during the project; and

i) risks and risk analysis for technical, cost, and schedule risks.

It should include a Work Breakdown Structure (WBS) of the life-cycle processes and activities, including the
products, Services, and non-deliverabie ITems to be provided, SUch as establiSning the proje frastrudture.

It may include the following:

[uy

procedures for re-planning;

N

options for developing the product or providing the service and an analysis of the Trisks associatefl with each
option;

W

plans for subcontractor management, including subcontractor selectiofi“and involvement between the
subcontractor and the acquirer, if any; and

4) plans for project closeout, including debriefings of project pérsonnel and staff reassignment, archiving
project materials, and preparation of a final report to include lessons learned and analysiq of project
objectives achieved.

NOTE 1 In addition to projects, management plans can be prépared for programs, organizations, processes, jncluding the
portfolio management process.

NOTE 2 Depending on the project, the project management plan can be called a project technical management plan,
sysfems engineering management plan (SEMP) or softwdre development plan (SDP).

NOTE 3 ISO/IEC/IEEE 16326-2009 Systemstand software engineering — Lifecycle processes — Project janagement,
proyides extensive detail on the contents of the'ptroject management plan.

Sedalso: service management plan

10J57 Proposal
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.2.b), B.3.2.1.2

ISO/IEC/IEEE 15288:2015 reference: 6.1.1.3, 6.1.2.2.b), 6.1.2.3.b), B.1
Gernjeric type: Description

The proposaliis information prepared by a potential supplier to support the offer of a contract big, including
cost, schedule, risk statements, methodology to satisfy the Request for Proposal (RFP), experjiences and
capabilities, any recommendations to tailor the RFP or contract, and the signature of the supplier’s approving
authority. Informally, proposals may be prepared within an organization, such as for software reuse.

10.58 Qualification test procedure
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.6.1, 6.1.1.3.6.2, 6.4.5.3.2.1. 7.1.6.3.1.4,7.2,7.3.2.1

Generic type: Procedure

The qualification test procedure (acceptance procedure) documents how acceptance review and testing of a
deliverable product or service is conducted, and the conditions to be satisfied before acceptance. The
acceptance procedure is initially prepared by the acquirer consistent with the Acquisition Plan. The
qualification test procedure provides a set of tests so that each qualification requirement is addressed for the
system or software items. It includes mapping of requirements to qualification tests and overall requirements
to perform qualification testing, test objectives, test criteria, test configurations, preparations, test cases
(inputs, steps, and outputs), expected results, and post-test analysis procedures.
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10.59 Qualification testreport
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.1.7.3.1.1, 7.1.7.3.1.3, 7.2.7.3.2.1.

Generic type: Report

The qualification test report indicates that the system was tested for conformity with each system requirement,
produced the expected results, and is feasible to operate and maintain. It provides the results of each
qualification test and states whether all requirements were satisfied. It includes system identification and
overview, qualification requirements and criteria, overview of results, identification of items tested and dates of
testing, detailed results, problems encountered, and rationale for decisions.

10.60 Quality management plan
ISO/IEC 12P07:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.3, 6.2.5.3.1.5, 6.3.1.3, 7.2.3.3.1.3

ISO/IEC/IEEE 15288:2015 reference: 6.2.5.3.a), 6.2.5.3.c)
Generic typee: Plan

The qualityf management plan (or quality assurance plan) presents the approach to fulfil the:quality objectfves
of the orgahization, program, project, product or service. It includes the following:

a) the project or organization's quality objectives and the organization’s quality policies;
b) produgt or service improvement plans;

c) produ¢t and service assessment plans, with assessment requirements, criteria, responsibilities, hpnd
allocatfions to standards,

d) methofds, procedures or tools needed for quality management;

e) identification of required records of the quality activities and tasks, as well as records of problems and
problem resolutions;

f) the copfiguration management of quality-related records;

g) specific reviews, assessments and audits to be performed, with references to the associated testing,
verificption, validation, problem reporting, and corrective action processes;

h) assessment of configuration confrolpractices for systems or software configuration items and media; and
i) requirpd coordination of software quality assurance activities with other project activities.

NOTE S0 9001:2015 eontains requirements for life-cycle planning as part of a quality management system. See also|ISO
1005, Quality management systems - Guidelines for quality plans.

10.61 Qualitymanagement policy and procedure
ISO/IEC 12P0%2008 (IEEE Std 12207-2008) reference: 6.2.5.2, 6.2.5.3.1.1

ISO/IEC/IEEE 15288:2015 reference: 6.2.5.2.a), 6.2.5.3.a), 6.3.8.2.a), B.1

Generic type: Policy, Procedure

The quality management policy and procedure (or quality assurance procedure) defines the framework for
establishing and reviewing quality objectives. It explains how quality objectives are met and expresses the
personal contribution of all involved to the quality of the product or service. The quality procedure details how
the quality aspects of the program, product or service are performed. It includes procedures for contract reviews,
inspections, assessments, reviews and audits. It addresses procedures for the tasks of testing, problem reporting,
process improvement, and corrective action; as included in the quality management, quality assurance, software
audit, verification, validation, and process improvement processes.

NOTE Quality management policy can be included in the quality management plan or quality management procedures or
in a separate set of policies.
62
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10.62 Release plan (and policy)
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.10.3.5.2, 6.4.11.3.2.1

ISO/IEC/IEEE 15288: 6.4.10.3.a)

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 9.3

ISO/IEC 20000-2:2012 (IEEE Std 20000-1:2013) reference: 9.3.3.1,9.3.3.2,9.3.4
Generic type: Plan

The release plan (or transition plan, deployment plan, migration plan, or roll-out plan) presents how a system,

ser e, 0 OItW3 DIOC 0 OIfwa d al oned fo 3 new n onmen vith the ase dates and

elease management plan provides overall direction for release planning, including .ceordirjation with
conffiguration management and change management, and identification of standard typescef releasgs routinely
performed. A specific release plan includes the applicable details for a specific reléase. The r¢lease plan
incjudes the following:
a)) the deliverables, including updates to related SLA, operational procedures, and‘aser documentation;
b)) the related change requests, identified configuration items, known errorsjand problems;
c) identified risks, potential problems;

d)) plans for reversing or correcting an unsuccessful release (contingency back-out plan); and

e) how the release is authorized, scheduled, coordinated, dnd tracked.

Thg¢ migration plan includes the following:

1) the description of deliverables;

2) dependencies and scheduled dates;

3) the expected configuration of the.target environment at the time of migration;
4) the back-out or recovery-plarns;

5) verification and acceptance procedures; and

6) communicationsywith and training for the customer and support staff.

It should include-planning for decommissioning of replaced systems or services.

A 1elease<policy may be included in a release and deployment management plan or as a separate set of
poljcies:

Thdraleasepolicvestablishes-the following:
C=r TOT P orrey Torr TIT TOTT VVITTET

i. the expected frequency and types of releases, including emergency releases;
ii. authority for the release into acceptance test and production environments;
iii. schema for uniquely identifying a release and its contents;
iv. the approach for grouping changes and configuration items into a uniquely identified release and versions;
v. approach for automating releases; and

vi. approach for verifying (testing) and accepting the release.
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See also: configuration management plan and policy, configuration management procedure (release procedure).

10.63 Request for proposal (RFP)

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 4.24, 4.36, 6.1.1.3.1.10, 6.1.1.3.1.11, 6.1.1.3.2.1,
6.1.2.2,6.1.2.3.2.1,6.1.2.3.2.3, 6.4.1.3.2.1

ISO/IEC/IEEE 15288:2015 reference: 6.1.1.2.a), 6.1.1.3.a)2), B.1
Generic type: Request

The request for proposal (RFP) is the acquirer’s request for information and commitments needed from the

1' t £ H p= S L H ladad £l £ il 1 2 1 _1& £l H '
Supp 1er at—arcTrour oo~ ot Mot Co—TIT tnC—potCITtrar —SsuapprCT-S—proposar— o _annoantes—onrc—atqurt rs

intention tp potential bidders to acquire a specified system, software product or software service. It includes
the following:

a) the stakeholders’ system requirements;

b) scopg statement;

¢) biddpr instructions;

d) the scope of tasks to be referenced in the draft contract;

e) deliverable product list;

f)  terms and conditions;

g) contract milestones (for example, review and audit of suppliep progress);

h) control of subcontracts;

i)  procpdural and technical constraints (for examplg, target environment); and

j) supporting processes and their performing.eérganizations, including responsibilities (if other than supplier),
so syppliers can, in their proposals, definethe approach to each of the specified supporting processes.

It may outline the supplier selection criteria.

NOTE Actual contents depend, upon the legal environment. Also known as acquisition requirements, acquisition
document, c3ll for proposals (CFP), invitation to tender (ITT), request for tender.

10.64 Repourceregqiiest
ISO/IEC 12R07:2008 (1EEE Std 12207-2008) reference: 6.3.1.3.3.2

ISO/IEC/IEEE 15288:2015 reference: 6.3.1.3.c)2)

A request [foxresources arises from project or service planning and is directed to management who |can
commit the resources and, if necessary, approve modifying the contract.

10.65 Reuse plan

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.3.3.1, 7.3.3.3.2.1, 7.3.3.3.3.3, 7.3.3.3.4.1, 7.3.3.3.4.2,
7.3.3.3.4.3,7.3.3.3.5.2

Generic type: Plan

The reuse plan presents how activities are conducted to support the reuse of systems or software assets and
related documents. It defines the reuse strategy, domains where reuse is managed, and the implementation
approach, including infrastructure support.
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10.66 Review minutes
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.15, 6.4.10.3.5.6, 7.2.6.2, 7.2.6.3.1.5

ISO/IEC/IEEE 15288:2015 reference: 6.2.3.3.c)1), 6.3.7.3.b)4)

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.4.1,4.5.4.3,6.1,7.1, 7.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.1.1.2,4.1.2.1.f), 6.1.4,7.1.4, 7.2.4, 8.2.4.f)
Generic type: Report

The review minutes (or joint review minutes or service review minutes) provide a report of a review, such as a
meet] i i i i inutes include
attgndees, agenda, product or service under review, objectives, entry and exit points for the/review, main
dis¢ussion topics, assumptions, presentation material, decisions relating to resources and improvement of the
seryice management system and services, approvals, action items and their status and| closure criteria.
Minjutes document the evaluation of status and conformity of products and services,/)and activities and
schedule status. Minutes include problems found and their resolution or anticipated resoltition.

10J67 Riskactionrequest
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6 3.4.3.2.3, 6.3.4.3.4.1

ISO/IEC/IEEE 15288:2015 reference: 6.3.4.3.b)2), B.1.
Gerjeric type: Request

The risk action request is submitted from the project or service mamagement organization to the stak¢holders. It
includes recommended alternatives for risk treatment.

10J68 Risk management policy and plan
ISO)/IEC 12207:2008 (IEEE Std 12207-2008) referencex6.3.4.3.1.1, 6.3.4.3.1.2, 6.3.4.3.2.1

ISO/IEC/IEEE 15288:2015 reference: 6.3.4.3.a)
Genjeric type: Plan, policy

Thg risk management policy and plan presents the conditions under which risk management is performed and
the| context of risk management, such as‘management and technical objectives, assumptions, and copstraints. It
deflnes the approach to the identification, assessment, treatment (including avoidance, mitigation, and
cortingency plans), and monitoring of risks, as well as the approach for registering risks, cieating and
majntaining risk profiles (recerds), and reporting risk status. It establishes risk categories and risk pssessment
crifferia. It identifies the risks te’service continuity and availability.

NOTE ISO/IEC 16085:2006, Systems and software engineering — Life cycle processes — Risk wmanagement,
proyides additional guidance.

10J69 Service catalog
ISO/IEC.20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.3.1, 5.3, 6.1

ISOIEC 20000-2:2012 (TEEE Std 20000-2:2013) reference- 4311 6132 6133 6134 614

Generic type: Description

The service catalog describes the information technology services available for customers, with the
dependencies between services and service components. For each service, it defines the service; identifies
those responsible for providing the service; includes the schedule of service availability and unavailability,
access control provisions and security arrangements, and contact points for requesting assistance or reporting
incidents. It summarizes target service levels as further specified in the service level agreement (SLA).

See also: complaint procedure, risk management plan.

10.70 Service continuity and availability plan
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.3.1, 6.3.2
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ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.1.1.5, 6.3.2, 6.3.3.2, 6.3.3.3, 6.3.4, 6.3.5, Table A.4,

Table A.14

Generic typ

e: Plan

The service continuity and availability plan, also known as a continuity of operations plan (COOP) or disaster
recovery plan, may also include service continuity and availability strategy and policy. It describes the provisions
to make services available under normal conditions and in the event of failure of a site or a system component
(recovery procedure). The service continuity and availability plan shall be available in printed media to all
concerned, for ready access in the event of system unavailability. A copy of the service continuity plan, applicable
agreements and contracts shall be available at a secure remote or virtual location where it is planned that

alternate s

a) avail

end-
b) avail
c) theh
d) crite
e) proc

systd
f)  roles

invo
g) proc
h) proc

i)  advance activities to prepare for service disruptions, such as off-site system backups or arrangements

eme
See also: ve

10.71 Se
1SO/IEC 20

ISO/IEC 20,
7.2.3.2

Generic typ|

A Service |
identifies §
be authoriz

rvice are prnxriﬂnﬂ tincludes the Fn"nuring-

ability requirements for the service as stated in the service level agreements, including access rig]
Fo-end availability, and service restoration times;

ability targets for service restoration;
usiness impact of services unavailability for various durations, and priorities for_restoring services;
Fia for invoking the plan (threshold for events and major incidents);

edures and alternate means of providing service (such as papersbased records) while automs
ms are being restored;

and responsibilities for system recovery, including points of contact of people authorized
ke contingency plans and act in emergencies;

edures for restoring service;

edures for testing the continuity plan; and

gency service providers.
rification plan

vice level agreement (SLA)
D00-1:2011 (IEEE Std 20000-1:2013) reference: 3.29, 4.3.1, 5.3, 6.1, 7.2

e: Specification

evel Agreement (SLA) is a documented agreement between the service provider and customer {
ervices and service targets. The SLA is the service level requirements document. The SLA shd
ed by the service supplier and acquirer. It specifies the following:

000-2: 2912 (IEEE\Std 20000-2:2013) reference: 4.1.1.3, 4.3.1.1, 5.3.1, 5.5, 6.1.3.3, 6.1.3.4, 6.1.4, 7.2.

hts,

ted

to

vith

hat
uld

a) Requirements and scope of the service;

b) Service targets and workload limits (upper and lower) and exceptions;

c) Responsibilities of both supplier and customer;

d) Deta

ils of service availability (hours of service), which may be referenced in the service catalog;

e) Procedures and points of contact for incident and problem management, escalation, notifications, and
complaints;

f) Measures and acceptance criteria, such as performance, availability, reliability, service period, and
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operator and maintenance responsiveness; and

Communication process for periodic reporting on the achieved service level to the customer.

10.72 Service management plan (and policy)
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.9.3.1.1

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.1.1, 4.1.2, 4.3.1, 4.5.1, 4.5.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.1.1.1, 4.1.1.4, 4.1.1.5, 4.1.1.6, 4.1.2.1, 4.1.2.2,
41.3.1,414.2,43.1.1,45.2.1,45.2.2,45.2.3,4.5.3,45.4.1,7.1.3.1

Ger

The
the
suc

NO7
ord

Iti

a)

b)

<)

d)

g)

h)

Sed

cessfully deliver the service.

'E
hanged service or service plan.

dentifies the following:

inf

eric type: Plan

service management plan (or operations plan) includes the service management policy,\It pr
service provider's processes and activities are managed, executed, measured~and co

When applied to a new, modified, or improved service, the service management plan can be called a

the service management system scope, policy, objectives, and requirements and business need;
customer requirements along with expected outcomes and ac€eptance criteria;

the processes included in the service management system,including the responsible organizati
inputs, activities, and outcomes; interfaces to.,other processes and services; and rdg

documentation needed to govern the process;

resource plans for human, technical, information, and financial resources, and succession pl
the service;

constraints and limitations affecting the service management system;

descriptions of the organizatianis or roles involved in approving, designing, developing, tr
changing, implementing, operating, maintaining, and improving the service and the service n
plan, and the relationships:ofthose involved, including suppliers and customers;

the coordination of interfaces among related services, processes and activities;

plans for repofts, Teviews and communications with stakeholders and assurance of customer
and

how the organization measures, audits, reports on, and improves the SMS and the services.

also: audit plan, complaint procedure, implementation plan, improvement plan, interface s

bsents how
htrolled to

plan for new

, including

n; process
cords and

ains to staff

hnsitioning,
anagement

atisfaction;

becification,

lan.

10.

................................

73 Service plan

ISO/IEC 20000-1:2011 (IEEE Std 20000-1: 2013) reference: 5.2, 5.3
ISO/IEC 20000-2:2012 (IEEE Std 20000-2: 2013) reference: 5.2.7,5.3.3.1, 5.4, 5.5

Generic type: Plan

The service plan (plan for new or changed services) presents plans for designing and implementing a major
change or major new service. A service plan may be prepared for a new, existing, modified, or improved service. It
includes the following:

a) description of the new or changed service, including service requirements, expected outcomes and outputs,
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service measurements, and activities to be performed for service delivery;

b) analysis of required resources, such as human, financial, and technological, and dependencies on other
services;

c) analysis of risks in the new service and risks to existing services;

d) testing and acceptance criteria for the new or changed service;

e) responsibilities and authorities for service delivery;

f) commpnication planning; and

g) needefl changes in other documents, including plans and policies, agreements, SLAs, service catalog, and

procedures.

See also: cdncept of operations, disposal plan, implementation plan, improvement plan, project'management pjan,
retirement jplan, risk management plan, service catalog, service management plan
10.74 Servicereport
ISO/IEC 12P07:2008 (IEEE Std 12207-2008) reference: 6.2.5.3.1.4
ISO/IEC/IEEE 15288:2015 reference: 6.4.13.3.d), B.1
ISO/IEC 20p00-1:2011 (IEEE Std 20000-1: 2013) reference: 4.1.4.e, 4.5.3f,4.5.5.2,5.4,6.2,7.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2: 2013) reference: 4.1.1.1{4.1.4.4, 4.5.4.1, 45.4.2, 5.2.8, 5.4, 5.5, 6]1.2,
6.1.3.1, 6.1B.4.c), 6.1.4, 6.2.1, 6.2.2, 6.2.3, 6.3.2, 6.3.4.3, 6.4. 6.5.3:1:6.5.4, 7.1.4, 7.2.3.1, 8.1.2, Table A.3, Table A.7,
Table A.8
Generic typle: Report
The servicq report informs management or customers.about the performance of service management activities,
and the lejel of service provided. It reports resiilts and reviews of performance by the service provider
against the service targets, SLA and othér contractual commitments and customer satisfaction
measuremgnts and analyses. It is issued periodically or following major events, transitions, and change§ in
the servicg. It includes a summary of significant events, monitoring results, trends and historical analysis,
customer sptisfaction measurements, and  recorded service improvements. It provides information about rfon-
conformitigs, options for changes, complaints, action items, corrective actions; anticipated problems, and risk
treatment actions. It includes information concerning workload volume and scheduled workloads, trends pnd
periodic cljanges. It may include" cost reports and comparisons of capacity to service performance for [the
service, spgcific components; or’ exceptional events.
See also: aydit report, evaluation report, incident report, monitoring and control report, progress report.
10.75 Softwarearchitecture description
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.3.2, 6.4.3.3.1.1, 7.1.1.2, 7.1.3.2, 7.1.3.3.1, 7.1.3.3]L.1,
7.3.1.2,7.3.1:3371,7.3.1.3.3.3

Generic typ

e: Description

The software architecture description includes the following:

a) the fundamental conception of the software for the system-of-interest in terms of its purpose, software
qualities (such as performance, usability and security), constraints, and decisions;

b) the architecture's stakeholders and the stakeholders' architecture-related concerns. Key stakeholders include
the client, users, developers, acquirers, suppliers and maintainers;

c) definitions of viewpoints to document the procedures for creating, interpreting, analyzing and evaluating
architectural data; and
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d) one or more views of the system. Each architecture view is a representation of the complete system from

the perspective of one or more concerns, for its stakeholders.

The software architecture description should do the following:

1) provide rationale for architectural decisions, with traceability information to both software and system

2)

3)

4)

5)

requirements;

establish the principles for partitioning the software into design elements;

work breakdown structure;
Hemonstrate that architecturally significant requirements are met and allocated to design€lements;

provide a basis for software requirements specification and design refinement.

The software architecture description may present the following:

il.

the concept of operation in terms of its elements; and

prchitecture description.

Fecord the important properties of, and relationships among, those elements in a manner consistgnt with the

and

h domain model or reference architecture for a family of, or systend of; software systems. See also: system

NOTE The software architecture description can be considered as a specification for the software design. For more

infd

Arc

10

hitecture description.

76 Software design description

rmation on architecture description, refer to ISO/IEC/IEEE 42010:2011, Systems and software engineering —

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.10.2, 6.4.10.3.3.1, 7.1.1.3.1.2, 7.1.4.3.1.1| 7.2.2.3.5.1,

7.3

1.3.3.3

Genjeric type: Description

The

itens, or other system components, and their interfaces. It includes the following:

identification of external interfaces, software components, software units, and other interfaces;

b)) allocation of Software item requirements to software components, further refined, as needed,

detail design;

withother items to pass and receive data, instructions or information;

software design description™\presents the characteristics of one or more systems, subsystemis, software

to facilitate

description of the items (systems, configuration items, users, hardware, software, etc.) that cgmmunicate

the concent of execution including data flow and control flows:
r (=] 4

) security considerations;

f) reuse elements; and

g) error handling.

It should include the following:

1

2

) traceability information to both architectural components and software requirements;

) specification of protocols; and
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3) partitioning of the software into design entities and description of the important properties and
relationships among those entities.

The low-level software design description describes the design of a software item or interface, including
software item-wide design decisions, software item architectural design and the detailed design needed to
implement software. The low-level description permits software development or selection of items for reuse
without the need for further information. It provides visibility into the design and information needed for
software reuse and support. It is used as the basis for implementing software. It includes the following:

i. the detailed structure description of software components (to the software unit level to be coded,
compited—amdtested);

ii. allocition of software component requirements to software items, further refined, as needed)| to
facilifate detail design and traceability from each software item to the software item xequireménts
allocjted to it;

iii. the doftware item-wide design decisions about the software item’s behavioral desigh (how it behayes,
from| a user’s viewpoint, in meeting its requirements, ignoring internal implementatief);

iv.  decigions affecting the selection and design of the software items making up a.saftware item;

v. detailed design for software components’ external interfaces to the\software item, between reldted
software components, and between related software units; and

vi. the interface entity characteristics of one or more systems, subsystems, hardware items, software items,
manyal operations or other system components.

It should include the following:
— descriptions of the size, frequency or other characteristics of the data elements;
— referenice to known timing constraints;

— specififation of protocols.

See also: system element description

NOTE EEE Std 1016-2008, IEEE Recommended Practice for Software Design Descriptions provides further guidancg.

10.77 Software requirements specification

ISO/IEC 1pR207:2008)“(IEEE Std 12207-2008) reference: 6.1.1.3.1.2, 6.1.1.3.1.7, 6.1.1.3.1.8, 6.1.1.3.1}11,
6.4.11.2,7.1.2.2,75+2.3.1.1,7.1.3.3.1.5

Generic type: Specification

The software requirements specification includes the following:
a) precedence and criticality of requirements;

b) description of the methods and tools used to define traceability from system requirements to system
architecture, software requirements, software architecture, and software items and units;

¢) product assumptions and dependencies;
d) references for design and testing standards and procedures;
e) product functions and system functional requirements;
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