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Foreword

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

This Technical Reportprovides guidelines for the application of ISO9001:2008 to IT service management.
It also provides guidelines for the integration of a quality management system (QMS) and a service
management system (SMS).

This Technical Report describes the similarities and differences between the requirements of
ISO 9001:2008 and ISO/IEC 20000-1:2011. This Technical Report supports the adoption and audit of
management systems developed following the requirements of ISO 9001:2008 alone or of an integrated
management system for both ISO 9001:2008 and ISO/IEC 20000-1:2011.

Thig Technical Report uses the terminology used in ISO 9001:2008 when referring to that Iyjternational
Stanldard. It uses the terminology used in ISO/IEC 20000-1:2011 when referring to thiat Irfternational
Stanjdard. For example, ISO/IEC 20000-1 refers to services and service providers;-1SO 9001 refers to
products and organizations.

© ISO/IEC 2013 - All rights reserved \%
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Information technology — Guidelines for the application

of

I1SO 9001:2008 to IT service management and its

integration with ISO/IEC 20000-1:2011

1 Scope

This
forl

Bec3
do 1
of 19
proy
man

Add
and

[ services. Examples provided in the guidelines are for service management of IT Servi

use ISO/IEC 20000-1 and ISO 9001 can be applied not only to IT services but®o all se
ot use terminology referring to IT services. Throughout this Technical Report, the {
O/IEC 20000-1 is used without reference to IT, i.e. service, service(nanagement
ider. The guidelines in this Technical Report can also be useful to supporta QMS, SMS o
agement system for other non-IT services.

tionally, this Technical Report provides guidelines for the alignment and integratio
SMS in organizations where services are being delivered tojinternal or external cust

guidelines about integration provided in Annex C can be applieable to a scope including IT g

othe

This
ISO
man

This
man|
the1

The
asse

This
orgd

This
a)

b)

r non-IT services as required.

Technical Report provides a comparison ef\‘the requirements of SO 9001
[EC 20000-1:2011. It highlights those areas whete there is the greatest similarity betw
agement systems, and where there are differences between the two.

agement and its integration with ISO/IEC 20000-1:2011, but does not add to or othery
equirements of ISO 9001 or ISO/IEC;20000-1.

guidelines provided in this Technical Report are not intended to be used as criteria for
ssments or audits.

Technical Report can~apply to organizations of all sizes, sectors, and types wif
nizational forms or business models.

Technical Report can be used by:

puditors and.dssessors looking for guidelines on audits for ISO 9001:2008 with a scope t
ervices and-service management;

huditors' and assessors looking for guidelines on integrated audits for ISO 900
[SO/TEC 20000-1:2011 with a scope that includes services and service management;

Technical Report provides guidelines for the application of ISO 9001:2008 to servicé nLanagement

[es.

rvices, they
erminology
ind service
" integrated

n of a QMS
omers. The
ervices and

:2008 and
cen the two

Technical Report cites and explains the réquirements of ISO 9001:2008 in its application to service

vise change

conformity

h different

hat includes

:2008 and

c)

organizations implementing a QMS with a scope that includes services and service management;

d) organizations implementing an integrated management system using the requirements of

[SO 9001:2008 and ISO/IEC 20000-1:2011.

This Technical Report does not describe the requirements of ISO 9001 or ISO/IEC 20000-1
comprehensively. This Technical Report is intended for use by persons with knowledge of both
ISO 9001:2008 and ISO/IEC 20000-1:2011. Text that has been quoted from ISO 9001:2008 is enclosed
in a box. Text from ISO 9000:2005 and ISO/IEC 20000-1:2011 is not reproduced extensively. Additional
guidance is listed in the bibliography.

Clause 5 of this Technical Report provides an introduction to ISO 9001 and ISO/IEC 20000-1, an overview
of their similarities and differences and how they can be used together or separately.
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Clause 6 of this Technical Report includes all of the clauses of ISO 9001:2008 with details of related
clauses from ISO/IEC 20000-1:2011 and provides guidelines for the application of ISO 9001:2008 to
service management.

For ease of use, Clause 6 of this Technical Reportis numbered in the sequence of ISO9001:2008. For example:

a) Clause 6.3 of this Technical Report relates to Clause 3 in ISO 9001:2008;

b) Clause 6.4.1 of this Technical Report relates to Clause 4.1 in ISO 9001:2008;

c) Clause 6.4.2.2 of this Technical Report relates to Clause 4.2.2 in ISO 9001:2008.

Clause 7 of
do not havej

Annexes A
requiremer]

Annex C of

2 Norm

The follow
indispensa
references,

:ﬁe for its application. For dated references, only the edition cited applies. For und

this Technical Report provides information about the clauses in ISO/IEC 20000-1:2041
corresponding requirements in ISO 9001:2008.

hnd B of this Technical Report provide detailed tables showing a comparison;betweer
ts of IS0 9001:2008 and ISO/IEC 20000-1:2011.

his Technical Report provides guidelines on the integration of a QMS and’an SMS.

ntive references

g documents, in whole or in part, are normatively referéng¢ed in this document and

the latest edition of the referenced document (including:any amendments) applies.

IS0 9000:2
IS0 9001:2

ISO/IEC 20
system requ

3 Terms

Forthepury

and the foll
NOTE 1 T

NOTE2 (]

and ISO/IEC

3.1

informatign technology

IT
resources r

I

05, Quality management systems — Fundamentals.and vocabulary
08, Quality management systems — Requirements

D00-1:2011, Information technology — Sefvice management — Part 1: Service manage
irements

; and definitions

osesofthisdocument, thetermsanddefinitionsgiveninISO09000:2005,ISO/IEC20000-1:]
bwing apply.

hroughout the text of this Technical Report, wherever the term ‘product’ occurs, it can also mean ‘ser

ause 6.3 of this Technical Report provides an analysis of the terms and definitions from ISO 9000:
20000-1:2011.

pquired to acquire, process, store and disseminate information

that

| the

are
ted

ment

p011

vice'.

2005

Note 1toentry: Includes Communication Technology (CT) and the composite term Informationand Communication
Technology (ICT).

[SOURCE: ISO/IEC 38500:2008]
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4 Abbreviated terms

IT

PDCA
QMS

SMS

Information Technology;
Plan-Do-Check-Act;
Quality Management System (from ISO 9000:2005);

Service Management System (from ISO/IEC 20000-1:2011).

6:2013(E)

5
5.1

5.1.

The
ope
ISO
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enh:
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ISO
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supp
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ISO
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The
in I§
all g

Introduction to ISO 9001 and ISO/IEC 20000-1

Introduction to the International Standards

|l Introduction to ISO 9001

[SO 9000 series has been developed to assist organizations of all types and sizes to imy
ate an effective QMS. The adoption of a QMS should be a stratégic decision for an o1
D001 specifies requirements for a QMS when an organization\wWishes to demonstrate i
ide products that fulfil customer and applicable statutory agdyregulatory requirements
ince customer satisfaction.

[SO 9000 series includes the following parts:

[SO 9000:2005, Quality management systems — Fundamentals and vocabulary;

[SO 9001:2008, Quality management systems.<> Requirements;

[SO9004:2009, Managing for the sustainedSticcess of an organization — A quality manageme

e are other International Standards,related to ISO 9001 which are listed in the biblig
19011:2011, Guidelines for auditing‘management systems.

intent of ISO 9001 is to encourage the adoption of a process approach to manage an o1
inizations that adopt a proceéss approach create confidence in the capability of their pi

pased satisfaction oftcustomers and other interested parties, and to the success of the o1
D001 also encounages the adoption of a systems approach to management which requi
bration and alignment to improve the achievement of desired results. The process ap
bms approach'to management are common to the design of both a QMS and an SMS.

model, 0f)a process-based QMS shown in Figure 1 illustrates the process linkages
0 9001 In addition, the methodology known as ‘Plan-Do-Check-Act’ (PDCA) can be
rocesses in ISO 9001. This illustration shows that customers play a significant role

req

irements as inputs. Monitoring of customer satisfaction requires the evaluation of

lement and
'ganization.
[ts ability to
and aims to

ntapproach.

graphy e.g.

rganization.
roducts and

ortinglifecycle processes. This approach provides a basis for continual improvement andl can lead to

ganization.
res process
proach and

presented
applied to
in defining
nformation

relating to customer perception about whether the organization has met the customer requirements.
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Continual improvement of
the quality management system

Management
I pa - responsibility

A 4
a A

Measurement,
Rasores analysis and
management anay.
improvement

Customers

— — — — = (Satisfaction

Customgrs
Requiremints| g —1PU! Product 3= Prod@®S oY
equirements realization
O
Key
—— = Value-adding activities
— — — » Information flow
Figure 1 — Model of a process-based quality management system
The partie$ involved in quality -management as defined in ISO 9001 are shown in Figure 2.

The

organization that supplies produets to the customer can be the subject of the requirements of ISO 9001.

Supplier 1

Organization Customer

S
P el

Supplier 2

Figure 2 — The parties involved in quality management

While the organization itself can be the subject of the requirements of ISO 9001, mutually beneficial
supplier relationships can represent a fundamental quality principle within ISO 9000 which can enhance
the ability to create value.

5.1.2 Introduction to ISO/IEC 20000-1

ISO/IEC 20000 is the International Standard for service management. Service management is the
set of capabilities, including processes, required to direct and control a service provider’s activities
and resources to fulfil service requirements as agreed with their customer. ISO/IEC 20000 includes

4
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requirements for the design, transition, delivery and improvement of services that fulfil service
requirements and provide value for both the customer and the service provider. The adoption of an SMS
should be a strategic decision for an organization.

In service management, the organization providing services is known as a service provider. The customer
should be responsible for defining its service requirements and agreeing the services to be delivered.

The

user can access and use the service. The customer can also be a user.

In a business environment, the service provider delivers services to the customer. The service provider
manages the services to fulfil the customer requirements. For example, a financial business unit
customer can access financial application services hosted in the cloud from his desk top computer. The

dev

A se
but

ISO
man

ISO

or designing a
lopment into the live environment and then operating the service to dellver it to the.cu

vice can be visible to customers e.g. an email service. A service can also be invisible td
ecessary to support other services e.g. an infrastructure maintenance service:

[EC 20000 includes the following parts, under the general title Information technolog|
(igement:

Part 1: Service management system requirements;

Part 2: Guidance on the application of service management systentis;

Part 3: Guidance on scope definition and applicability of ISOAEC 20000-1;

Part 4: Process reference model [ Technical Report];

Part 5: Exemplar implementation plan for ISO/IEC20000-1 [Technical Report];
Part 10: Concepts and terminology [Technical\Report].

[EC TR 20000-10 establishes a common' framework for helping organizations to und

purpose of all the parts of ISO/IEC 20000 and the relationships between the parts. It als

othsd
stan

The
in F]
cust
the s

r documents that have relationships with ISO/IEC 20000-1 and identifies common are
dards to aid the use and integration of multiple standards in organizations.

parties that can be invelved in service management as defined in ISO/IEC 20000-1
gure 3. The service pravider should be the part of the organization that delivers ser
pmers and can be the subject of the requirements of ISO/IEC 20000-1. Other parties that
ervice provider aresuppliers, internal groups or customers acting as suppliers.

\

Supplier 1

I

Sub-contracted
supplier 2a

Lead Supplier 2 Service Provider

sition from
stomers.

customers

y — Service

erstand the
o identifies
as between

are shown
vices to the
Can support

Customer \

A

J

\

Internal Group

|

Customer acting
as a supplier

Figure 3 — The parties involved in service management

ISO/IEC 20000-1 specifies an integrated process approach when the service provider plans, establishes,
implements, operates, monitors, reviews, maintains and improves an SMS. ISO/IEC 20000-1 specifies

© ISO/IEC 2013 - All rights reserved
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the application of the methodology known as 'Plan-Do-Check-Act’ to all parts of the SMS including the
service management processes specified in Clauses 5 to 9 of ISO/IEC 20000-1, and the services. This is
shown in Figure 4.

Plan

Service
Manageme|
System

S

Serwce

5.1.3 Def]
[SO9001 an

The scope
applies to tl

Figure 5 ill
a scope wit

Figure 5.3 3

Act

Processes

T

Check

Figure 4 — PDCA methodology applied to service management

ining scope for a QMS and an SMS
d ISO/IEC 20000-1 differ significantly on the requifenients for scope of the management sys

f a QMS can include all or a part of the activities of an organization. The scope of an
1e design, transition, delivery and improvement of services.

Istrates 3 possible scenarios for the related scope of a QMS and an SMS. Figure 5.1 s}
h a partial overlap. Figure 5.2 sheWs the SMS scope wholly within the scope of the
hows the same scope for both the QMS and the SMS. Examples are also provided.

he organization The organization

S

Figure 5.1

Figure 5.2

tem.

SMS

OWwWS
IMS.

EXAMPLE 1

EXAMPLE 2

Figure 5 — Scope scenarios for a QMS and an SMS

An organization in Figure 5.1 has a QMS for both the manufacturing of products and a service
required for the manufacturing process. The organization also hasan SMS with a scope of the service for the product
manufacturing process and other services. The scope of the SMS overlaps partially with the scope of the QMS.

An organization in Figure 5.2 has a QMS for all insurance business processes and all services.

organization also has an SMS for all services. The scope of the SMS is a subset of the scope of the QMS.

EXAMPLE 3

The

A service organization in Figure 5.3 has a QMS for all services provided. This organization also
has an SMS for all services. The scope is identical for the QMS and the SMS.

© ISO/IEC 2013 - All rights reserved
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NOTE Further guidance on scope for ISO/IEC 20000-1 is available in ISO/IEC 20000-3:2012 -
scope definition and applicability of ISO/IEC 20000-1.

5.2 The application of ISO 9001 to services and service management

Guidance on

Customers can require products with characteristics that satisfy their needs and expectations. In
ISO 9001, whenever the term product occurs, it can also mean service. These needs and expectations
are expressed in product specifications and can be collectively referred to as customer requirements.
Because customer needs and expectations can change and because of competitive pressures and
technical advances, organizations should be driven to continually improve their products and processes.

The [QMS approach encourages organizations to analyse customer requirements, definethle processes

that{contribute to the achievement of a product which is acceptable to the customer, and
prodesses under control.

ISO 9001 specifies requirements for a QMS that can be used for internal application' by organ

keep these

zations, for

conformity assessments or for third party audits. It focuses on the effectivenessyof the QMS in providing

products and services that meet customer requirements.

Claujse 4.1 of ISO 9001 includes requirements for the organization to determine the process
for the QMS. When ISO 9001 is applied to services and service management, the organization|
all of some of the processes from ISO/IEC 20000-1.

[SO P001 can be applied to service management. The application of ISO 9001 to service n
can pe useful where an organization wishes to demonstrate-conformity of its service manag
Intefnational Standard but cannot meet all of the requirentents of ISO/IEC 20000-1 e.g. the orgar
opetjates six service management processes and the otherservice management processes are nj

There can also be a scenario where an organization wants to demonstrate conformity to I
all pprts of the organization including service management and other activities. It should be

es required
caninclude

hanagement
ement to an
lization only
ot operated.

50 9001 for
possible to

incofporate all or some of the requirements:6fISO/IEC 20000-1 as customer requirements in the QMS.

Demonstrating conformity to ISO 9001 for*a scope including service management may not nj

ean that an

nization can
" the service
orporate in
ncident and
de the other

nization hasdemonstrated conformity to all the requirements of ISO/IEC 20000-1. The orga
pnstrate that it meets the requirements of ISO 9001 against the customer requirements fo
gement activities included in-the scope. For example, the organization can choose to in¢
ustomer requirements, therequirements from the service level management process and

ice request managementprocess specified in ISO/IEC 20000-1 but can choose not to inclu
irements specified inISO/IEC 20000-1. Processes from other models can also be used.

serv
requ

Claul
be a

se 6 of this Technical Report provides guidance on how specific clauses of ISO 9001 can
bplied to sexvice management.

potentially

5.3

The.integration of ISO 9001 and ISO/IEC 20000-1
Org:

inizations can benefit from integrating their management systems to create one njanagement
systmﬁmmmmmmmmmﬁmpm& before the

other, or all management systems are implemented simultaneously. Management and organizational
processes, in particular, can derive benefit from integrating the similar requirements and defining
common objectives for all management systems.

An ideal option for an organization can be to produce a viable integrated management system which
enables the organization to demonstrate conformity to ISO 9001 and ISO/IEC 20000-1. The goal is not
to compare the two International Standards or to determine which is best or right. Where there is
conflict between the two International Standards, this should be resolved in a way which satisfies the
requirements of ISO 9001 and ISO/IEC 20000-1, and ensures that the organization achieves continual
improvement of its QMS and SMS. The ideal integrated management system should be based on the most
effective approach using ISO 9001 and ISO/IEC 20000-1 applied appropriately. This is also supported
by use of additional details found in one of the International Standards to supplement the other. Care
should be taken to retain everything necessary for conformity to ISO 9001 and ISO/IEC 20000-1

© ISO/IEC 2013 - All rights reserved
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One business benefit of an integrated management system can be that the organization does not have
two management systems with duplication and contradictory requirements. Other key benefits of an
integrated implementation of quality and service management include:

a) the credibility of an effective and quality assured service which meets customer requirements for
internal or external customers;

b) the lower cost of setting up, operating and auditing an integrated management system where
achieving both high quality and effective service delivery are part of the organization’s strategy;

c) a reduction in implementation time due to the development of integrated processes common to

ISO 90 (H—andISOHEC26000-1

d) the avdidance of conflicts and isolated improvements in the organization arising from-sepdrate
manag¢ment systems;

e) a greater understanding of both quality management and service management{with one set of
objectiyes leading to more effective and efficient working;

f) a redugtion in implementation time due to complementary requirements{se that demonstrating
confortpity to ISO 9001 means that the organization has fulfilled sonte, of the requirements of
ISO/IEC 20000-1;

g) a reduftion in management time with a single management/review instead of one for pach
manag¢ment system.

An organizgtion should have a good understanding of the chatacteristics, similarities and differences
of ISO 9001 and ISO/IEC 20000-1 before planning an integrated management system that conforms to
both Internptional Standards.

ISO 9001 and ISO/IEC 20000-1 have specific requirements and purposes. For example, ISO 9001 fdoes
not includespecific requirements for information s€curity management.

ISO/IEC 20000-1 specifies that it ‘enables a service provider to integrate its SMS with other manageiment
systems in [the service provider’s organizatien. The adoption of an integrated process approach|and
the PDCA methodology enables the service’provider to align or fully integrate multiple management
systems. Fgr example, an SMS can be-integrated with a QMS based on ISO 9001 or an information
security mgnagement system based-on1SO/IEC 270071

Conformity| can be demonstrated for ISO 9001 and ISO/IEC 20000-1 independently. To demons{rate
conformityfto ISO 9001, all therequirements should be fulfilled. Conformity to ISO 9001 for a scope|that
includes segvice management may not be sufficient for an organization to claim conformity to all of the
requiremer]ts of ISO/IEC\20000-1 as ISO/IEC 20000-1 contains differing and additional requiremlents
beyond thoge specifiedin ISO 9001.

To demonstrate,conformity to ISO/IEC 20000-1, all the requirements should be fulfilled. The organizgtion
can choose fodxame and arrange the requirements into processes in a different way from that shown in
ISO/IEC 20000=1_Conformity to ISO/IEC 20000-1 for service management may not be sufficient for an
organization to be able to claim conformity to all of the requirements of ISO 9001 as ISO 9001 contains
differing and additional requirements beyond those specified in ISO/IEC 20000-1. If an organization
cannot meet all the requirements of ISO/IEC 20000-1, the SMS is incomplete and the full benefits of an
SMS cannot be realized.

All requirements from ISO 9001 and ISO/IEC 20000-1 can be implemented in an integrated management
system which can be used to demonstrate conformity to both ISO 9001 and ISO/IEC 20000-1. There
are some clauses which have a lot of requirements in common and some clauses which have a minority
of requirements in common. There are some requirements that are in only one of ISO 9001 or
ISO/IEC 20000-1. This is illustrated in Figure 6.

8 © ISO/IEC 2013 - All rights reserved


https://iecnorm.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

This Technical Report identifies the common requirements and requirements which are specified in
only one of ISO 9001 or ISO/IEC 20000-1. Annex C provides further guidance about the integration of
ISO 9001 and ISO/IEC 20000-1.

Sub- Sub-clauses closely relatedin Sub-
clauses ISO 9001 and ISO/IEC 20000-1 clauses
unique unique to
to I1SO ISO/IEC

9001 Sub-clauses partially related in 2000041

ISO 9001 and ISO/IEC 20000-1
// AN
1$0 9001 sub-clauses ISO/IEC 20000-1 sub-clauses
F.g. 8.2.1 Customer satisfaction 7.1
E.g. 7.5.3,7.55 9.1 Configuration management

Figure 6 — The integration of quality management and service management systems

NOTE ISO/IEC 27013 provides guidance for'the integration of ISO/IEC 20000-1 and ISO/IEC 27(01.
5.4| Comparison of ISO 9001 andISO/IEC 20000-1

5.4.1 Approach to the comparison

The|clauses and sub-clauses_which contain similar or different requirements between ISP 9001 and
ISOAIEC 20000-1 are explained in Clauses 6 and 7 of this Technical Report and summarized in Table 1,
Anngxes A and B.

There are some ¢latises which are similar in wording or intent. Other clauses are eithef unique or
diffdrentin eitherwording or intentin ISO 9001 and ISO/IEC 20000-1. A closely related clausg means that
the majority{of the requirements of ISO 9001 and ISO/IEC 20000-1 are similar. For examplg, Clause 5.3
of I§0 900%,*quality policy, is similar to Clause 4.1.2 of ISO/IEC 20000-1, service management policy,
becduse they have 51m11ar wordlng and have the same intent. A partlally related clause meaps that only
a mino s X “lause 8.2.1
of IS0 9001, Customer satlsfactlon is similar only to the last paragraph in Clause 7.2 ofISO/IEC 20000-1,
business relationship management.

Another example is that there are no requirements in ISO 9001 specifically for budgeting and accounting.
Therefore, the ISO/IEC 20000-1 process of budgeting and accounting for services is shown in Table B.1 as
not having corresponding requirements with any clauses in ISO 9001. Clause 4.1 of ISO 9001 includes
requirements for the organization to determine the processes required for the QMS and these can include
budgeting and accounting for services. The organization can also choose to include the requirements
from the budgeting and accounting for services process in ISO/IEC 20000-1 as product requirements in
Clause 7.2.1 of ISO 9001.

Some requirements in ISO 9001 are shown to be similar to requirements in multiple clauses of
ISO/IEC 20000-1. For example, Clause 5.2 of ISO 9001 specifies ‘Top management shall ensure that
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customer requirements are determined and are met with the aim of enhancing customer satisfaction’.

This is simi

lar to some of the requirements of Clauses 4.1.4 and 4.4.1 of ISO/IEC 20000-1.

Another example is in Clause 5.5.2 of ISO 9001 which is similar to some of the requirements of
Clauses 4.1.1 and 4.1.4 in ISO/IEC 20000-1. Clause 4.1.4 of ISO/IEC 20000-1 does not include Clause 5.5.2
c) of ISO 9001 requirements for ‘the promotion of awareness of customer requirements throughout the
organization’. This is in Clause 4.1.1 of ISO/IEC 20000-1. This demonstrates the need for the comparison

to sometim

es show more than one clause from ISO/IEC 20000-1.

5.4.2 High level comparison of ISO 9001 and ISO/IEC 20000-1

Asshownin
A ‘nil’ in the
in the othen

a) 15090

5.4
6.4
7.4
— 75
b) ISO/IE
— 6.3
6.4
6.5
6.6

Table 1 sho
comparisorn
comparison
and B of thi

T

Table 1, Annexes AandB,1SO9001 and ISO/IEC 20000-1 both have some unique requirem
tables indicates that the requirements of a clause in one International Standard arenot f
International Standard. Clauses in ISO 9001 and ISO/IEC 20000-1 with no related clause

1:
1 Quality objective;
Work environment;
2 Purchasing information;
4 Customer property;
[ 20000-1:
Service continuity and availability management;
Budgeting and accounting for services;
Capacity management;
Information security management;

ws a high level comparison between ISO 9001 and ISO/IEC 20000-1. This table shows
of the clauses and sub-clauses down to the first level of ISO 9001 e.g. 4.1. It does not shov
for any lower sub-clauses.eig. 4.2.1. Additional details are provided in Clause 6 and Anne}

PNts.
und
are:

the
U the
tes A

5 Technical Report. Anrex B is similar to Annex A, but with ISO/IEC 20000-1 as the base

able 1 — High level comparison of ISO 9001:2008 and ISO/IEC 20000-1:2011

I

50 9001:2008 ISO/IEC 20000-1:2011

Scope

Scope

Normative 1

efererces Normative references

Terms and d

efimifions Terms and definitions

Quality management system

General requirements

AN w [N

411
4.2
4.4.1
4.5.2
4.5.3
4.5.4.1
4.5.5.2

Management commitment

Governance of processes operated by other parties
Provision of resources

Plan the SMS (Plan)

Implement and operate the SMS (Do)

General (Monitor and review the SMS (Check))

Management of improvements

10
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Table 1 (continued)

1S0 9001:2008

ISO/IEC 20000-1:2011

Documentation requirements |4.2 (4.3 Documentation management
4.5.1 Define scope
4.5.2 Plan the SMS (Plan)
9.1 Configuration management
Management responsibility 5
Management commitment 51 [4.1.1 Management commitment
Cusfomer focus 52 |4.14 Management representative
441 Provision of resources
7.1 Business relationship management
Quality policy 53 |4.1.2 Service management policy
Planning 54 411 Management commitment
Reﬂﬁgnsi‘biliFy, authorityand |[5.5 [4.1.1 Management commitment
communication 4.1.3 Authority, responsibility.anid communication
41.4 Management represéntative
Manjagement review 5.6 |4.5.4.1 |General (Monitorand review the SMS (Check))
4.5.4.3 |Management review
Res¢gurce management 6
Proyision of resources 6.1 |4.4.1 Provision of resources
Hunpan resources 6.2 |44.2 Human Resources
Infrastructure 6.3 [44.1 Provision of resources
Worlk environment 6.4 |nil nil
Prodluct realization 7
Planining of product realization|7.1, *}5.1 General (Design and transition of new or changed $ervices)
5.2 Plan new or changed services
Cusfomer-related processes 7.2 |4.1.3 Authority, responsibility and communication
4.1.4 Management representative
4.5.2 Plan the SMS (Plan)
5.1 General (Design and transition of new or changed $ervices)
5.2 Plan new or changed services
5.3 Design and development of new or changed servicgs
6.1 Service level management
6.2 Service reporting
7.1 Business relationship management
8.1 Incident and service request management
9.2 Change management
© ISO/IEC 2013 - All rights reserved 11
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Table 1 (continued)

IS0 9001:2008 ISO/IEC 20000-1:2011
Design and development 7.3 |51 General (Design and transition of new or changed services)
5.2 Plan new or changed services
5.3 Design and development of new or changed services
5.4 Transition of new or changed services
9.2 Change management
9.3 Release and deployment management ,
Purchasing 74 |51 General (Design and transition of new or changed servicesl)
5.2 Plan new or changed services
6.1 Service level management
7.2 Supplier management

Product and service provision |7.5 |4.5.2 Plan the SMS (Plan)
4.5.3 Implement and operate the SMS (Do)

51 General (Design and transition.6fnew or changed services
5.3 Design and development of new or changed services
5.4 Transition of new or changéd services
9.1 Configuration managemnent
9.2 Change management
9.3 Release and deployment management
Control of njonitoring and 7.6 |4.5.4.1 |General (Monitor and review the SMS (Check))
measuring gquipment 5.2 Plan new or changed services
5.3 Design and development of new or changed services
5.4 Transition of new or changed services
6.2 Service reporting
9:3 Release and deployment management
Measurement, analysis and 8
improvement
General 8.1 |4.5.2 Plan the SMS (Plan)

4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5 Maintain and improve the SMS (Act)

6.1 Service level management

6.2 Service reporting

Monitoring and measurement (8.2 |4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.4.2 |Internal audit
4.5.5.1 |General (Maintain and improve the SMS (Act))

5.4 Transition of new or changed services
6.2 Service reporting

7.1 Business relationship management
9.3 Release and deployment management
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Table 1 (continued)
1S0 9001:2008 ISO/IEC 20000-1:2011
Control of nonconforming 8.3 |4.5.5.1 |General (Maintain and improve the SMS (Act))
product 5.4 Transition of new or changed services
8.1 Incident and service request management
8.2 Problem management
9.3 Release and deployment management
Analysis of data 84 14541 |General(Monitorand review the SMS (Check))
4.5.5.1 |General (Maintain and improve the SMS (Act))
6.2 Service reporting
7.2 Supplier management
Impfovement 8.5 |4.5.5 Maintain and improve the SMS (Act]
8.2 Problem management

6 Management system requirements in ISO 9001 related to ISO/IEC 20000-1
6.1| Scope

6.1.1 General

1.1 Scope - General

Thi$ International Standard specifies requirements for a quality management system wherle an
organization

a) needs to demonstrate its ability to consistently provide product that meets customer and applica-
ble $tatutory and regulatory requirements, and

b) ajms to enhance customer satisfaction through the effective application of the system, including
progesses for continual improvéement of the system and the assurance of conformity to customer and
applicable statutory and regulatory requirements.

NOTE 1 In this International Standard, the term “product” only applies to
a) product intended-for, or required by, a customer,

b) apy intended-output resulting from the product realization processes.

NOTE 2 Statutory and regulatory requirements can be expressed as legal requirements.

The [intent)of this clause in ISO 9001 is to provide general information about the scope and fisage of the
International Standard.

The related clause in ISO/IEC 20000-1 is:
— 1.1 General (Scope).

This is a standard clause for International Standards. Both ISO 9001 and ISO/IEC 20000-1 are specific
about their scope in this clause.

As described in Clause 3 of this Technical Report, when applying ISO 9001 to service management, the
term ‘service’ can be substituted for ‘product’ in the ISO 9001 requirements.

ISO/IEC 20000-1 includes a specific set of processes for service management in Clauses 5 to 9, which
are part of the SMS. The ISO/IEC 20000-1 processes are shown in Figure 7 which is from Clause 1.1 of
ISO/IEC 20000-1.
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Service Management System (SMS)

Customers Customers
(and other Management responsibility Governance of processes (and other
interested operated by other parties interested
parties) Establish the SMS Documentation management parties)
Resource management
Service —'\ Desi .pe . .
Requirements ’_‘/ esign and transition of new or changed services Services

Service delivery processes

Capacity Service level Information security
management management management

Service continuity &  Service reporting Budgeting &
availability accounting for services

management

Control processes

Configuration management
Change management

Release and deployment
management

Resolution processes Relationship processes

Incidentand service request Business relationship
management management
Problem management Suppliermanagement

Figure 7 — Service management system

6.1.2 Application

1.2 Application

All requirements of this International Standard are generic and are intended to be applicable to all
organizatigns, regardless of type, size:and product provided.

Where any[requirement(s) of this International Standard cannot be applied due to the nature of an
organizatign and its product, this can be considered for exclusion.

Where exclusions are madeg,claims of conformity to this International Standard are not acceptable
unless thege exclusions are limited to requirements within Clause 7, and such exclusions do not affect
the organization’s ability, or responsibility, to provide product that meets customer and applicable
statutory and regulatory requirements.

The intent <l>f this clause in ISO 9001 is to provide information about where the International Stanglard

can be a l adand v naccihla Aveliicinne
pplied-and-any-possible-exelusions-

The related clause in ISO/IEC 20000-1 is:
— 1.2 Application.

IS0 9001 and ISO/IEC 20000-1 are specific about how they can be applied. ISO 9001 and ISO/IEC 20000-1
can apply to any type or size of organization.

While ISO 9001 allows some exclusions, restricted to Clause 7 in certain circumstances, ISO/IEC 20000-1
does not allow any exclusions. If the service management activities in scope for the QMS use some of the
processes from ISO/IEC 20000-1, the application of any exclusion for Clause 7 of ISO 9001 can apply
to the related processes from ISO/IEC 20000-1. (See Annex A for correspondence between ISO 9001
and ISO/IEC 20000-1). If the organization is seeking to demonstrate conformity to ISO/IEC 20000-1, no
exclusions are allowed from the requirements of ISO/IEC 20000-1.
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ISO/IEC 20000-1 is specific thatitis the service provider that should demonstrate conformity to Clause 4.
It is also specific about how conformity to the requirements can be demonstrated when some of the
processes and activities are operated by other parties as specified in Clause 4.2 of ISO/IEC 20000-1.
Clause 4.1 of ISO 9001 includes requirements to ensure control over any processes which are outsourced.

6.2 Normative references

2 Normative references

The following referenced documents are indispensable for the application of this document. For dated
references, only the edition cited applies. For undated references, the latest edition of the referenced
dochment (including any amendments) applies.

[SO19000:2005, Quality management systems — Fundamentals and vocabulary

The fintent of this clause in ISO 9001 is to list the essential documents to be read-with ISO 9001.
Therelated clause in ISO/IEC 20000-1 is:
— R Normative references.

Thid is a standard clause for an International Standard. Although thé-clause title is the samle, there are
no nprmative references in ISO/IEC 20000-1.

6.3 | Terms and definitions

3 Terms and definitions
For [the purposes of this document, the terms and-definitions given in ISO 9000 apply.

Thrpughout the text of this International Standard, wherever the term “product” occurs, it can also
medn “service”.

6.3.1 Introduction to terms and definitions
The fintent of this clause in ISO 9001 is to define the terms used in the International Standar|d.
Therelated clause in ISO/IE€20000-1 is:

— B Terms and definitions.

Thigis a standard.clause for an International Standard.

Thig TechnicalReport does not list all of the terms used in ISO 9001:2008 as defined in ISO|9000:2005,
or the terms.used and defined in ISO/IEC 20000-1:2011. Instead it lists and explains defineg terms and
othgr wards which are aligned, adapted or can cause conflict.

If a word-ortermrhasnotbeendefinedinmaninternational-Standat d, Histsed-asdefinedt Commonly
available English language dictionaries. For example, ‘service management plan’ has a meaning based
on ‘service management’ as defined in ISO/IEC 20000-1:2011, definition 3.30 and the word ‘plan’ used
in its normal English sense.

For implementation, a conformity assessment or an audit against ISO 9001:2008, the terms from
[S09000:2005 should be used. For implementation, a conformity assessment or an auditagainst SO 9001
and ISO/IEC 20000-1, the relevant terms from ISO 9000:2005 or ISO/IEC 20000-1:2011 should be used.
Guidance on the differences between terms and definitions in ISO 9000:2005 and ISO/IEC 20000-1:2011
with the impact this can have is provided in Tables 2 and 3.
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6.3.2 Terms used in both ISO 9001 and ISO/IEC 20000-1

The terms defined in ISO/IEC 20000-1:2011 which are copied exactly from ISO 9000:2005 are:

a) effectiveness;
b) nonconformity;
c) organization;
d) procedure;
e) process.
The terms defined in ISO/IEC 20000-1:2011 which are adapted from ISO 9000:2005 are showh with the
adapted definition and reason for the adaptation in Table 2.
Tdble 2 — Defined terms in ISO/IEC 20000-1:2011 adapted from ISO 9000:2005
Defined terjm in Definition in ISO/IEC 20000-1 Commentary
ISO/IEC 20000-1:2011 which has been adapted from

1S0 9000:2005

Continual i

mprovement

recurring activity to increase the
ability to fulfil service requirements

‘Requirements’ in the ISO 9000 definition
has beenreplaced by ‘service requirements’
whick.is\a defined term in ISO/IEC 2000p-1.

Corrective

hction

action to eliminate the cause or
reduce the likelihood of recurrence
of a detected nonconformity or othér
undesirable situation

The adaptation has added ‘or reduce the
likelihood of recurrence’ as it is not alwdys
possible or justifiable to eliminate the cquse
of a detected nonconformity in service
management.

When ISO 9001 is being implemented alpne,
the definition from ISO 9000 should be

used. When applying ISO 9001 to servic
management, this means that there can
be some failure to do corrective action als
defined in ISO 9000 if it is not possible o
beneficial to go as far as eliminating the
cause. This can result in a nonconformit to
IS0 9001.

T

—

Customer

organization or part of an organiza-
tion that receives a service(s)

NOTE 1 A customer can be internal
or external to the service provider’s
organization.

‘Person’ in the ISO 9000 definition has bpen
replaced by ‘part of an organization’. ‘Prpd-
uct’ in the ISO 9000 definition has been
replaced by ‘service’.

The examples shown in ISO 9000 have been
omitted in ISO/IEC 20000-1 as they are not
all relevant to service management.

Note 1 has been changed to refer to the
‘service provider’s organization’ instead of
the ‘organization’. The service provider can
be a whole organization or part of a wider
organization.

16
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Defined term in
ISO/IEC 20000-1:2011

Definition in ISO/IEC 20000-1
which has been adapted from
IS0 9000:2005

Commentary

Document information and its supporting The definition is the same as in ISO 9000.

medium The example and Note 1 have been adapted
. to be specific to service management.

Ef'(cﬁ:l(\e/[szL(fescri ti;ﬁfe:(’)gé?l?lsljes Notes 2 and 3 from ISO 9000 have not been
proce p P ’ used. A new Note 2 has been added for ISO/
service level agreements, contracts

IEC 20000-1.
or records.

. The definitions of document and record

NOTE 1 The documentation canbe |} 0o 1e came intent in 150,906/ and IS0/
in any form or type of medium. IEC 20000-1
NOTE 2 In this International Stand-
ard, documents, except for records,
state the intent to be achieved.

Intdrested party person or group having a specific Interest in the)‘organization’ in the ISO 9000
interest in the performance or definition Has'been replaced by interest in
success of the service provider’s the ‘service provider’s activities| The exam-
activity(ies) ple has/béen adapted to change ‘people in
EXAMPLE Customers, owners, an organlzatlpn to people in a sprvice pro-

; . videt’s organization’ and delete Jor society’.
management, people in the service
provider’s organization, suppliers, * |The term ‘interested party’ is nqt used in
bankers, unions or partners. IS0 9001.
NOTE 1 A group can comprise.ah
organization, a part thereof,or more
than one organization.

Preyentive action action to avoid or elirinate the The adaptation has added ‘action to avoid or
causes or reduce the likelihood of reduce the likelihood of occurrence’ as it is
occurrence of a.potential noncon- not always possible or justifiablg to elimi-
formity or other potential undesir- |nate the cause of a potential noniconformity
able situation in service management.

When [SO 9001 is being impleme¢nted alone,
the definition from ISO 9000 shduld be
used. When applying ISO 9001 t¢ service
management, this means that there can

be some failure to do complete preventive
action as defined in ISO 9000 if if is not pos-
sible or beneficial to go as far as|eliminating
the cause of a potential nonconfgrmity.

Recprd document stating results achieved |The definition is the same as in [SO 9000.
or providing evidence of activities | The notes from ISO 9000 have n¢t been
performed used. Relevant examples have bgen added.
EXAMPLE Audit reports, incident
reports, training records or minutes
of meetings.
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Table 2 (continued)

Defined term in
ISO/IEC 20000-1:2011

Definition in ISO/IEC 20000-1
which has been adapted from
IS0 9000:2005

Commentary

Service management
system

SMS

management system to direct and
control the service management
activities of the service provider

NOTE 1 A management system is
a set of interrelated or interact-
ing components to establish policy

The definition is adapted from the defini-
tion of ‘quality management system’ in
ISO 9000 to refer to service management
activities of the service provider.

Note 1 has been added to provide clarity on
the term ‘management system’. The words

and objectives and to achieve those
objectives.

NOTE 2 The SMS includes all service
management policies, objectives,
plans, processes, documentation and
resources required for the design,
transition, delivery and improve-
ment of services and to fulfil the
requirements in this part of ISO/

IEC 20000.

are taken directly from the ISO 9000 defini-

’

tions of ‘system’ and ‘management system’.

Note 2 has been added to provide clarity on
the contents of an SMS.

Top managpment

person or group of people who direct
and control the service provider at
the highest level

‘Organizatiopn’ in the ISO 9000 definition| has
been replaced by ‘service provider’ in ISP/
IEC 20000-1. This makes it clear that ‘top
management’ is part of the service pro-
vider’s organization and can, in some cafes,
not be the top management of the whole
organization.

6.3.3 Terms which differ in use between ISO 9001 and ISO/IEC 20000-1

There are Jome defined terms and other words-used in ISO/IEC 20000-1:2011 which differ from the
definitions [in ISO 9000:2005 and usage in ISO'9001:2008 which can cause conflict. These are shown
with a comnentary in Table 3.

18
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Table 3 — Terms which differ in use between ISO 9001:2008 and ISO/IEC 20000-1:2011

ISO/IEC 20000-1:2011
term

ISO/IEC9001:2008 term

Commentary

Incident

unplanned interruption
to a service, a reduction in
the quality of a service or
an event that has not yet
impacted the service to
the customer

Defect

non-fulfilment of a requirement
related to an intended or speci-
fied use

NOTE 1 The distinction between
the concepts defect and noncon-
formity is important as it has

The term ‘defect’ is defined in ISO 9000 but not

IS0 9001 or ISO/IEC 20000-1. The term ‘deficiency’ is used
in Clause 7.5.2 of ISO 9001 but is not a defined term. The
term ‘incident’ is not used in ISO 9001 but is used exten-
sively in ISO/IEC 20000-1, especially in the incident and

service request management process.

The concept and purpose of an incident and a defect differ in

used in

legal connotations, particularly
those associated with product
liability issues. Consequently, the
term ‘defect’ should be used with
extreme caution.

some aspects Anincidentisan eventthatisan

failure of a service or service component. A defy
tion from a product requirement, or a flaw in a

system that is not apparent until after the prod
or the service is delivered. A defect can b€ unde
long time until a certain set of circamistances o
show up the defect either as anincident or duri
tion or validation exercise. Notevery incident i
a defect e.g. an activity fails due to the failure o
supply which is a failurg{ofia component outsidg
the SMS.

The focus and prigrities of defect management
management also,differ in some aspects. Defect
ment focuses-on.correcting the product or serv
form to thésagreed product specification. Corre
be priorjtized to address defects based upon ag
including’business objectives.

Ineident management focuses on returning the
normal operation as quickly as possible and mi
impact of the incident on the customer. Incident
prioritized based upon a defined and agreed un|
of the impact and urgency of the incident for th{
In ISO/IEC 20000-1, problem management is us
tigate and correct the underlying cause of incid
known errors are recorded for problems that aj
corrected and have a method of working aroun
lem. The use of problem management should be
to support the removal of defects in services.

As in Note 1 of the definition of ‘defect’, the tern
have legal connotations. The term ‘incident’ car
legal connotations. Incidents usually have spec
targets for resolution in a service level agreemg
be legally binding if these are specified in a con
the service provider is external to the custome
can also show a failure of other legal requireme
protection.

1nexpected
ctis adevia-
fomponent or
ctisinuse
tected for a
cur which
g a verifica-
5 caused by

a power
the scope of

and incident
manage-

ce to con-
ctions should
reed criteria

kervice to

himizing the
s should be

derstanding
customer.

ed to inves-

bnts and

e not yet

l the prob-
considered

h ‘defect’ can
also have
fied time

nt which can

fract when

. Incidents

nts e.g. data

Release

collgction,ofione or more
new jox ehanged configu-

Release

permission to proceed to the
next stage of a process

InISO 9001, ‘release’ is a verb; in ISO/IEC 2000
is a noun.

Although a ‘release’ in ISO/IEC 20000-1 is depld

-1, ‘release’

yed into the

m is not

ratioaitems dcy‘luycd Hrto
the live environment as
aresult of one or more
changes

ol haicl io tlo o 12 H £l ot
exTSstage-wirrtir st mve enviromers are—Te

used to give permission to make this move.

When ISO 9001 is being implemented alone, the definition

from ISO 9000 should be used. When applying |
service management, care needs to be taken to
between the two terms which can both be used

S0 9001 to
distinguish

Scope of the SMS
(not a defined term)

Scope of the QMS
(not a defined term)

The term ‘scope’ is used in the same way in ISO

ISO/IEC 20000-1 as indicated in their respective Clause 1

descriptions.

Additionally in ISO/IEC 20000-1, there are spec

ments about defining scope of the SMS in Clause 4.5.1.

9001 and

ific require-
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Table 3 (continued)

tomer wants

be delivered

tomer acting

provider by a
internal group or a cus-

means of delivering value
for the customer by facili-
tating results the cus-

to achieve

NOTE 1 Service is gener-
ally intangible.

ISO/IEC 20000-1:2011 ISO/IEC 9001:2008 term Commentary
term
Service Product Clause 3 of ISO 9001 includes the sentence:

result of a process

NOTE 1 There are four generic
product categories:

services, software, hardware,
processed materials.

‘Throughout the text of this International Standard, wher-

ever the term “product” occurs, it can also mean “service”.

Examples of hardware in ISO/IEC 20000-1 include comput-
ers or network equipment. Examples of software in ISO/
IEC 20000-1 include computer programs.

NOTE 2 A serice can also

o the service
supplier, an

as a supplier.

Many products comprise ele-
ments belonging to different
generic product categories.
Whether the product is then
called services, software,
hardware or processed materi-
als depends on the dominant
element.

NOTE 2 Service is the result of
at least one activity necessar-
ily performed at the interface
between the supplier and cus-
tomer and is generally intangi-
ble.

Software consists of information
and is generally intangible and
can be in the form of approaches,
transactions or procedures e.g.
computer program, dictionary.
Hardware is generally tangible
and its amount is a countable
characteristic e.g. tyres.

Service man|

set of capabil
cesses to dirg
trol the servi
activities and
for the desigr
delivery and

of services to|
service requi

hgement

ties and pro-
ct and con-
Ce provider’s
resources

, transition,
mprovement
fulfil the
rements

Quality management

co-ordinated activities to.direct
and control an organization with
regard to quality

The terms differ primarily in focus as shown in the defix
tions.

Service man|

Ialgement

Quality manual

In ISO 9001, the ‘quality manual’ is the primary document.

manages and

an organization that

delivers a

service or services to the

plan e Similarly in ISO/IEC 20000-1, the ‘service management plan’
. flocument specifying the qual- is a primary document. These two documents have som¢
(not a defineq term) Ity management system ofan equivalent contents. However, ISO/IEC 20000-1 includeq
organization additional requirements for the contents of the ‘service
management plan’ as well as the requirements that ISO $001
includes for the ‘quality manual’.
Service provider orgamnization IMISO 9001, the organtzation 1S the Subject of the require-
N . ments. In [SO/IEC 20000-1, the ‘service provider‘is the
organization or part of group of people and facili-

ties with an arrangement of
responsibilities, authorities and
relationships

subject of the requirements.

Depending on the context, the term ‘service provider’s
organization’ is also used in ISO/IEC 20000-1 to mean the

customer wider ‘organization’ that the service provider is part of.
The service provider’s organization is not the subject of the
requirements of ISO/IEC 20000-1.
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Table 3 (continued)

ISO/IEC 20000-1:2011
term

ISO/IEC9001:2008 term

Commentary

Service requirement

needs of the customer
and the users of the

service, including service

level requirements, and
the needs of the service
provider

Requirement

need or expectation that is
stated, generally implied or
obligatory

NOTE 1 “Generally implied”
means that it is custom or com-
mon practice for the organiza-

The definition of ‘service requirement’ in ISO/IEC 20000-1
is much more specific than the definition of ‘requirement’ in
IS0 9000.

When ISO 9001 is being implemented alone, the definition
from ISO 9000 should be used. When applying ISO 9001 to
service management, the ‘requirement’ can also include the
elements listed in the definition of ‘service requirement’.

Tion, Its CUSTtOMers and other
interested parties, that the need
or expectation under considera-
tion is implied.

NOTE 2 A qualifier can be used to
denote a specific type of require-
ment, e.g. product requirement,
quality management require-
ment, customer requirement.

NOTE 3 A specified requirement
is one that is stated, for example
in a document (3.7.2).

NOTE 4 Requirements can be
generated by different interested
parties (3.3.7).

NOTE 5 This definition differs
from that provided in 3.12.1 of
ISO/IEC Directives, Part 2:2004:

Supplier

orgz:Lization or part of
an ofganization thatis
external to the service
provjider’s organiza-
tion pnd enters into a

contfact with the service

provjider to contribute
to thle design, transition,

deliiery and improvement
of a §ervice or services or

procgsses

Supplier

organization or person thatpro-
vides a product

The ISO/IEC 20000-1 definition effectively incopporates

the ISO 9000 definition but then goes on to be very specific
about where a ‘supplier’ fits in relation to a seryfice provider
and that a contractis required.

When ISO 9001 is being implemented alone, the definition
from ISO 9000 should be used. When applying IISO 9001 to
service management, an internal group as defirjed in ISO/

IEC 20000-1 that is providing a product or servjce can also
be classified as a supplier in ISO 9001.

© ISO/IEC 2013 - All rights reserved
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Table 3 (continued)

ISO/IEC 20000-1:2011
term

ISO/IEC 9001:2008 term

Commentary

Verify, Verification, Test

(not defined terms)

Verification

confirmation, through the provi-
sion of objective evidence that
specified requirements have
been fulfilled

NOTE 1 The term “verified” is
used to designate the corre-

ISO/IEC 20000-1 does not define the term ‘verification’. ISO/
IEC 20000-1 uses the term ‘test’ in many places as a method
of ‘verification’.

[SO 9001 defines ‘test’ as ‘determination of one or more
characteristics according to a procedure’. ISO 9001 rec-
ognises tests as a type of confirmation activity which can
support verification.

Sponding status.

NOTE 2 Confirmation can com-
prise activities such as

— performing alternative calcu-
lations,

— comparing a new design
specification with a similar
proven design specification,

— undertaking tests and demon-
strations, and

— reviewing documents prior to
issue.

Verify, Test

(not defined ferms)

Validation

confirmation, through the provi-
sion of objective evidence that
the requirements for a specific
intended use or application have
been fulfilled

NOTE 1 The term “validated” is
used to designate the corre-
sponding status.

NOTE 2 The use conditions for
validation can be real’or-simu-
lated.

ISO/IEC 20000-1does not use the term ‘validation’. ISO/
IEC 20000-1 4ses the terms ‘verify’ and ‘test’ in many plhces
to mean either“verification’ or ‘validation’, depending o1 the
context.

ISO.9001 defines ‘test’ as ‘determination of one or more
characteristics according to a procedure’. ISO 9001 rec-
ognises tests as a type of confirmation activity which ca
support validation.

=
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6.4 Quality management system
6.4.1 General requirements

6.4.1.1 General requirements (1st part)

4.1 General requirements

The organization shall establish, document, implement and maintain a quality management system
and continually improve its effectiveness in accordance with the requirements of this International
Stanpdard:

Thelorganization shall

a) determine the processes needed for the quality management system and their applicatiop through-
out the organization (see 1.2),

b) determine the sequence and interaction of these processes,

c) determine criteria and methods needed to ensure that both the operatign and control of these pro-
cesges are effective,

d) ejnsure the availability of resources and information necessary te/support the operation pnd moni-
toripg of these processes,

e) nmjonitor, measure where applicable, and analyse these processes, and

f) implement actions necessary to achieve planned results'and continual improvement of these pro-
cesges.

These processes shall be managed by the organization in accordance with the requirementg of this
Intgrnational Standard.

NOTE 1 Processes needed for the quality management system referred to above include processes
for management activities, provision of resources, product realization, measurement, analysis and
impfrovement.

The [intent of this clause in ISO 900D is to establish and maintain a QMS for an organizatign based on
the foncept of process. This clause is associated with the process approach and system gpproach to
manfagement, two of the eight\principles of quality management.

Thelrelated clauses in ISQ/IEC 20000-1 are:

— H{.1.1 Managementcommitment;

— $.4.1 Provision of resources;

— H.5.2 Plan'the SMS (Plan);

— HK.53 Implement and operate the SMS (Do);

— 4.5.4.1 General (Monitor and review the SMS (Check));
— 4.5.5 Management of improvements (Act).

[SO9001 and ISO/IEC 20000-1 provide general information about their respective management systems.
The clause in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1.

Clause 4.1.1 of ISO/IEC 20000-1 includes requirements for top management to establish, implement,
maintain and improve an SMS including ensuring the provision of resources. Clause 4.4.1 of
ISO/IEC 20000-1 includes requirements for the service provider to determine and provide resources.
Clause 4.5.2 of ISO/IEC 20000-1 includes requirements for the service management plan to contain
details of the interfaces between processes and their interaction with other components of the SMS as
well as criteria and methods for the successful operation of the SMS and the services. The processes in
ISO/IEC 20000-1 are not determined as in ISO 9001 but are specified in Clauses 5 - 9 of ISO/IEC 20000-1.
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Clause 4.5.3 of ISO/IEC 20000-1 includes requirements for the service provider to operate, monitor and
report on the performance of the service management activities. Clause 4.5.4.1 of ISO/IEC 20000-1
includes requirements for the objectives of internal audits and management reviews to be determined.
The objectives should include the requirements of ISO/IEC 20000-1 and service requirements agreed
with the customer. Clause 4.5.5.2 of ISO/IEC 20000-1 includes requirements for the prioritization and
management of approved improvements.

The processes determined for service management (as in Clause 4.1 a) of ISO 9001) should be selected
from those specified in ISO/IEC 20000-1. The sequence and interaction of processes (as in Clause 4.1 b)
of ISO 9001) should be taken from the interfaces in ISO/IEC 20000-1.

6.4.1.2 G

bneral requirements (continued)

4.1 Generd

Where an d
ments, the
applied to {

NOTE 2 An
system and

NOTE 3 En
sibility of c
of control t
impact of t
to requiren
the necess:

I requirements

rganization chooses to outsource any process that affects product conformity'to requi
prganization shall ensure control over such processes. The type and extentiof control tc
hese outsourced processes shall be defined within the quality management system.

“outsourced process” is a process that the organization needs for.its'quality manageme
which the organization chooses to have performed by an externalparty.

suring control over outsourced processes does not absolve the'organization of the resp
pnformity to all customer, statutory and regulatory requitements. The type and extent
p be applied to the outsourced process can be influenced by factors such as the potentiz
he outsourced process on the organization’s capability to provide product that conform
nents, the degree to which the control for the proeess is shared, the capability of achiev
iry control through the application of 7.4.

e_
be

nt

pn-

—_—

ng

The intent ¢

The related

4.2 Goy

ISO/IEC 20
within the
a different
parties. The

InISO/IEC 2
process wh
managed th

When ISO
the requirg
requiremer]

f this clause in ISO 9001 is to control processes which have been outsourced.
clause in ISO/IEC 20000-1 is:
Fernance of processes operated by.other parties.

D00-1 also recognizes that many service providers use other parties to operate proce
BMS. It recognizes that theréshould be control over these processes. [SO/IEC 20000-1
hame for the control of outsourced processes - governance of processes operated by o

other parties can be suppliers, internal groups or customers acting as suppliers.

ile the relationship with internal groups and customers acting as a supplier shoul
rough the service level management process.

0001 is\applied to service management, conformity should be shown by documer
d controls, or governance of processes, in the QMS. There are four controls writte
tstin Clause 4.2 a) - d) of ISO/IEC 20000-1 which should be adapted for use with ISO 90

sses
has
ther

0000-1, the relationship with suppliers should be managed through the supplier manageiment

d be

ting
n as
D1.
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6.4.2 Documentation requirements

6.4.2.1 General

4.2.1 Documentation requirements - General
The quality management system documentation shall include
a) documented statements of a quality policy and quality objectives,

b) a quality manual,

d : . : :
d) Jocuments, including records, determined by the organization to be necessary to ensurd the effec-

tive|planning, operation and control of its processes

NOTE 1 Where the term “documented procedure” appears within this Internatignal Standgrd, this
medns that the procedure is established, documented, implemented and maintaihed. A single docu-
meijt may address the requirements for one or more procedures. A requirement for a documnented
progedure may be covered by more than one document.

NOTE 2 The extent of the quality management system documentatiof gan differ from one drganiza-
tion to another due to

a) the size of organization and type of activities,
b) the complexity of processes and their interactions, and

c) the competence of personnel.

NOTE 3 The documentation can be in any form or type of medium.

The fintent of this clause in ISO 9001 is to identifyxthe documentation required for a QMS.
Therelated clause in ISO/IEC 20000-1 is:
— K.3.1 Establish and maintain docuniénts.

ISOAIEC 20000-1 lists the minimum-set of documents required to ensure effective planning, operation
and control of the SMS.

The|list of requirements in"tSO/IEC 20000-1 includes some additional documents specifif to service
manfagement, such as the'catalogue of services and service level agreements. These should be considered

as dpcuments ‘necessary to ensure the effective planning, operation and control of the prpcesses’ for
Claujse 4.2.1 d) of ISQ9001.

6.4.2.2 Quality manual

4.2)2 Quality manual

: o 1o 11 PR M D | ] e o lig el b 1.1
Th Ul'5dIIIZ4dUIULIN STIAIT TS UADUILSIT AITU I HITLA I a YU dITLy TTIdITUdD UIdt HICTUUCS

a) the scope of the quality management system, including details of and justification for any exclu-
sions (see 1.2),

b) the documented procedures established for the quality management system, or reference to them,
and

c) a description of the interaction between the processes of the quality management system.

The intent of this clause in ISO 9001 is to establish and maintain a quality manual to document the QMS.
The related clauses in ISO/IEC 20000-1 are:

— 4.5.1 Define scope;
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— 4.5.2 Plan the SMS (Plan).

Clause 4.5.2 of ISO/IEC 20000-1 includes requirements for a service management plan. The service
management plan can have overlapping content with the quality manual in ISO 9001. The contents
of the service management plan should include the scope of the SMS as required by Clause 4.5.1 of
ISO/IEC 20000-1.

Organizations can supplement the quality manual with information listed in Clause 4.5.2 of
ISO/IEC 20000-1 which includes a more comprehensive list of requirements, compliant with ISO 9001,
but specifically related to service management.

6.4.2.3 Control of documents

4.2.3 Contfol of documents

Documentg required by the quality management system shall be controlled. Records are a'special
type of doqument and shall be controlled according to the requirements given in 4.2 4:

A documerfted procedure shall be established to define the controls needed

a) to approye documents for adequacy prior to issue,

b) to reviey and update as necessary and re-approve documents,

c) to ensure that changes and the current revision status of documents:are identified,

d) to ensurf that relevant versions of applicable documents are aydilable at points of use,
e) to ensurg that documents remain legible and readily identifiable,

f) to ensur¢ that documents of external origin determined by the organization to be necessary for
the planninjg and operation of the quality management system are identified and their distributior
controlled,|and

g) to prevept the unintended use of obsolete docurhents, and to apply suitable identification to them if
they are refained for any purpose.

The intent ¢f this clause in ISO 9001 is to centrol documents required by the QMS.
The related|clauses in ISO/IEC 20000-1are:

— 4.3.2 Control of documents;

— 9.1 Conpfiguration management.

Clause 4.3.3 of ISO/IEC 20000-1 is almost identical to the ISO 9001 clause. Clause 9.1 of ISO/IEC 20000-1
includes a requiremenPthat master copies of configuration items, including documents, should be stpred
in secure physical or electronic libraries.

The requirgments of ISO 9001 can be applied to service management documents.

6.4.2.4 Control of records

4.2.4 Control of records

Records established to provide evidence of conformity to requirements and of the effective operation
of the quality management system shall be controlled.

The organization shall establish a documented procedure to define the controls needed for the identi-
fication, storage, protection, retrieval, retention and disposition of records.

Records shall remain legible, readily identifiable and retrievable.

The intent of this clause in ISO 9001 is to control records required by the QMS.
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The related clause in ISO/IEC 20000-1 is:
— 4.3.3 Control of records.
The ISO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

The ISO 9001 requirements can be applied to service management records.
6.5 Management responsibility

6.5.1 Management commitment

5.1 Management commitment

Top|management shall provide evidence of its commitment to the development and-implementation of
the guality management system and continually improving its effectiveness by,

a) cpommunicating to the organization the importance of meeting customer as,well as statufory and
regyilatory requirements,

b) eptablishing the quality policy,
c) ensuring that quality objectives are established,
d) cpnducting management reviews, and

e) ensuring the availability of resources.

The [intent of this clause in ISO 9001 is for top management to demonstrate commitment fo the QMS.
Thid clause is associated with leadership, one of the &ight principles of quality management

Therelated clause in ISO/IEC 20000-1 is:
— H.1.1 Management commitment.

ISO/AIEC 20000-1 includes requirements for top management to demonstrate a similar commitment for
service management. There is an additional requirement in ISO/IEC 20000-1 to assess dnd manage
risk§ to services.

The [requirements for management commitment in ISO 9001 can be applied to service mangdgement.

6.5.2 Customer Focus

5.2 [Customer focus

Top|management shall ensure that customer requirements are determined and are met with the aim
of ehhancing customer satisfaction (see 7.2.1 and 8.2.1).

The [intent of this clause in ISO 9001 is for top management to ensure customer focus, one|of the eight
principles for quality management.

The related clauses in ISO/IEC 20000-1 are:
— 4.1.4 Management representative;

— 4.4.1 Provision of resources;

— 7.1 Business relationship management.

The corresponding further references to those shown in brackets in ISO 9001 are to Clauses 5.2 and 7.1
in ISO/IEC 20000-1.

ISO/IEC 20000-1 also has a customer focus. Clause 4.1.4 a) of ISO/IEC 20000-1 includes requirements
for the top management’s representative to determine the service requirements. Clause 4.4.1 of
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ISO/IEC 20000-1 includes requirements for the service provider to provide resources needed to
‘enhance customer satisfaction by delivering services that fulfil service requirements’. Clause 7.1 of
ISO/IEC 20000-1 includes requirements for the service provider to understand the customer’s business
environment and any new or changed service requirements as well as measuring customer satisfaction.

The requirements of ISO 9001 for customer focus can be applied to service management.

6.5.3 Quality policy

5.3 Quality policy

Top management shall ensure that the quality policy
a) is appropriate to the purpose of the organization,

b) includes|a commitment to comply with requirements and continually improve the effectivéness|of

the qualityjmanagement system,
c) provides|a framework for establishing and reviewing quality objectives,

d) is commjunicated and understood within the organization, and

e) is reviewed for continuing suitability.

The intent df this clause in ISO 9001 is for top management to ensure thatthe quality policy is establighed.

The clause also specifies the mandatory content of the policy.

The related|clause in ISO/IEC 20000-1 is:

— 4.1.2 Sprvice management policy.

ISO/IEC 20,)00'1 establishes a sgrvice management policy \{vhich should meet speci_fi_c requiremerlts in
Clause 4.1.3 of ISO/IEC 20000-1 in order to ensure its‘éffectiveness. There is an additional requirement

in ISO/IEC
continual i

ISO 9001 i
policy, this
according t
requiremer

6.5.4 Plaj

6.54.1 Q

L

cludes requirements for a quality management policy. If there is a service management

20000-1 to ensure that the service, management policy is aligned with the policy
provement.

can be adapted for quality management. If the service management policy has been wr
b the requirements of Clause4.1.2 of ISO/IEC 20000-1, this can require little change sinc
ts in ISO 9001 and ISO/1EC 20000-1 are very similar.

hning

hality Objectives

r for

tten
b the

5.4.1 Qual

Top manag

ty objectives

enient shall ensure that quality objectives, including those needed to meet requirement

[72)

for produc

[see 71 al, are established atrelevantfunctionsandlevels within the organization- The

quality objectives shall be measurable and consistent with the quality policy.

The intent of this clause in ISO 9001 is for top management to ensure the establishment of measurable
quality objectives for relevant functions and levels within an organization in order to set direction
consistent with the quality policy.

There is no related clause in ISO/IEC 20000-1 with these specific requirements.

Clause4.1.10fISO/IEC20000-1 includesrequirements for service managementobjectivestobeestablished by
top management. Sometimes the service management objectives can be considered to be quality objectives.
However, there are no requirements in ISO/IEC 20000-1 specifically for objectives to be established for
‘relevant functions and levels within the organization’ as specified in Clause 5.4.1 of ISO 9001.
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The requirements of ISO 9001 for quality objectives can be applied to service management. Examples of
functional areas or departments performing service management activities can include a service desk,
an application management or technical management team, or an operations management department.
The quality objectives can be applied to each service management process or to the services.

6.5.4.2 Quality management system planning

5.4.2 Quality management system planning
Top management shall ensure that

a)t g0 Te6ta v amag SYStet
givgn in 4.1, as well as the quality objectives, and

Hements

b) the integrity of the quality management system is maintained when changes to the guality man-
agement system are planned and implemented.

The fintent of this clause in ISO 9001 is for top management to ensure that the @QMS is planned|in line with
the quality objectives and is maintained when changes are applied.

Therelated clause in ISO/IEC 20000-1 is:
— H.1.1 Management commitment.

ISO P001 and ISO/IEC 20000-1 include requirements about planning the QMS or the SMS respectively.
Clause 5.4.2 of ISO 9001 relates only to the QMS, and(mot the product, whereas Clayse 4.1.1 of
ISO/AIEC 20000-1 relates both to the services provided and to the SMS.

ThetequirementsinISO9001 for QMS planningcanbeapplied to service management.InISO/IEC20000-1,
top management have responsibility to ensure thata service management plan is created, inplemented
and |maintained. The requirements for the service management plan are detailed in Clayise 4.5.2 of
ISOAIEC 20000-1. Maintaining the integrity-9f the QMS for service management when changgs are made
shoyld be performed using the change management process, Clause 9.2 of ISO/IEC 2000041, including
assessing the impact of requests for change on the QMS.

6.5.5 Responsibility, authority and communication

6.5.5.1 Responsibility and-authority

5.5]1 Responsibility and authority

Top|managementshall ensure that responsibilities and authorities are defined and communicated
within the organization.

The [ntentefthis clause in [ISO 9001 is for top management to ensure that responsibilities and authorities
are 11efined and communicated within the scope of the QMS.

The related clause in ISO/IEC 20000-1 is:
— 4.1.3 Authority, responsibility and communication.

IS0 9001 and ISO/IEC 20000-1 include requirements for responsibility and authority. ISO/IEC 20000-1 also
requires that communication procedures be documented which should be used by Clause 5.5.3 of ISO 9001.

The requirements of ISO 9001 can be applied to responsibility and authority in service management.
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6.5.5.2 Management representative

5.5.2 Management representative

Top management shall appoint a member of the organization’s management who, irrespective of other
responsibilities, shall have responsibility and authority that includes

a) ensuring that processes needed for the quality management system are established, implemented
and maintained,

b) reporting to top management on the performance of the quality management system and any need
for improvement, and

¢) ensuring the promotion of awareness of customer requirements throughout the organizationc

NOTE The responsibility of a management representative can include liaison with external pantieq on
matters relating to the quality management system.

The intent df this clause in ISO 9001 is for top management to appoint a management répresentative vith
the respondibility and authority to implement and manage the QMS and to ensure its effective operation.

The related|clauses in ISO/IEC 20000-1 are:
— 4.1.1 Management commitment;

— 4.1.4 Management representative.

ISO/IEC 20(])00-1 also includes requirements for a managementrepresentative to be appointed.

ISO/IEC 20000-1 includes requirements that assign additional responsibilities and authoritigs to
the managg¢ment representative for ensuring service fulfilment, integration of service management
processes ahd the management of assetsincludinglicenses ISO/IEC 20000-1 does not specifically reduire
that the mgnagement representative has the responsibility and authority for ensuring the promqtion
of the custqmer requirements throughout the organization as required by Clause 5.5.2 c) of ISO 9001.
Instead, top) management has the responsibility:for communicating the importance of fulfilling seyvice
requiremer]ts in Clause 4.1.1 c) of ISO/IEC 20000-1.

When appllying ISO 9001 to service.management, an organization should appoint a membgr of
management and ensure that this person has the authority and responsibilities included in ISO 9001.

6.5.5.3 Internal communication

5.5.3 Intenjnal communication

Top management shalkensure that appropriate communication processes are established within the
organizatign and that communication takes place regarding the effectiveness of the quality manage-
ment system.

The intent dfthis clause in ISQ 9001 is for top management to ensure the establishment of communicdtion
processes and communicate internally about the effectiveness of the QMS.

The related clause in ISO/IEC 20000-1 is:
— 4.1.3 Authority, responsibility and communication.

Clause 4.1.3 b) of ISO/IEC 20000-1 includes requirements for documented procedures for communication.
The communication methods can be meetings, bulletin boards, reports or other appropriate methods.

The exact communication to be made is not detailed in Clause 4.1.3 of ISO/IEC 20000-1 but is covered in
other clauses in ISO/IEC 20000-1. For example, Clause 6.2 service reporting, includes requirements to
report on performance against service targets and detected nonconformities; Clause 8.1 incident and
service request management, includes requirements to keep the customer informed of the progress of
their incident.
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The requirements of ISO 9001 for internal communication can be applied to service management. The
information communicated can include major incident reports, customer satisfaction analysis, service
level performance and internal audit results.

6.5.6 Management review

6.5.6.1 General

5.6.1 Management review - General

Top managnmnnf shall review the nr'rrn'nl’n:hnn N nna]lhr m::narrnmnhf Cvcfnm at n]nnnnﬂ lrtervals’
to epsure its continuing suitability, adequacy and effectlveness This rev1ew shall includé’assessing
oppprtunities for improvement and the need for changes to the quality management system, includ-
ing the quality policy and quality objectives.

Recprds from management reviews shall be maintained (see 4.2.4).

The |intent of this clause in ISO 9001 is for top management to conduct reviews of the QMS to ensure
suitability, adequacy and effectiveness, and assess opportunities for improvement.

Therelated clauses in ISO/IEC 20000-1 are:
— HK.5.4.1 General (Monitor and review the SMS (Check));
— H.5.4.3 Management review.

ISOAIEC20000-1alsoincludesrequirementsfor managenentreviewstobe conducted by top management.
ISO/AIEC 20000-1 requires a review of services as well as the SMS. Clause 4.5.4.3 of ISO/IEC 20000-1 has
similar requirements to ISO 9001 for managementreview. Clause 4.5.4.1 of ISO/IEC 2000(-1 includes
reqyirements that management reviews ensure‘adequacy is demonstrated through ‘the ability of the
SMS|and the services to achieve service management objectives and fulfil service requireménts’.

The[[SO 9001 requirements for management review can be applied to service management.

6.5.6.2 Review input

5.6J2 Review input

Thelinput to managemeft review shall include information on
a) r¢sults of audits,

b) clistomer feedback,

c) process performance and product conformity,

d) sfatus-of preventive and corrective actions,

e) fqllow-up actions from previous management reviews,

f) changes that could affect the quality management system, and

g) recommendations for improvement

The intent of this clause in ISO 9001 is to ensure a minimum list of inputs to the management review.
The related clause in ISO/IEC 20000-1 is:
— 4.5.4.3 Management review.

ISO/IEC 20000-1 management review inputs include all the inputs required by ISO 9001 as well as some
additional inputs.
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The ISO 9001 requirements for management review inputs can be applied to service management.
Product conformity in Clause 5.6.2 c) of ISO 9001 should be demonstrated as conformity to the service
requirements.

Additional inputs related to resource management, human and technical capabilities and identified risks
are included in ISO/IEC 20000-1. These can be useful additions to a management review in ISO 9001 for
service management and also for other activities in the scope of the QMS.

6.5.6.3 Review output

5.6.3 Revi

oW output
)

The output
a) improve

b) improve

C) resource

from the management review shall include any decisions and actions related to
ment of the effectiveness of the quality management system and its processes,
nent of product related to customer requirements, and

needs.

The intent
The related
— 4543

ISO/IEC 20

The service

service mamagement are services. There should be agreement on the use of the term ‘resources’ w

is not defin
financial re|

6.6 Resource management

6.6.1 Proyvision of resources

f this clause in ISO 9001 is to ensure a minimum list of outputs from'a management rey
clause in ISO/IEC 20000-1 is:

Management review.

00-1 management review outputs include all the outputs required by ISO 9001.

provider using ISO 9001 should apply the same.outputs, remembering that produc

bd in [SO 9000. In service management, resources can be human, technical, informatia
Kources.

iew.

[s in
hich
nor

6.1 Provis
The organi

a) to imple
ness, and

b) to enhan

on of resources
zation shall determihe and provide the resources needed

ment and maintainthe quality management system and continually improve its effectiv

ce customer-satisfaction by meeting customer requirements.

The intent
improve the

of this~clause in ISO 9001 is to provide resources required to implement, maintain
b QMS and to enhance customer satisfaction.

and

The related

441 P

clause in ISO/IEC 20000-1 is:

rovision of resources.

The ISO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

The ISO 9001 requirements for provision of resources can be applied to service management. There
should be agreement on the use of the term ‘resources’ which is not defined in ISO 9000. In service
management, resources can be human, technical, information or financial resources.

32

© ISO/IEC 2013 - All rights reserved


https://iecnorm.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

6.6.2 Human resources

6.6.2.1 General

6.2.1 Human resources - General

Personnel performing work affecting conformity to product requirements shall be competent on the
basis of appropriate education, training, skills and experience.

NOTE Conformity to product requirements can be affected directly or indirectly by personnel per-
forming any task within the quality management system.

The
com

The
The
The

perfprming work affecting service requirements should be included:

6.6.]

intent of this clause in ISO 9001 is to ensure that personnel working within the scope.of
petent to fulfil product requirements.

related clause in ISO/IEC 20000-1 is:
1.4.2 Human resources.
[SO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

[SO 9001 requirements for human resources can be applied to sefvice management. All th

p.2 Competence, awareness and training

the QMS are

e personnel

6.2

a)d
uct

Thelorganization shall

b) where applicable, provide training or-take other actions to achieve the necessary compet
c) eyaluate the effectiveness of the actions taken,

d) ensure that its personnel are.aware of the relevance and importance of their activities a1
they contribute to the achievémeént of the quality objectives, and

e) njaintain appropriate records of education, training, skills and experience (see 4.2.4).

2 Competence, awareness and training

ptermine the necessary competence for pessonnel performing work affecting conformif
Fequirements,

y to prod-

ence,

nd how

The
eigh
The

The

[ principles,6f'quality management.
related clause in ISO/IEC 20000-1 is:

1.472 Human resources.

intent of this clause in ISO 9001 is to determine the required competence and manage the activities
to aghieve competenee for personnel. This clause is associated with the involvement of peopl

e, one of the

ISO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

ThelSO9001 requirements for competence,awareness and training can be applied to service management.
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6.6.3

Infrastructure

6.3 Infrastructure

The organization shall determine, provide and maintain the infrastructure needed to achieve con-
formity to product requirements. Infrastructure includes, as applicable,

a) buildings, workspace and associated utilities,
b) process equipment (both hardware and software), and

) supporting services (such as transport, communication or information systems).

The intent ¢f this clause in ISO 9001 is to determine, provide and maintain the infrastructure reqy

to achieve d
The related
441 P

ISO/IEC 20
infrastruct
infrastruct

Clause 4.4.
resources i
deliver a se
improve thg
infrastruct

There are
infrastruct

a) Service
b) Capacit
c)

Clauses 6.3
does not co

Inform

Applying IS

personnel involved in serwvice management processes and service delivery, data centres, hardy

software an
groups or ¢

6.6.4 Wo

onformity to product requirements.
clause in ISO/IEC 20000-1 is:
Fovision of resources.

00-1 does not have one single clause about infrastructure. [SO/IEG20000-1 uses the {
ire once in Clause 5.4 where it is used as an example of a seryice component. The {
ire is not defined in ISO/IEC 20000-1 which means it is used indtsnormal dictionary us

| of ISO/IEC 20000-1 includes requirements to determine.and provide resources. T
hclude technology resources which can be considered. te-be part of the infrastructur
vice. ISO/IEC 20000-1 uses the PDCA methodology specified in Clause 4.5 to establish
e SMS and services which can include the planning,‘eperating, monitoring and improvil
ire.

ndditional processes in ISO/IEC 20000-1 with requirements which can be considere
ire requirements. These are:

continuity and availability management (Clause 6.3);
y management (Clause 6.5);
htion security managementy(Clause 6.6).

6.5 and 6.6 of ISO/IEC 20000-1 have not been included as related clauses because 1SO ¢
er the specific requirements of these processes.

0 9001 to infrastructure for service management can include, for example, workspac

d networks~Some of these infrastructure components can be provided by suppliers, int¢
Istomers-dcting as suppliers.

rkenvironment

ired

erm
erm
age.

hese
e to
and
ng of

d as

D001

e for
rare,
rnal

weather).

6.4 Work environment

The organization shall determine and manage the work environment needed to achieve conformity to
product requirements.

NOTE The term “work environment” relates to those conditions under which work is performed
including physical, environmental and other factors (such as noise, temperature, humidity, lighting or

The intent of this clause in ISO 9001 is to determine and manage the work environment required to
achieve conformity to product requirements.

There is no
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related clause in ISO/IEC 20000-1 with these specific requirements.
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ISO/IEC 20000-1 focuses on the services, the processes and the accountabilities and responsibilities.
It does not focus on the work environment to produce or deliver the services and has no specific
requirement for the work environment.

The work environment for service management can include a data centre which has conditions for
technical hardware housed within it (e.g. temperature and humidity). It can also include the environment
of the staff providing service management activities in an office environment (e.g. noise and lighting).

NOTE Services and data centres can be required to demonstrate an awareness, contribution or conformity to
environmental regulations and International Standards such as ISO 14001.

6.7 | Product realization

6.7.1 Planning of product realization

7.1 Planning of product realization

Thelorganization shall plan and develop the processes needed for productyealization. Planhing of
progluct realization shall be consistent with the requirements of the other'processes of the guality
management system (see 4.1).

In Janning product realization, the organization shall determine'the following, as approprjate:
a) quality objectives and requirements for the product;
b) the need to establish processes and documents, and to provide resources specific to the product;

c) r¢quired verification, validation, monitoring, measurement, inspection and test activitie$ specific
to the product and the criteria for product acceptarice;

d) records needed to provide evidence that the xealization processes and resulting producti meet
reqliirements (see 4.2.4).

Theloutput of this planning shall be in a form suitable for the organization’s method of opeifations.

NOTE 1 A document specifying the processes of the quality management system (including|the prod-
uct fealization processes) and the gesources to be applied to a specific product, project or cpntract
can|be referred to as a quality plan:

NOTE 2 The organization may.also apply the requirements given in 7.3 to the development pf product
realization processes.

Thelintent of this clause'in ISO 9001 is to plan for the development and production of produgts.
The related clauses in ISO/IEC 20000-1 are:
— B.1 General (Design and transition of new or changed services);

— b.2 Plan new or changed services.

ISO/ HE208000includes= Pro€ess eatled dcoisu afd-transittonrofnewor bhauscd serviees- This is Spllt
into general requirements followed by requirements for planning, design, development and transition
stages. Itapplies to new services being developed or changes with the potential to have a major impact on
services or customers. The design and transition of new or changed services process in ISO/IEC 20000-1
has some similar requirements to the product realization process in ISO 9001.

Planning of the new or changed services includes planning for testing. This testing can be interpreted as
requiring the planning of verification and validation activities.

The requirements of ISO 9001 for planning of product realization can be applied to service management.
In service management, product realization means planning for a service to be designed, developed,
deployed into the live environment and delivered to the customer.
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6.7.2 Cus

tomer-related processes

6.7.2.1 Determination of requirements related to the product

The organi

activities,

b) requiren

7.2.1 Determination of requirements related to the product

zation shall determine

a) requirements specified by the customer, including the requirements for delivery and post-delivery

nents not stated by the customer but necessary for specified or intended use, where

known,

c) statutor)

NOTE Post
obligationg
posal.

y and regulatory requirements applicable to the product, and

d) any additional requirements considered necessary by the organization.

delivery activities include, for example, actions under warranty provisions,-€ontractua
such as maintenance services, and supplementary services such as recyeling or final di

[72)

The intent
The related
414 M

5.3 De
6.1 Ser
7.1 Bud

ISO/IEC 20
across seve
clauses in

statutory a
ISO/IEC 20
The catalog

fthis clause in ISO 9001 is to define the requirements for products.
clauses in ISO/IEC 20000-1 are:

anagement representative;

4.5.2 Plan the SMS (Plan);

5.2 Plajn new or changed services;

bign and development of new or changed services;
vice level management;
iness relationship management.

D00-1 includes requirements_for the service provider to determine service requirem
ral different clauses. The ¢lause in ISO 9001 relates to only some requirements of the rel

ents
ated

[SO/IEC 20000-1. The ‘service requirements including those agreed with the customer,

hd regulatory requitements are determined for new or changed services in Clause 5
D00-1 and documented in the service management plan in Clause 4.5.2 of ISO/IEC 200
ue of services referred to in Clause 6.1 of ISO/IEC 20000-1 documents the services and

2 of
0-1.
heir

dependencies. Notification-of potential new or changed service requirements can also be determijined

during the

The requir
to service
Clause 7.2.

fommunication with the customer in Clause 7.1 of ISO/IEC 20000-1.

ementS;of [ISO 9001 for determination of requirements related to product can be apj
mahagement. The ‘additional requirements considered necessary by the organizatio
d)'0f ISO 9001 and ‘requirements not stated by the customer but necessary for specifi

blied
n' in
dor

intended use, where known’ in Clause 7.2.1 b) of ISO 9001 can also include those relevant requirements
from ISO/IEC 20000-1:

a) the management of assets, including licences, in Clause 4.1.4 d) of ISO/IEC 20000-1;

b) human, financial, information and technical resources to deliver the services, in Clause 5.3 of
ISO/IEC 20000-1.
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6.7.2.2 Review of requirements related to the product

7.2.2 Review of requirements related to the product

The organization shall review the requirements related to the product. This review shall be con-
ducted prior to the organization’s commitment to supply a product to the customer (e.g. submission
of tenders, acceptance of contracts or orders, acceptance of changes to contracts or orders) and shall
ensure that

a) product requirements are defined,

b) contract or order requirements differing from those previously expressed are resolved, and

c) t}le organization has the ability to meet the defined requirements.

Recprds of the results of the review and actions arising from the review shall be maintainef (see
4.2.4).

Where the customer provides no documented statement of requirement, the cistomer reqyirements
shall be confirmed by the organization before acceptance.

Where product requirements are changed, the organization shall ensuré that relevant docyments are
amgnded and that relevant personnel are made aware of the changedrequirements.

NOTE In some situations, such as internet sales, a formal review is\imipractical for each order. Instead
the feview can cover relevant product information such as catalogues or advertising materfal.

The [ntent of this clause in ISO 9001 is to review the predefineéd requirements of the product for adequacy
befojre committing to supply the product.

The[related clauses in ISO/IEC 20000-1 are:

— B.1 General (Design and transition of new ot ¢hanged services);
— p.2 Plan new or changed services;

— b.1 Service level management;

— [/.1 Business relationship management;

— P.2 Change management:

ISO/AIEC 20000-1 includes requirements related to the service across multiple service mpanagement
prodesses to ensure thatservices are designed, developed, tested, managed and improved ih alignment
witH service requiréments. The clause in ISO 9001 relates to only some requirements of|the related
claupes in ISO/IEG:20000-1. ISO/IEC 20000-1 is very strong in identifying changes, assessing the impact
of changes and ¢ontrolling changes to requirements.

Clause 5,1xof ISO/IEC 20000-1 includes requirements for the assessment and approval of|[the new or
changed'services through the change management process of ISO/IEC 20000-1. The rejquirements
for 4sseSsment and approval in Clause 9.2 of ISO/IEC 20000-1 include reviewing the risk|and impact
of the new or changed service requirements on existing services as well as reviewing the business
benefit, technical feasibility and financial impact of the change. Clause 5.2 of ISO/IEC 20000-1 includes
requirements for the evaluation of the ability to fulfil service requirements of other parties that
contribute to the provision of service components for new or changed services. Clauses 6.1 and 7.1 of
ISO/IEC 20000-1 can identify changes to service requirements.

The requirements of ISO 9001 to review requirements related to product can be applied to service
management. In service management, this review should apply to service requirements which can
come from a new or changed service, through requests for change or from a customer via the business
relationship manager. Any changes identified should be controlled using the change management process.
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6.7.2.3 Customer communication

a) product i

7.2.3 Customer communication

The organization shall determine and implement effective arrangements for communicating with
customers in relation to

nformation,

b) enquiries, contracts or order handling, including amendments, and

¢) customer feedback, including customer complaints.

The intent jof this clause in ISO 9001 is to communicate effectively with customers about prod

i

eight principles of quality management.

enquiries,

The related
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rders and feedback. This clause is associated with the concept of customer focus, ene o

clauses in ISO/IEC 20000-1 are:

thority, responsibility and communication;
vice level management;

vice reporting;

iness relationship management;

ident and service request management.

in ISO 9001 relates to only some requirements ofthe related clauses in ISO/IEC 200
of ISO/IEC 20000-1 specifies a requirement forndocumented procedures for communica
catalogue in Clause 6.1 of ISO/IEC 20000-1 ptevides service information which is equiv{
uct information in ISO 9001. Service reporting in Clause 6.2 of ISO/IEC 20000-1 is
ommunication providing service information. Enquiries, customer feedback and compl3
| through the business relationship-management process in Clause 7.1 of ISO/IEC 200
1ests can be used to handle enquiries, orders and general communication with the custc
e 8.1 of ISO/IEC 20000-1.

to these related clauses, some other processes in ISO/IEC 20000-1 include requirem
hication or feedback to(customers or interested parties for other purposes. For exan
pf ISO/IEC 20000-1.requires the service provider to report to interested parties on
rhieved against expécted outcomes for new or changed services, Clause 8.1 of ISO/IEC 200
e service provider-to keep the customer informed of the progress of their reported incic

of ISO 9004%is about communication with the customer. Internal communication is cov
5.3 of [ISO9001.This distinction is not made in ISO/IEC 20000-1.

ments of ISO 9001 for customer communication can be applied to service management
rts from the service reporting process in service management can be the primary meth

iCts,

ff the

D0-1.

kion.

1lent
one
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D0-1.
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ents
hple,
the
00-1
ent.

ered

The
bd of

communica

10n with the customer. 1 he businessrelationsnip management process snould be used a

s the

communication mechanism for orders, contracts, customer satisfaction and complaints. The enquiries
from customers should be handled through the incident and service request management process. The
service catalogue should be used to provide details of the services available to the customers.
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6.7.3 Design and development

6.7.3.1 Design and development planning

6:2013(E)

The
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7.3.1 Design and development planning

organization shall plan and control the design and development of product.

ing the design and development planning, the organization shall determine

a) the design and development stages,

e responsibilities and authorities for design and development.

organization shall manage the interfaces between different groups involved(in-design
ent to ensure effective communication and clear assignment of responsihility.

ning output shall be updated, as appropriate, as the design and developnient progresse

'E Design and development review, verification and validation haye distinct purposes. 1
Hucted and recorded separately or in any combination, as suitable-for the product and t
p1.

ent stage,

ind devel-

S.

'hey can be
he organi-

The
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The
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ISO
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The
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6.7.

intent of this clause in ISO 9001 is to plan and control the activities for the
lopment of products.

related clause in ISO/IEC 20000-1 is:
6.2 Plan new or changed services.

[EC 20000-1 is intentionally not as comprehensive as ISO 9001 for product realization. (
[EC 20000-1 includes the following note-‘For further information about design; see the
lopment process in ISO 9001, Clausg’7.3".

Fequirements of ISO9001 for designand development planning canbe applied to servicem
ice management distinguishesbetween planning for new services, major changes to s
br changes to services. Rentoval of services due to their retirement or transfer to anoth
changes which should be planned. ISO/IEC 20000-1 includes requirements for all of the
h should be considered during the planning of design and development.

B.2 Design and/development inputs

design and

lause 5.3 of
design and

anagement.
ervices and
b party are
se activities

7.3.

2 Design-and development inputs

Inp
Th

ts relating to product requirements shall be determined and records maintained (see 4
ednputs shall include

.2.4).

d)o

a) functionat and performance requirements,
b) applicable statutory and regulatory requirements,

c) where applicable, information derived from previous similar designs, and

ther requirements essential for design and development.

The inputs shall be reviewed for adequacy. Requirements shall be complete, unambiguous and not in
conflict with each other.

The intent of this clause in ISO 9001 is to ensure consistent and adequate input to the design and
development of products.
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The related clauses in ISO/IEC 20000-1 are:

5.1 General (Design and transition of new or changed services);

5.2 Plan new or changed services;

5.3 Design and development of new or changed services.

ISO/IEC 20000-1 does not split the requirements between design and development inputs and outputs
but specifies them in the requirements for the design and transition of new or changed services process.
Details of service requirements for new or changed services can be initially stated in the request for

change whiim&mﬂdeMMW&m%&Z
of ISO/IEC R0000-1 determines the service requirements in detail and Clause 5.3 of ISO/IEC 20000-1
specifies the design of the service.

The requirdments of ISO 9001 for design and development inputs can be applied to servicemanagement.
For ‘other requirements essential for design and development’ as in Clause 7.3.2 d) of ISO\9001, the more
specific requirements of ISO/IEC 20000-1 for inputs should be considered.

6.7.3.3 Design and development outputs

7.3.3 Design and development outputs

The outputls of design and development shall be in a form suitable for-verification against the design
and development input and shall be approved prior to release.

Design and development outputs shall

a) meet thg input requirements for design and development;

b) provide pppropriate information for purchasing, préduction and service provision,

) contain ¢r reference product acceptance criteriayand

d) specify the characteristics of the product thatiare essential for its safe and proper use.

NOTE Infomation for production and service provision can include details for the preservation off
product.

The intent lf this clause in ISO 900115:to ensure consistent and verifiable outputs from the design and
development activities are approved-prior to release.

The related|clauses in ISO/IEE20000-1 are:

— 51 Get[:eral (Designsand transition of new or changed services);

— 5.2 Plan new or<¢changed services;

— 5.3 Design@nd development of new or changed services.

ISO/IEC 20000=1 dgesnot cp]if the requirements between dncign and dnvn]npmﬂnf inputs and outiputs

but specifies them in the requirements for the design and transition of new or changed services process.
Clause 5.1 of ISO/IEC 20000-1 includes requirements to review the outputs from the planning and design
activities for new or changed services against the service requirements and relevant requirements in
Clause 5.3 and 5.4 of ISO/IEC 20000-1. Clause 5.2 provides an output of a plan for the new or changed
service. Clause 5.3 provides an output of a documented design and a developed service.

ISO/IEC 20000-1 does not include specific requirements for safety although safety requirements can be
part of the service requirements. Some requirements for information security or service continuity can
also be considered to be safety requirements.

Therequirements of ISO 9001 for design and development outputs can be applied to service management.
For the ‘characteristics of the product that are essential for its safe and proper use’ as in Clause 7.3.3 d)
of ISO 9001, the more specific requirements of ISO/IEC 20000-1 for outputs should be considered.
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6.7.3.4 Design and development review

6:2013(E)

7.3.

4 Design and development review

At suitable stages, systematic reviews of design and development shall be performed in accordance
with planned arrangements (see 7.3.1)

a) to evaluate the ability of the results of design and development to meet requirements, and
b) to identify any problems and propose necessary actions.

Participants in such reviews shall include representatives of functions concerned with the design and

development stage(s) being reviewed. Records of the results of the reviews and any necessary actions
shall be maintained (see 4.2.4).

The ntent of this clause in ISO 9001 is to conduct planned systematic reviews of designland development
to eyaluate capability to meet requirements.

The related clauses in ISO/IEC 20000-1 are:

— pB.1 General (Design and transition of new or changed services);

— p.2 Plan new or changed service;

— b.3 Design and development of new or changed services.

ISOAIEC 20000-1 includes requirements to review the desigh and development of new jor changed

serv
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part
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The
man
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6.7.

ices. Clause 5.1 of ISO/IEC 20000-1 includes requiremernts to review the outputs from t
design activities for new or changed services<@gainst the service requirements a
irements in Clause 5.3 and 5.4 of ISO/IEC 20000-1. Clause 5.2 includes requiremen
ies that are contributing to the provision of seérvice components to be evaluated. ISO/I
not specify who should attend the reviews, Clause 5.3 of ISO/IEC 20000-1 includes requ
re that the design of the new or changedsérvices can fulfil the service requirements.

requirements of ISO 9001 for.design and development review can be applied
agement. The ‘systematic reviews!in Clause 7.3.4 of ISO 9001 should use the review re
0/IEC 20000-1.

B.5 Design and development verification
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Ver
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b Design and deyélopment verification

fication shall be performed in accordance with planned arrangements (see 7.3.1) to ens
design and development outputs have met the design and development input requireme
brds of théaesults of the verification and any necessary actions shall be maintained (se

ure that
nts.
b 4.2.4).

The
desi

biivdnd development input requirements for the product.

intent of this clause in ISO 9001 is to ensure that the design and development outputs meet the

The

In

related clauses in ISO/IEC 20000-1 are:
5.3 Design and development of new or changed services;
5.4 Transition of new or changed services;

9.3 Release and deployment management.

ISO 9001, verification is an activity intended to check that the outputs of a stage of design and

development fulfil the input requirements for that stage, before proceeding to the next stage. This is
in order to minimize the propagation of errors through various stages of design and development. See
Table 3 for an explanation of how the use of the terms verification and testing differ between ISO 9001
and ISO/IEC 20000-1.
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Clause 5.3 of ISO/IEC 20000-1 includes requirements to ensure that the design of the new or changed
services fulfils the service requirements and that they are developed in accordance with the documented
design. Clause 5.4 of ISO/IEC 20000-1 includes requirements for new or changed services to be tested to
verify that they fulfil the service requirements and documented design. Clause 9.3 of ISO/IEC 20000-1
includes requirements for the release to be verified against agreed acceptance criteria.

The requirements of ISO 9001 for design and development verification can be applied to service
management. In service management, testing is the most common method of verification. There should
be various levels of testing at different stages. There should be two sets of acceptance criteria to be
verified for service management - for the new or changed service and for the release.

6.7.3.6 Design and development validation

7.3.6 Design and development validation

Design and development validation shall be performed in accordance with planned arrangements [see
7.3.1) to enpure that the resulting product is capable of meeting the requirements for.the specified
application or intended use, where known. Wherever practicable, validation shallsbe-completed prjor
to the deliery or implementation of the product. Records of the results of validation and any nece§-
sary actions shall be maintained (see 4.2.4).

The intent ¢f this clause in ISO 9001 is to ensure that the product meets 'product requirements fdr its
specified application or intended use.

The related|clauses in ISO/IEC 20000-1 are:
— 5.4 Transition of new or changed services;
— 93 ReIaase and deployment management.

ISO/IEC 20000-1 does not use the term validation. I €lause 5.4 of ISO/IEC 20000-1, the new or changed
services shguld be verified against service acceptance criteria before they are approved to be deplpyed
into the live environment using the release:dnd deployment management process. In Clause 9|3 of
ISO/IEC 20P00-1, there are requirements for‘releases to be built and tested prior to deployment|in a
controlled gcceptance test environment. [fthe test environment simulates an operational environnpent,
it correspomds with the term ‘validation®

See Table 3 for an explanation of howthe use of the terms validation and testing differ between ISO 9001
and ISO/IE¢ 20000-1.

The requirpments of ISO(9001 for design and development validation can be applied to sefvice
managemeit. In service management, testing is the most common method of validation. Testing shiould
be conducted in a contrelled test environment which simulates the intended operational environinent
where possjble.

6.7.3.7 C?ntrol of design and development changes

7.3.7 Control of design and development changes

Design and development changes shall be identified and records maintained. The changes shall be
reviewed, verified and validated, as appropriate, and approved before implementation. The review of
design and development changes shall include evaluation of the effect of the changes on constituent
parts and product already delivered. Records of the results of the review of changes and any neces-
sary actions shall be maintained (see 4.2.4).

The intent of this clause in ISO 9001 is to control changes to design and development.
The related clauses in ISO/IEC 20000-1 are:

— 5.1 General (Design and transition of new or changed services);
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— 9.2 Change management.

ISO/IEC 20000-1 requires that assessment, approval, scheduling and reviewing of new or changed
services is controlled by the change management process according to the change management policy.
Clause 9.2 of ISO/IEC 20000-1 requires that changes are tested. In addition, all changes going through
Clause 5 should be subject to verification and validation activities required during design and transition
of new or changed services.

The requirements of ISO 9001 for control of design and development changes can be applied to
service management. If the service provider has a change management process, this can meet the
requirements of ISO 9001.

6.7.4 Purchasing

6.7.4.1 Purchasing process

7.4.1l Purchasing process

Thelorganization shall ensure that purchased product conforms to specified purchase requirements.
Theltype and extent of control applied to the supplier and the purchased product shall be dependent
upop the effect of the purchased product on subsequent product realization or the final prqduct.

Thejorganization shall evaluate and select suppliers based ontheir ability to supply produdt in
accgrdance with the organization’s requirements. Criteria forselection, evaluation and re-gvaluation
shall be established.

Recprds of the results of evaluations and any necessatyjactions arising from the evaluation| shall be
maintained (see 4.2.4).

The [ntent of this clause in ISO 9001 is to ensure that the organization purchases products whjch conform
to specified requirements from qualified suppliers. This clause is associated with a mutually beneficial
supplier relationship, one of the eight prineiples of quality management.

Therelated clauses in ISO/IEC 20000-1 are:
— b.2 Plan new or changed seryices;
— p.1 Service level managément;

— [7.2 Supplier management.

As noted in Clause 7.2 of ISO/IEC 20000-1, the scope of the supplier management|process in
i Vices.

brvices. The
s should be
customers
locumented
agreement Though it is not a spec1f1ed requlrement of ISO 9001 the orgamzatlon should ensure that
sub-contracted suppliers are managed by the lead supplier as in Clause 7.2 of ISO/IEC 20000-1.

For new or changed services, ISO/IEC 20000-1 includes requirements for the service provider to
evaluate any other parties that contribute to a service. The evaluation covers their ability to fulfil the
service requirements and there is a requirement to record the results of the evaluation and ensure any
necessary action is taken.

The requirements of ISO 9001 for purchasing can be applied to service management. For service
management, the evaluation of suppliers and other parties is treated as an ongoing activity involving
continual monitoring during service delivery.

© ISO/IEC 2013 - All rights reserved 43


https://iecnorm.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

6.7.4.2 Purchasing information

7.4.2 Purchasing information

Purchasing information shall describe the product to be purchased, including, where appropriate,
a) requirements for approval of product, procedures, processes and equipment,

b) requirements for qualification of personnel, and

¢) quality management system requirements.

The organization shall ensure the adequacy of specified purchase requirements prior to their com-

munication

to the supplier.

The intent
requiremer

There are

ISO/IEC 20000-1 explicitly excludes procurement.

The require
contents lig

f this clause in ISO 9001 is to ensure that the organization adequately defines the)pro
ts prior to purchase.

no related clauses in ISO/IEC 20000-1 with these specific requirements bec

ments of ISO 9001 for purchasing information can be applied to sérvice management.
t for a contract in Clause 7.2 of ISO/IEC 20000-1 should be used_as a guide for prody

duct

ause

The

cing

purchasing| information for service management. Supplies requiredfor” services should alsp be
consideredfas part of the purchasing information e.g. printer cartridges.

Monitoring|of suppliers in a service management environment should focus on service targets, ensyring
that they aife providing the agreed level and quality of service on an ongoing basis.

6.7.4.3 Verification of purchased product

7.4.3 Verifjcation of purchased product

The organifation shall establish and implement the‘inspection or other activities necessary for engur-
ing that pufchased product meets specified pufchase requirements.

Where the prganization or its customer intends to perform verification at the supplier’s premises, [the
organizatidn shall state the intended verification arrangements and method of product release in the
purchasing information.

The intent gf this clause in ISO 9001 is to verify purchased product through inspection or other methods

to ensure ifj
The related

6.1 Ser

5.1 General (Designand transition of new or changed services);

meets specified pirechase requirements.

clauses in ISQ/1EC 20000-1 are:

vicelevel management;

7.2 Sup

plier Management.

At planned intervals, ISO/IEC 20000-1 requires the service provider to measure the supplier or other
party’s performance againstservice targets and any other contractual obligations. For external suppliers,
this should be controlled through the supplier management process. For internal groups or customers
acting as suppliers, this should be controlled through the service level management process. For new or
changed services, service components provided by all parties should be reviewed as part of the design
and transition of new or changed services process. There is no requirement in ISO/IEC 20000-1 to state
verification arrangements for supplier’s premises.

Therequirementsof[ISO9001 forverification of purchased product canbeapplied to service management.
Fornew or changed services, service components provided by all parties should be reviewed and accepted
or rejected. For many products in the scope of ISO 9001, a ‘goods in style of pass/fail inspection is used.
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An ongoing service being managed using a QMS or an SMS requires continual monitoring of the supplier
and other parties throughout the period of the supplier’s participation in the delivery of the service.

6.7.5 Production and service provision

6.7.5.1 Control of production and service provision

7.5.1 Control of production and service provision

The organization shall plan and carry out production and service provision under controlled condi-
tions-

Confrolled conditions shall include, as applicable,

a) the availability of information that describes the characteristics of the product,
b) the availability of work instructions, as necessary,

c) the use of suitable equipment,

d) the availability and use of monitoring and measuring equipment,

e) t:re implementation of monitoring and measurement, and

f) the implementation of product release, delivery and post-delivery activities.

The [intent of this clause in ISO 9001 is to plan and ensurecthat controlled conditions are provided to
carrfy out the production or service provision to achieve therequired quality.

Therelated clause in ISO/IEC 20000-1 is:
— K.5.3 Implement and operate the SMS (Do).

ISOAIEC 20000-1 controls the delivery, mamagement and improvement of services through the
implementation and operation of the SMSy Clause 4.5.3 of ISO/IEC 20000-1 specifies requifements for
the management of all the service management processes.

The [requirements of ISO 9001 for control of production and service provision can be applied to service
manfagement. The production and service provision should be driven by the service management plan.

6.7.5.2 Validation of processes for production and service provision

7.5.R Validation of-precesses for production and service provision

The|organization'shall validate any processes for production and service provision where the result-
ing putput cafnet be verified by subsequent monitoring or measurement and, as a consequence, defi-
cierjcies became apparent only after the product is in use or the service has been delivered.

Validatien shall demonstrate the ability of these processes to achieve planned results.

Th f\?'ﬂ'\“‘q’\"‘ll\“ (‘]’\’\]l ﬂ(‘f’\]’\]‘(‘]’\ Aarranagamantc FI'\Y‘ fl‘\ﬂ(‘ﬂ nrrocaccac |Y\I‘]11f‘|hf\' ’1(‘ ﬂ““llf"\l’\lﬂ
LITe™ [5) A o 7 o 54 o 7

a) defined criteria for review and approval of the processes,
b) approval of equipment and qualification of personnel,
c) use of specific methods and procedures,

d) requirements for records (see 4.2.4), and

e) revalidation.

The intent of this clause in ISO 9001 is to validate processes for production and service provision to
provide the assurance of quality of product or service where inspection and testing is not possible and
deficiencies become evident only after the product is in use or the service has been delivered.
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The related
452 P

9.3 Rel

clauses in ISO/IEC 20000-1 are:
lan the SMS (Plan);

5.3 Design and development of new or changed services;
5.4 Transition of new or changed services;

9.2 Change management;

ease and deployment management.

The clause i
emphasisin
be tested beg
of processe

Clause 4.5.2
the effectiv
also include
planned int
design and
enables the
for testing
requiremen
and test the

The require

M [SO 9001 relates to only some requirements of the related clauses in ISO/TEC 20000-1
ISO09001 ison designing and testing production processes where the product or service ca
fore the product or service is delivered. ISO/IEC 20000-1 does not focus purely onvalidd
5 but on the SMS, which includes the service management processes, and the seryicés.

of ISO/IEC 20000-1 includes requirements for the service management plah-to specify

s requirements for the service management plan and other process¢glans to be review
ervals and, if applicable, updated. Clause 5.3 of ISO/IEC 20000-1 includés requirements fo
development of any new or changed processes with a requiremént-to ensure that the de
fulfilment of service requirements. Clause 5.4 of ISO/IEC 20000-1 includes requirem
the processes against service acceptance criteria. Clause-9:2" of ISO/IEC 20000-1 incl
ts to develop and test changes. Clause 9.3 of ISO/IEC 20000-1 includes requirements to t

eness of the SMS and the services will be measured, audited, reported’and improved'’.

release in a controlled test environment prior to depléyment into the live environment].

The
nnot
ition

how
It
pd at
rthe
sign
ents
hdes
uild

ments of ISO 9001 for validation of processes foer\production and service provision can be

applied to sprvice management. The processes to be validated can be the service management procgsses
specified in/ ISO/IEC 20000-1 as well as other service delivery processes in the QMS.

6.7.5.3 Identification and traceability

7.5.3 Identification and traceability

Where appfopriate, the organization shall“identify the product by suitable means throughout product
realization

The organifation shall identify the product status with respect to monitoring and measurement
requirements throughout productrealization.

Where tradeability is a requirement, the organization shall control the unique identification of the
product and maintain records (see 4.2.4).

NOTE In sgme indusfry-sectors, configuration management is a means by which identification and|
traceabilitq' are maintained.

The intent {f this'clause in ISO 9001 is to identify and maintain records of the product and its statis to
enable traceability

The related clauses in ISO/IEC 20000-1 are:

— 5.1 General (Design and transition of new or changed services);

— 9.1 Configuration management;

— 9.2 Change management;

— 9.3 Release and deployment management.

The clause in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1.
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As highlighted in the note in ISO 9001, configuration management is the key to identifying and tracing
all components of a service. The change management process in Clause 9.2 of ISO/IEC 20000-1 includes
requirements for maintaining the integrity of the configuration information. The release and deployment
management process in Clause 9.3 of ISO/IEC 20000-1 includes requirements for maintaining the
integrity of all service components during deployment. Clause 5.1 of ISO/IEC 20000-1 also includes
requirements for information about the components supporting new or changed services to be included
in the configuration management database. Clause 9.1 of ISO/IEC 20000-1 includes requirements for
configuration management including identification, control and integrity.

Additionally, Clause 6.1 of ISO/IEC 20000-1 includes requirements for a catalogue of services. This
contains high level details about the services and their dependencies but is not as detailed as required
by Clause 7.5.3 of ISO 9001.

Prog
rele
man|
man
also

Juct realization is a process that continues through the life of the service, and fox‘each
ise. In this context, the requirements of ISO 9001 above should be satisfied by.the cgnfiguration
agement, change management and release and deployment management\processes|for service
agement. Organizations should ensure thatthe emergency change proceduréefor service npanagement
includes the requirements from ISO 9001.

change and

6.7.5.4 Customer property

7.5.ff Customer property

The
trol
cus
lost
cust

NOT

[ion’s con-
ifeguard
perty is

s to the

organization shall exercise care with customer property while it is under the organiza
or being used by the organization. The organization shall identify, verify, protect and s3
omer property provided for use or incorporationnto the product. If any customer proj
damaged or otherwise found to be unsuitable for Use, the organization shall report thi
omer and maintain records (see 4.2.4).

'E Customer property can include intellectual property and personal data.

The
orgd

intent of this clause in ISO 9001 is to nianage and safeguard customer property while it |s under the

nization’s control or being used by.the organization.

There is no related clause in ISO/IEC20000-1 with these specific requirements.

The
of Cl

pbrganization should notrely-on ISO/IEC 20000-1 requirements to provide guidance for an
ause 7.5.4 of ISO 9001. ln/ISO/IEC 20000-1, all assets used by the service, regardless of
placed under appropriate controls such as configuration management, informati
agement and change management. However, ISO/IEC 20000-1 does not distinguish its re
wnership of property and it contains no specific requirements about customer propert;

requireménts of ISO 9001 for customer property can be applied to service manag
rship of property such as hardware, software and other assets used to deliver the servi

assessment
ownership,
bn security
quirements
.

ement. The
e should be

ified~This information can be maintained and made available from the configuration
ase:A conformity assessment of Clause 7.5.4 of ISO 9001 should only include evidence f

6.7.5.5 Preservation of product

anagement
r customer-

7.5.

5 Preservation of product

The organization shall preserve the product during internal processing and delivery to the intended
destination in order to maintain conformity to requirements. As applicable, preservation shall include
identification, handling, packaging, storage and protection. Preservation shall also apply to the con-
stituent parts of a product.

The intent of this clause in ISO 9001 is to preserve products and their constituent parts during internal

proc

essing and delivery to maintain conformity to requirements.
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The related

9.3 Rel

clauses in ISO/IEC 20000-1 are:

5.1 General (Design and transition of new or changed services);
5.4 Transition of new or changed services;

9.1 Configuration management;

ease and deployment management.

The clause in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1. The
configuration management and release and deployment management processes in Clauses 9.1 and 9.3

of ISO/IEC 2
changed set
in Clauses §

The require
service con
serviceisb
the service

0000-1 relate to the preservation of the integrity of services before deployment. For ne
vices, this is managed through the design and transition of new or changed services prg
.1 and 5.4 of ISO/IEC 20000-1.

ments of ISO 9001 for preservation of product can be applied to service management.
fext, there is an overlap between product realization and product delivery,¥Where an exis
bing changed, the change can be introduced into a live environment that is-already delive

This requires an approach that encompasses the change management, configurg

management and release and deployment management processes similar tqgthose in ISO/IEC 200

which can }i
release pro

6.7.6 Con

e built from the requirements of ISO 9001. Organizations should ensure that the emerg
cedure for service management includes the requirements from'1SO 9001.

trol of monitoring and measuring equipments

W or
cess

Ina
ting
ring
tion
00-1
PNy

7.6 Contro
toring and

The organi
ried out an

Where nec

a) be calibr
ards traceg
the basis u

b) be adjus
) have ide
d) be safeg
e) be prote

of monitoring and measuring equipments

The organigation shall determine the monitoring and measurement to be undertaken and the mon

easuring equipment needed to provide evidence of conformity of product to determin

requirements.

zation shall establish processes to ensure that monitoring and measurement can be car
d are carried out in a manner thatiis’¢onsistent with the monitoring and measurement

requirements.

pssary to ensure valid results;measuring equipment shall

ated or verified, or both, at specified intervals, or prior to use, against measurement st3
ble to international or national measurement standards; where no such standards exis
sed for calibration-@riverification shall be recorded (see 4.2.4);

Led or re-adjusted as necessary;
itificationinorder to determine its calibration status;
parded\from adjustments that would invalidate the measurement result;

rted\from damage and deterioration during handling, maintenance and storage.

In addition

ed

nd-

Records of
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when the equipment is found not to conform to requirements. The organization shall take appropriate
action on the equipment and any product affected.

the results of calibration and verification shall be maintained (see 4.2.4).

When used in the monitoring and measurement of specified requirements, the ability of computer
software to satisfy the intended application shall be confirmed. This shall be undertaken prior to
initial use and reconfirmed as necessary.

NOTE Confirmation of the ability of computer software to satisfy the intended application would typi-
cally include its verification and configuration management to maintain its suitability for use.

The intent of this clause in ISO 9001 is to determine and control monitoring and measurement
requirements, equipment and processes. Equipment can include computer software.
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The related clauses in ISO/IEC 20000-1 are:

The
Clau
SMS

cap
for
wit
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mea

Clau
test

ISO
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The
serv
tool
com
of a

Int

intrgduction of new services.

6.8

6.8.

4.5.4.1 General (Monitor and review the SMS (Check));
5.2 Plan new or changed services;

5.3 Design and development of new or changed services;
5.4 Transition of new or changed services;

6.2 Service reporting;

6:2013(E)

.5 Release and deployment management.

se 4.5.4.1 of ISO/IEC 20000-1 includes requirements for the monitoring and measure

g
1
h
V

reporting of any nonconformities against the SMS requirements ‘e"the service re
ice reporting relies on the integrity of the data and therefore the accuracy and capabi
suring tools should be considered.

ses 5.2, 5.3 and 5.4 of ISO/IEC 20000-1 include requirements for monitoring, measu
ng to be carried out for the planning, design and transition ef new or changed services. (
[EC 20000-1 includes requirements for the testing of releases in a controlled test enviro

Heir deployment into the live environment.

requirements of ISO 9001 for control of monitoring and measuring equipment can b
ice management. Monitoring and measuringeguipmentin service management caninclu
5. Useful information is provided in the nete in ISO 9001 about the required controls
puter software. This can also be appliedto computer hardware which is an equally imp
service. The use of the phrase ‘at specified intervals’ reminds us that this is an iterat

e service management context, mdnitoring tools should be re-verified after major cha

Measurement, analysis’and improvement

Il General

clause in ISO 9001 relates to only some requirements of the related clauses in.ISQ/II

and the services. ISO/IEC 20000-1 does not specifically require verificationyof the aq
bility of measurement. Service reporting in Clause 6.2 of ISO/IEC 20000=1:\includes re
eporting on performance against targets that have already been agreed with the custom

<C 20000-1.
ment of the
curacy and
quirements
er, together
Juirements.
lities of the

rement and
lause 9.3 of
hment prior

e applied to
de software
to apply to
ortant part
Ve process.
nges or the

ct

8.1

The
pro

a)t
b) t

Measurement,analysis and improvement - General

organization shall plan and implement the monitoring, measurement, analysis and imp
resses needed

demonstrate conformity to product requirements,

rovement

I

ensure conformity of the qnn]i‘ry management system and

o continually improve the effectiveness of the quality management system.

This shall include determination of applicable methods, including statistical techniques, and the
extent of their use.

The intent of this clause in ISO 9001 is to plan and implement processes to monitor, measure, analyse
and improve the product and the QMS.

The related clauses in ISO/IEC 20000-1 are:

©IS

4.5.2 Plan the SMS (Plan);
4.5.4.1 General (Monitor and review the SMS (Check));
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— 4.5.5.1 General (Maintain and improve the SMS (Act));
— 4.5.5.2 Management of improvements;

— 6.1 Service level management;

— 6.2 Service reporting.

The clause in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1.
Although in ISO/IEC 20000-1, the term ‘analysis’ is not used, the intent of ISO 9001 and ISO/IEC 20000-1
is similar. ISO/IEC 20000 1 1nc1udes requlrements for the momtormg and measurement of the fulfilment
of service require The
use of statistical techmques is not a spec1f1c requlrement of ISO/IEC 20000 1 although these@ap be
suitable to yise for some types of measurement.

The servic¢ management plan, as specified in Clause 4.5.2 1) of ISO/IEC 20000-1, jugludes thow
the effectijeness of the SMS and the services will be measured, audited, reported~and improyed’.
Clause 4.5.4.1 of ISO/IEC 20000-1 includes requirements for the service provider to ‘usgesuitable methods
for monitorfing and measuring the SMS and the services’. Clauses 4.5.5.1 and 4.5.5;2 of ISO/IEC 20000-1
include requirements to manage improvements against the policy for contindal improvement for the
SMS and tHe services. Clause 6.1 of ISO/IEC 20000-1 includes requiremerits) to monitor and reyiew
trends and performance against service targets. Clause 6.2 of ISO/IEC 20000-1 includes requirements
to provide dervice reports on the performance of the SMS and the services.

The requirg¢ments of ISO 9001 for measurement, analysis and improvement can be applied to sefvice
managemeit. The requirements of ISO/IEC 20000-1 can provide-useful techniques for a QMS with a
scope of sefvices and service management. For example, service reporting can report on conformity
and service|level management can monitor and measure pérformance against the service level taigets
which are pgart of the service requirements.

6.8.2 Monitoring and measurement

6.8.2.1 Customer satisfaction

As one of the measurements of the(performance of the quality management system, the organization
shall monitor information relating to customer perception as to whether the organization has met
customer requirements. The methods for obtaining and using this information shall be determined.

8.2.1 Cus?mer satisfaction

NOTE Mon{jtoring customér perception can include obtaining input from sources such as custome
satisfaction surveys, customer data on delivered product quality, user opinion surveys, lost business
analysis, campliments,-warranty claims and dealer reports.

The intent [of thiS ¢lause in ISO 9001 is to monitor customer perception as part of monitoring the
effectiveness.of the QMS.

The related clauses in ISO/IEC 20000-1 are:
— 6.2 Service reporting;
— 7.1 Business relationship management.

Thelast paragraph of Clause 7.1 of ISO/IEC 20000-1 includes requirements for the measurement, analysis
and review of customer satisfaction. This can provide useful additional information about the method
for obtaining measurement of customer satisfaction based on a representative sample of customers and
users. Clause 6.2 f) of ISO/IEC 20000-1 includes requirements for reporting on customer satisfaction
measurements and analysis.

The measurement, analysis and review of results to identify improvements and reporting should be
used as the basis for an assessment of Clause 8.2.1 of ISO 9001.
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Internal audit

and

An

8.2.

The organization shall conduct internal audits at planned intervals to determine whether the quality
management system

2 Internal audit

a) conforms to the planned arrangements (see 7.1), to the requirements of this International Standard

to the quality management system requirements established by the organization, and

b) is effectively implemented and maintained.

udit programme shall be p]:\nnpr‘], f:\](ing into consideration the status and impnrfan(‘p

of the

pro

Ad

Rec

and

cau
Foll

fred
obje

play

The

resylts (see 8.5.2).
NOT

Cesses and areas to be audited, as well as the results of previous audits. The audit critey
uency and methods shall be defined. The selection of auditors and conduct of audits sh:
ctivity and impartiality of the audit process. Auditors shall not audit their own work.

pcumented procedure shall be established to define the responsibilities andtequireme|
ining and conducting audits, establishing records and reporting results.

pbrds of the audits and their results shall be maintained (see 4.2.4).

management responsible for the area being audited shall ensurethat any necessary co
corrective actions are taken without undue delay to eliminate defected nonconformitig
bes.

bw-up activities shall include the verification of the actions-taken and the reporting of v

'E See ISO 19011 for guidance.

ia, scope,
111 ensure

ts for

rrections

s and their

erification

The

implementation and maintenance of the QMS and‘eonformity to ISO 9001.

The

The
two

The

appl

ISO

but ¢
secu
of IS

intent of this clause in ISO 9001 is to conduct internal audits to ensure the effectivd

related clauses in ISO/IEC 20000-1 are:
4.5.4.1 General (Monitor and review the SMS (Check));

1.5.4.2 Internal audit.

sub-clauses.

requirements of ISO9001 for internal audit can be applied to service management. [SO/I
ies the internalaudit to the SMS and the services.

[EC 20000<INincludes requirements for two other types of audits with a purpose which
an supportinternal audits. In Clause 6.6.1 of ISO/IEC 20000-1, there is arequirement for
rity audifs to ensure thatthe information security policy and process are being followed. |

ness of the

requirements in ISO/IEC:20000-1 are almost identical to the ISO 9001 clause but are spread across

EC20000-1

Hiffers from
nformation
n Clause 9.1

OAEC 20000-1, there is a requirement for an audit of records in the configuration

anagement

databasé€ to ensure that they are accurate. These additional audits are usually carried out by specialists
in those fields rather than independent auditors (unless the independent auditors have the skills for
these audits). These audits can also identify opportunities for improvement and nonconformities.
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6823 M

onitoring and measurement of processes

8.2.3 Monitoring and measurement of processes

The organization shall apply suitable methods for monitoring and, where applicable, measurement of
the quality management system processes. These methods shall demonstrate the ability of the pro-
cesses to achieve planned results. When planned results are not achieved, correction and corrective
action shall be taken, as appropriate.

NOTE When determining suitable methodes, it is advisable that the organization consider the type and
extent of monitoring or measurement appropriate to each of its processes in relation to their impact

tem.

......................

The intent ¢
ensure they

The related

4541
4551

Although I
includes re
ISO/IEC 20
which focus

The require

measureme
themselves
service req

f this clause in ISO 9001 is to monitor and, where applicable, measure the QMS priocess
are performed effectively and appropriate actions are taken.

clauses in ISO/IEC 20000-1 are:
General (Monitor and review the SMS (Check));

General (Maintain and improve the SMS (Act)).

es on the QMS processes.

Therefore in service management, the“planned results should include the fulfilme
lirements and delivery of services.

6.8.2.4 Monitoring and measurement of product

O/IEC 20000-1 does not specify process measurement in._the same way as ISO 90(
uirements for process performance measurements to ‘be/input to management reviews.
D00-1 specifies the monitoring and measurement of the SMS and the services unlike [SO §

ments of ISO 9001 for monitoring and measurement of processes can be applied to seq
management. ISO/IEC 20000-1 is concerned with the\service provided to the customer and
nt of the SMS through internal audit and, management review, as well as the procg

PS to

1, it

V001

vice

the
sses
t of

8.2.4 Moni

The organi

toring and measurement.ef product

requireme

4.2.4).

ts have been met, This shall be carried out at appropriate stages of the product realiza

tion proceqs in accordance-with the planned arrangements (see 7.1). Evidence of conformity with t
acceptance criteria shallbe-maintained.

Records shpll indicaté’the person(s) authorizing release of product for delivery to the customer (sqg

The releas¢ of product and delivery of service to the customer shall not proceed until the planned
arrangements.(See 7.1) have been satisfactorily completed, unless otherwise approved by a relevai

zation shall monitor and measure the characteristics of the product to verify that prodt

Ict

he

ht

authority a

nd, where applicable, by the customer.

The intentofthis clausein ISO 9001 is to monitor and measure the productsagainst productrequirements
and acceptance criteria and to record the authorization of the release of the product.

The related
4.54.1

52

clauses in ISO/IEC 20000-1 are:
General (Monitor and review the SMS (Check));

5.4 Transition of new or changed services;
6.2 Service reporting;

9.3 Release and deployment management.
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There are requirements in Clause 4.5.4.1 of ISO/IEC 20000-1 for monitoring and measurement of the
service. The deployment of releases is controlled through transition of new or changed services in
Clause 5.4 of ISO/IEC 20000-1 and release and deployment management in Clause 9.3 of ISO/IEC 20000-1.
Service reporting in Clause 6.2 of ISO/IEC 20000-1 provides the results of monitoring and measurement
of services undertaken by many of the service management processes. Clause 5.4 of ISO/IEC 20000-1
includes requirements to verify the new or changed services against acceptance criteria.

The requirements of ISO 9001 for monitoring and measurement of product can be applied to service
management. ISO/IEC 20000-1 has additional requirements which should support the monitoring,
measuring and improvement of services. Releases are controlled during the transition of new or changed
services and as part of the release and deployment management process.

6.8.3 Control of nonconforming product

8.3 |Control of nonconforming product

The|organization shall ensure that product which does not conform to produ¢trequirements is identi-
fiedland controlled to prevent its unintended use or delivery. A documented procedure shall be estab-
lished to define the controls and related responsibilities and authorities\for dealing with ngnconform-
ing product.

Where applicable, the organization shall deal with nonconformingproduct by one or more pf the fol-
low|ng ways:

a) by taking action to eliminate the detected nonconformitys;

b) bly authorizing its use, release or acceptance under corcession by a relevant authority and, where
applicable, by the customer;

c) by taking action to preclude its original intended use or application;

d) by taking action appropriate to the effects,@r potential effects, of the nonconformity when noncon-
forrthing product is detected after delivery or.use has started.

When nonconforming product is corrected it shall be subject to re-verification to demonstrate con-
forrity to the requirements.

Recprds of the nature of nonconformities and any subsequent actions taken, including concessions
obtained, shall be maintained.(see 4.2.4).

The [intent of this clause in 1ISO 9001 is to control nonconforming products including preventjon of use or
deliyery, except under ¢onicession to the customer or by re-verification after correction actiyities.

The[related clauses\in ISO/IEC 20000-1 are:
— HK.5.5.1 Géneral (Maintain and improve the SMS (Act));

— p.4 Transition of new or changed services;

— B.IMncident and service request management;

— 8.2 Problem management;
— 9.3 Release and deployment management.

This clause in ISO 9001 is product oriented and is easy to relate to hardware, software and industrial
processes, but harder to relate to ongoing service delivery. Clause 4.5.5.1 of ISO/IEC 20000-1 includes
requirements for the service provider to correct the cause of identified nonconformities and use
corrective and preventive action as appropriate.

ISO/IEC 20000-1 includes the management of incidents and problems in Clauses 8.1 and 8.2 of
ISO/IEC 20000-1. An incident is defined in ISO/IEC 20000-1 as ‘unplanned interruption to a service, a
reduction in the quality of a service or an event that has not yet impacted the service to the customer*. A
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problem is defined as ‘root cause of one or more incidents’. Nonconforming services are also controlled
in other clauses as indicated.

The requirements of ISO 9001 for control of nonconforming product can be applied to service
management. An existing service that does not meet the service requirements can be identified through
measurement against service targets in service level management, through customer satisfaction
measurement in the business relationship management process and through internal audit. Existing
services which fail are captured and corrected through the incident and service request management
process. The problem management process should be used to identify the root cause and the solution
to prevent the recurrence of the nonconformity. New or changed services which do not conform to
requirements are ideally captured and managed during the design or transition of the new or changed
services in|Clause 5.4 of ISO/IEC 20000-1 or in the release and deployment management progess in
Clause 9.3 of ISO/IEC 20000-1. Any changes made due to nonconforming products are subject tp re-
verification| through Clause 5, 9.2 or 9.3 of ISO/IEC 20000-1.

6.8.4 Anglysis of data

8.4 Analysis of data

The organigation shall determine, collect and analyse appropriate data to démonstrate the suitability
and effectiyeness of the quality management system and to evaluate where/eontinual improvemenit of
the effectiyeness of the quality management system can be made. This@Shall include data generatedl as
aresult of monitoring and measurement and from other relevant sources.

The analysj|s of data shall provide information relating to
a) customey satisfaction (see 8.2.1),
b) conformiity to product requirements (see 8.2.4),

c) charactefistics and trends of processes and products;including opportunities for preventive actiion
(see 8.2.3 dnd 8.2.4), and

d) supplierg (see 7.4).

The intent df this clause in ISO 9001 is to determine, collect and analyse appropriate data to demons{rate
the suitabiljty and effectiveness of the QMS:and to identify improvements. This clause is associated with
a factual approach to decision makingone of the eight principles of quality management.

The related|clauses in ISO/IEC 20000-1 are:

— 4.5.4.1|General (Monitor and review the SMS (Check));
— 4.5.5.1|General (Maintain and improve the SMS (Act));
— 6.2 Service reponting;

— 7.2 Suppliet management.

Although tlheretsmosinglte clause T 1SOAEC20066-tfor amatysis of data,dataidentiftedimrvarious
clauses in ISO/IEC 20000-1 requires analysis and contributes to the effectiveness of the SMS. The results
of the analysis of data are reported in the service reporting process. Clause 4.5.4.1 of ISO/IEC 20000-1
requires the collection of data from internal audits and management reviews. Clause 4.5.5.1 of
ISO/IEC 20000-1 includes requirements for the collection of data about opportunities for improvement.
Clause 6.2 of ISO/IEC 20000-1 includes requirements for service reporting using information from the
delivery of services and the SMS activities. Clause 7.2 of ISO/IEC 20000-1 includes requirements for the
recording of information about the performance of suppliers.

In addition to the processes listed, there are other clauses in ISO/IEC 20000-1 where reviews take place
to analyse data which can identify opportunities for improvement to be managed by Clause 4.5.5.1 of
ISO/IEC 20000-1. For example, the change management process analyses requests for change and the
capacity management process analyses capacity data.
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The requirements of ISO 9001 for analysis of data can be applied to service management. Data in service
managementis measured and analysed in various processes which can supportthe requirements of ISO9001.

6.8.5 Improvement

6.8.5.1 Continual improvement

8.5.1 Continual improvement

The organization shall continually improve the effectiveness of the quality management system

hth fth lit L lit biecti dit 1t lzsi fdat i
thr llg el1lse.o e qllﬂ 1 }7 pn l{"‘]l, qllﬂ 1 }7 0O }DP l‘lDC’ a1l lrrecll C’ baRaba] }ICIC ral ba ] Q’ I‘n?‘l"'-\ctlve and

preyentive actions and management review.

Thefintent of this clause in ISO 9001 is to continually improve the effectiveness of the QMS. [This clause
is agsociated with continual improvement, one of the eight principles of quality ntanagement.

The related clauses in ISO/IEC 20000-1 are:
— H.5.5.1 General (Maintain and improve the SMS (Act));
— H.5.5.2 Management of improvements.

ISOAIEC 20000-1 also includes the concept of continual imprevement as a fundamentgl principle.
Claujse 4.5.5.1 of ISO/IEC 20000-1 includes a requirement ford policy on continual improyement and
a prpcedure for managing improvements. Clause 4.5.5.2 of ISO/IEC 20000-1 specifies requirements to
priofitize, evaluate, plan and implement approved improyements.

In adldition to the processes listed, there are other.clauses in ISO/IEC 20000-1 where reviews take place
to apalyse data which can identify opportunities for improvement to be managed by Clauge 4.5.5.1 of
ISO/AIEC 20000-1. For example, Clause 6.6.3 requires the service provider to review informatjon security
incidents to identify opportunities for imprevement.

Therequirements of ISO 9001 for contintial improvement can be applied to service management.

6.8.5.2 Corrective action

8.5)2 Corrective action

Thejorganization shallstake action to eliminate the causes of nonconformities in order to prevent
recIrrence. Corrective/actions shall be appropriate to the effects of the nonconformities enicountered.

Ad

a) reviewing-nenconformities (including customer complaints),

cumented procedure shall be established to define requirements for

b) determiniing the causes of nonconformities,

c) eyalaating the need for action to ensure that nonconformities do not recur,

d) determining and implementing action needed,

e) records of the results of action taken (see 4.2.4), and

f) reviewing the effectiveness of the corrective action taken.

The intent of this clausein ISO 9001 is to take corrective action to eliminate the causes of nonconformities
in order to prevent recurrence.

The related clauses in ISO/IEC 20000-1 are:
— 4.5.5.1 General (Maintain and improve the SMS (Act));

— 4.5.5.2 Management of improvements;
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8.2 Problem management.

ISO/IEC 20000-1 introduces corrective and preventive action as part of maintenance and
improvement of the SMS.

It is important to realize that the definitions of corrective action differ between ISO 9001 and
ISO/IEC 20000-1: See Table 2 for an explanation of the differences. ISO/IEC 20000-1 also allows the
reduction of the likelihood of recurrence as it is not always possible or justifiable to eliminate the cause
of the nonconformity in service management.

The requlrements of ISO 9001 for correctlve action can be applled to service management Serv1ce
related corpeetiv he—proplem
managemetprocess ThlS can 1dent1fythe need forachange tobe made through the change manageiment

process to f

incident, the

with the ro
related cor
and 4.5.5.2

ix the underlying cause of the problem. If the nonconformity is identified when it(Cause
incident should be managed using the incident and service request management prg
ot cause of the nonconformity investigated using the problem management\process.
rective actions are seen as part of SMS maintenance and improvement,cn-Clauses 4.
of ISO/IEC 20000-1. Approved corrective actions should be controlled through the ch

management process.

6.8.5.3 Pj

reventive action

san
cess
SMS
b.5.1
hnge

8.5.3 Prev

The organi
to prevent
problems.

b) evaluati

d) records

e) reviewin]

entive action

zation shall determine action to eliminate the causes of potential nonconformities in or
Lheir occurrence. Preventive actions shall be approptiate to the effects of the potential

ed procedure shall be established to define requirements for

A documerlt
a) determimning potential nonconformities and their causes,

g the need for action to prevent occurrence of nonconformities,

c) determining and implementing action needed,

pf results of action taken (see 4:2.4), and

g the effectiveness of the preventive action taken.

der

The intent

bf this clause in 1SO,9001 is to take preventive action to eliminate the causes of pote

nonconformities in order to prevent their occurrence.

The related
— 4551
4.5.5.2

clauses in ISO/MEC 20000-1 are:
General (Maintain and improve the SMS (Act));

Management of improvements;

ntial

8.2 Prq

blem management.

ISO/IEC 20000-1 introduces corrective and preventive action as part of maintenance and improvement
of the SMS. It is important to realize that the definitions of preventive action differ between ISO 9001
and ISO/IEC 20000-1: See Table 2 for an explanation of the differences. ISO/IEC 20000-1 also allows
the avoidance or reduction of the likelihood of occurrence as it is not always possible or justifiable to
eliminate the cause of a potential nonconformity in service management.

Therequirements of ISO 9001 for preventive action can be applied to service management. Service related
preventive actions are part of problem management in service management. SMS related preventive
actions are part of SMS maintenance and improvement in Clauses 4.5.5.1 and 4.5.5.2 of ISO/IEC 20000-1.
Approved preventive actions should be controlled through the change management process.
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7 Management system requirements in ISO/IEC 20000-1 and not in ISO 9001

7.1 Rationale for additional clauses and requirements in ISO/IEC 20000-1

There are some clauses which are similar in wording or intent between 1SO 9001 and ISO/IEC 20000-1.
Other clauses are either unique or different in either wording or intentin ISO 9001 and ISO/IEC 20000-1.
This should be expected since each management system has a different focus as explained in Clause 5 of
this Technical Report.

There are no requirements in ISO 9001 specifically for capacity management, information security

ma

gement hndophnu and nr‘(‘mlnfmo for services and continuity and availability mana

ement. An

orgd
reqy

The
of th

7.2
The

a)

b)

1)

1)

1)

nization can choose to include the requlrements from these processes either as part of th
ired for the QMS (Clause 4.1 of ISO 9001) or as product requirements (Clause 7.2.1-of\S

comparison of requirements between ISO 9001 and ISO/IEC 20000-1 is showfrin Anne
is Technical Report and a summary is shown in Table 1.

Clauses of ISO/IEC 20000-1 not found in ISO 9001

clauses in ISO/IEC 20000-1 with no similarity to requirements in\ISO 9001 are:

[SO/IEC 20000-1, 6.3 Service continuity and availability mafnagement:

[SO/IEC 20000-1, 6.4 Budgeting and accounting for services:

[SO/IEC 20000-% 6.5 Capacity management:

ISO 9001 does not include specific requirements for service continuity and
management. The availability of services is critical. Without availability of the s
customers cannot use the services to fulfil~the service requirements. Service
and availability management plans and mianages the availability of the servicey
circumstances. Service continuity and -availability management also plans an
availability when there is an abnormal situation preventing the normal access to s
fire preventing usage of the data cenfre, flood preventing access to the buildings
management staff;

ISO 9001 does not include specific financial requirements. It is important to
account for services.to' balance the budget available with the ability to deli
requirements. This(process enables the service provider to make the costs of sery
to top management who can use this information as input to decision making for
in services and'service management;

e processes
D 9001).

xes A and B

availability
ervices, the
continuity
in normal
d manages
ervices e.g.
for service

budget and
ver service
rices visible
investment

[SO 9001 doesnotinclude specificrequirements for capacity management. Capacity njanagement

is_essential for services to ensure that there is sufficient capacity to enable the se
delivered. A lack of capacity can mean that the service stops or performs in a wd
not fulfil requirements. Capacity is considered in terms of human, technical, infor

rvices to be
y that does
mation and

d)

fimancial Tesources e.g. NUMDbET 0f Peopie T0 Operate the Service, NEtwork, data storage or
budget. Capacity management plans and manages the capacity to ensure that the service can be

delivered and that it performs as required;

ISO/IEC 20000-1, 6.6 Information security management:

1y

ISO 9001 does not include specific requirements for information security m
This process in ISO/IEC 20000-1 is closely aligned to ISO/IEC 27001. Informati

anagement.
on security

management requires an information security policy and objectives with risk assessments
which drive controls to ensure security of information assets. For example, with so much data
held on IT systems, the security of this information is a critical aspect of service management.
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Annex A
(informative)

Comparison of requirements between ISO 9001:2008 and ISO/

IEC 20000-1:2011
Table A.1 showsahightevetcomparisomrof 1S6-9061+2008to1SOAEC 26000-1201t
Table 1 in [Clause 5 of this Technical Report shows a high level comparison of ISO 9001:20008 to
ISO/IEC 20000-1:2011. Table 1 shows the comparison of the clauses and sub-clauses down te the|first
level of ISO 9001:2008. It does not show the comparison for any lower sub-clauses e.g. 4.2.1gas’in Tabl¢ A.1.
Clauses where there is a similarity of most of the requirements between 1§0-9001:2008|and
ISO/IEC 20900-1:2011 are in bold in Table A.1. A closely related clause means thiat the majority of the
requiremer]ts of ISO 9001 and ISO/IEC 20000-1 are similar. For example, Clausé'5.3 of ISO 9001, quplity
policy, is clgsely related to Clause 4.1.2 of ISO/IEC 20000-1, service managemeént policy, because they are
almost the $ame wording.
Clauses where there is a similarity of only some of the requireménts between 1SO 9001:2008|and
ISO/IEC 20000-1:2011 are in underlined italics in Table A.1. A partially related clause means that jonly
a minority of the requirements of ISO 9001 and ISO/IEC 2000041 are similar. For example, Clause 8.2.1
of ISO 900[L, customer satisfaction, is partially related to lause 7.2 of ISO/IEC 20000-1, business
relationship management, because it only relates to the lastf 7 paragraphs of this process.
Clauses where there is no similarity between ISO 90012008 and ISO/IEC 20000-1:2011 are shown in
normal textin Table A.1 with ‘nil’ in the related columfs.
Table A.1 — Comparison of requirements between IS0 9001:2008 and ISO/IEC 20000-1:20/11
IS0 9001:2008 ISO/IEC 20000-1:2011
Scope T 1 Scope
General 1.1 1.1 General (Scope)
Application 1.2 1.2 Application
Normative referen 2 2 Normative references
Terms and dkfinitions 3 3 Terms and definitions
Quality marjagementsystem 4
General requirements 4.1 41.1 Management commitment
4.2 Governance of processes operated by other parfties
441 Provision of resources
4.5.2 Plan the SMS (Plan)
4.5.3 Implement and operate the SMS (Do)
4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.2 |Management of improvements
Documentation requirements 4.2
General 421 |431 Establish and maintain documents
Quality manual 422 |451 Define scope
4.5.2 Plan the SMS (Plan)
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Table A.1 (continued)

1S0 9001:2008

ISO/IEC 20000-1:2011

Control of documents 423 |4.3.2 Control of documents
9.1 Configuration management
Control of records 424 1433 Control of records
Management responsibility 5
Management commitment 5.1 4.1.1 Management commitment
Customer focus 5.2 4.1.4 Management representative
441 Provision of resources
7.1 Business relationship management
Quallity policy 5.3 41.2 Service management policy,
Planning 5.4
Quality objective 54.1 |nil nil
Quallity management system planning |5.4.2 |4.1.1 Management commitment
Resll)onsibility, authority and communi- |5.5
catipn
Responsibility and authority 551 [4.1.3 Authority, Tesponsibility and communig¢ation
Marnagement representative 552 |4.11 Mapagement commitment
4.1.4 Management representative
Intgrnal communication 5.5.3 [4.1.3 Authority, responsibility and communi¢ation
Management review 5.6
Genleral 5.6.1 ~4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.4.3 |Managementreview
Revjew input 5/6.2 |4.5.4.3 |Management review
Revjew output 5.6.3 |4.5.4.3 |Managementreview
Res¢urce management 6
Proyision of resources 6.1 441 Provision of resources
Human resources 6.2
Genleral 6.21 (4.4.2 Human Resources
Conjpetence, traihing and awareness |6.2.2 |4.4.2 Human Resources
Infrastructure 6.3 4.4.1 Provision of resources
Work envirehment 6.4 nil nil
Prodlucrealization 7
Plgnlmng Of productrealization 7.1 51 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
Customer-related processes 7.2
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Table A.1 (continued)
IS0 9001:2008 ISO/IEC 20000-1:2011
Determination of requirements related to |7.2.1 |4.1.4 Management representative
the product 452  |Plan the SMS (Plan)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
vices
6.1 Service level management
7.1 Business relationship management
Review of refjuirements related to the 722 |51 General (Design and transition of new orchanged
product services)
5.2 Plan new or changed service
6.1 Service level management
7.1 Business relationship mandagement
9.2 Change management
Customer communication 7.2.3 |4.1.3 Authority, responsibility and communication
6.1 Service level management
6.2 Service repofting
7.1 Businessd¢elationship management
8.1 Incidént and service request management
Design and flevelopment 7.3
Design and development planning 73.1 |5.2 Plan new or changed services
Design and development inputs 7.3.2 |5.1 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser
vices
Design and development outputs 73.3 |5.1 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser
vices
Design and development review 734 |5.1 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
vices
Design and development verification 73.5 |53 Design and development of new or changed ser-
vices
5.4 Transition of new or changed services
9.3 Release and deployment management
Design and development validation 73.6 |54 Transition of new or changed services
9.3 Release and deployment management
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Table A.1 (continued)

1S0 9001:2008

ISO/IEC 20000-1:2011

Control of design and development changes|7.3.7 |5.1 General (Design and transition of new or changed
services)
9.2 Change management
Purchasing 7.4
Purchasing process 74.1 |5.2 Plan new or changed services
6.1 Service level management
7.2 Supplier management
Pur¢hasing information 7.4.2 |nil nil
Verification of purchased product 74.3 |5.1 General (Design and transition.of new ¢r changed
services)
6.1 Service level management
7.2 Supplier managemeént
Prodluct and service provision 7.5
Control of production and service provi- 7.5.1 [4.5.3 Implement anidoperate the SMS (Do)
sion
Validation of processes for production and |7.5.2 |4.5.2 Plan,the-SMS (Plan)
servfce provision 5.3 Design and development of new or changed ser-
Vices
5.4 Transition of new or changed services
92 Change management
9.3 Release and deployment management
Identtification and tr ili 7.5:8 |5.1 General (Design and transition of new ¢r changed
services)
9.1 Configuration management
9.2 Change management
9.3 Release and deployment management
Cusfomer property 7.5.4 |nil nil
Preservation of product 7.5.5 |5.1 General (Design and transition of new ¢r changed
services)
5.4 Transition of new or changed services
9.1 Configuration management
9.3 Release and deployment management
Control.of monitoring and measuring 7.6 4.5.4.1 |General (Monitor and review the SMS (Check))
equipment 5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
vices
5.4 Transition of new or changed services
6.2 Service reporting
9.3 Release and deployment management

Measurement, analysis and improvement
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Table A.1 (continued)

IS0 9001:2008

ISO/IEC 20000-1:2011

General 8.1 4.5.2 Plan the SMS (Plan)
4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.1 |General (Maintain and improve the SMS (Act))
4.5.5.2 |Management of improvements
6.1 Service level management
6.2 Service reporting
Monitoring gnd m remen 8.2
Customer sptisfaction 8.2.1 |6.2 Service reporting
7.1 Business relationship management
Internal audit 8.2.2 |4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.4.2 |Internal audit
Monitoring and measurement of pro- [8.2.3 |4.5.4.1 |General (Monitor and review the SMS (Check))
cesses 4.5.5.1 |General (Maintain and improve the SMS (Act))
Monitoring dnd measurement of product |8.2.4 |4.5.4.1 |General (Monitorahd review the SMS (Check))
5.4 Transition of new or changed services
6.2 Service peporting
9.3 Release and deployment management
Control of ngnconforming product 8.3 4.5.5.1 |General (Maintain and improve the SMS (Act))
5.4 Transition of new or changed services
8.1 Incident and service request management
8.2 Problem management
9.3 Release and deployment management
Analysis of data 8.4 4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.1 |General (Maintain and improve the SMS (Act))
6.2 Service reporting
7.2 Supplier management
Improvement 8.5
Continual improvement 8.5.1 [4.5.5.1 |General (Maintain and improve the SMS (Act))
4.5.5.2 |Management of improvements
rrective agtion 8.5.2 [4.5.5.1 |General (Maintain and improve the SMS (Act))
4552 |Management of improvements
8.2 Problem management
Preventive action 8.5.3 [4.5.5.1 |General (Maintain and improve the SMS (Act))
4.5.5.2 |Management of improvements
8.2 Problem management
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Annex B
(informative)

ISO/IEC TR 90006:2013(E)

Comparison of requirements between ISO/IEC 20000-1:2011 and

TablgB-tshowsahighrtevetcomparisomrof 1SOAEC20000-12011+to 156090612608

IS0 9001:2008

Clauses where there is a similarity of most of the requirements between ISOC9001:2008 and
ISO/AIEC 20000-1:2011 are in bold in Table B.1. A closely related clause means that.the majority of the
requirements of ISO 9001 and ISO/IEC 20000-1 are similar. For example, Clause 5:3-6f ISO 9p01, quality
poligy, is closely related to Clause 4.1.2 of ISO/IEC 20000-1, service managementypbolicy, becafise they are

almgst the same wording.

Clauses where there is similarity of only some of the requirements“between ISO 900[1:2008 and
ISOAIEC 20000-1:2011 are in underlined italics in Table B.1. A partially)related clause means that only
a minority of the requirements of ISO 9001 and ISO/IEC 20000-1 are-Similar. For example, {lause 8.2.1
of I$0 9001, customer satisfaction, is partially related to Clause 7.2 of ISO/IEC 2000011, business

relationship management, because it only relates to the last of Zparagraphs of this process.

Claulses where there is no similarity between ISO 90012008 and ISO/IEC 20000-1:2011 are shown in
norrpal text in Table B.1 with ‘nil’ in the related columfs,

T4ble B.1 — Comparison of requirements hetween ISO/IEC 20000-1:2011 and ISO 9001:2008

ISO/IEC 20000-1:2011

1S09001:2008

Scope 1 1 Scope

Gendral 1.1 11 General (Scope)

Applfcation i 1.2 Application

Normative references 2 2 Normative references

Tern}s and definitions 3 3 Terms and definitions

Servjce management system general 4

requlirements

Manpgement responsibility 41

Management comniitment 411 4.1 General requirements
5.1 Management commitment
5.4.2 Quality management system planning
5.5.2 Management representative

Service management policy 41.2 5.3 Quality policy

Authority, responsibility and com- 4.1.3 5.5.1 Responsibility and authority

munication 5.5.3 Internal communication
7.2.3 Customer communication

Management representative 414 5.2 Customer focus
5.5.2 Management representative
7.2.1 Determination of requirements related to product

Governance of processes operated by 4.2 41 General requirements

other parties

Documentation management 4.3

© ISO/IEC 2013 - All rights reserved
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Table B.1 (continued)

ISO/IEC 20000-1:2011 1S0 9001:2008
Establish and maintain documents 4.3.1 421 General (Documentation requirements)
Control of documents 4.3.2 4.2.3 Control of documents
Control of records 4.3.3 4.2.4 Control of records
Resource management 4.4
Provision of resources 4.4.1 4.1 General requirements
5.2 Customer focus
6.1 Provision of resources
6.3 Infrastructure
Human Resdurces 4.4.2 6.2.1 General (Human resources)
6.2.2 Competence, training and awareness
Establish and improve the SMS 4.5
Defin 4.5.1 4.2.2 Quality manual
Plan the SMS {Plan) 4.5.2 41 General requirements
4.2.2 Quality manual
7.2.1 Determination of requirements related to product
7.5.2 Validation of proeesses for production and service provjsion
8.1 General (Measurement, analysis and improvement)
Implement and operate the SMS (Do) 4.5.3 4.1 General reéquirements
7.5.1 Control or production and service provision
Monitor and neview the SMS (Check) 4.5.4
General 4541 |41 General requirements
5.6.1 General (Management review)
7.6 Control of monitoring and measurement equipment
8.1 General (Measurement, analysis and improvement)
8.2.2 Internal audit
8.2.3 Monitoring and measurement of processes
8.2.4 Monitoring and measuring of product
8.4 Analysis of data
Internal audjit 4542 |8.2.2 Internal audit
Management review 4543 |5.6.1 General (Management review)
5.6.2 Review input
5.6.3 Review output
Maintain andlimprove the SMS (Act) 455
General 4551 |81 General (Measurement, analysis and improvement)
8.2.3 Monitoring and measurement of processes
8.3 Control of nonconforming product
8.4 Analysis of data
8.5.1 Continual improvement
8.5.2 Corrective action
8.5.3 Preventive action
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