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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

Information technology (IT) services are increasingly used to perform a wide variety of business and
personal functions. IT service quality reflects how well an IT service conforms to its given design or
how it compares to competitors in the marketplace.

Specification and evaluation of the quality of an IT service is critical for the IT services to meet the
stakeholders’ goals and objectives and this can be achieved by comprehensively defining the quality
characteristics associated with the stakeholders' goals and objectives for the IT services.
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ties and information, and can be orchestrated using an IT service provision, Sy
bonents interact with each other to support the service as a whole. Existing saftwa

measured by using an IT service quality model and quality measures that take account
bonents interacting.

ices that makes use of IT systems as tools to provide value to an_individual user or a

ity models are not suitable to measure quality of IT service. IT service quality should

document provides quality models to support the specification and, évaluation of the ¢

technology,
ttem; these
re and data
be defined
bf these five

juality of IT
business by

faciljtating results the user or business wants to achieve.
The jquality models in this document include both objective measures of service quality and measures
of thie users' perceptions of quality. That is, the IT service quality is using objective measur¢ment as far
as ppssible to qualify the service characteristics, and other:methods (such as assessment) fan be used
to cqllect objective evidence and qualify intangible featutesor characteristics of the IT service.
This| document is a part of the Quality Model Divigion (ISO/IEC 2501n) of the SQuaRE|series. The
IT s¢rvice quality models defined in this document are intended to be used in conjunctipn with the
other SQuaRE series International Standards,“which are represented in Figure 1 (adppted from
ISO/[EC 25000).
N
Quality model
division
2501n
reqiirements | Quality management Quality
C division division evaluation
&. 2503n 2500n division
N 2504n
Quality measurement
division
2502n
Extension division 25050 - 25099
Figure 1 — Organization of SQuaRE series of International Standards

The divisions within the SQuaRE series are as follows.

— ISO/IEC 2500n — Quality Management Division. The International Standards that form
this division define all common models, terms and definitions further referred to by all other
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International Standards from the SQuaRE series. The division also provides requirements and
guidance for a supporting function that is responsible for a supporting function which is responsible
for the management of the requirements, specifications and evaluations of software products and
service quality.

ISO/IEC 2501n — Quality Model Division. The International Standards or Technical Specifications
that form this division present detailed quality models for software, data and service. Furthermore,
in the software and IT service quality model, the internal and external quality characteristics are
decomposed into sub-characteristics. Practical guidance on the use of the quality models is also
provided.

ISO/IEE2 Attty Measurement DivistonTie Mternationat Standards that foryT
divisio include a software productand service quality measurementreference model, mathemaltical
definitions of quality measures, and practical guidance for their application. Presented‘measures
apply tp internal software quality, external software quality, data quality, service ‘quality|and
quality[in use. Quality Measure Elements forming foundations for the latter measures are deflined
and prgsented.

ISO/IEC 2503n — Quality Requirements Division. The International Standard that forms|this
division helps to specify quality requirements. These quality requirements can be used in the
procesg of quality requirements elicitation for a software product to be-developed or as input for
an evalpation process and also used in the process of quality requirements elicitation for a segvice
to be provided. The requirements definition process is mapped to-technical processes defingd in
ISO/IE( 15288.

ISO/IEC 2504n — Quality Evaluation Division. The Iaternational Standards that form|this
division provide requirements, recommendations and guidelines for software product and segvice
evaluatfion, whether performed by evaluators, acquirers/customers or developers/providers, The
supporf for documenting a measure as an Evaluation’Module is also presented.

ISO/IEC 25050 to ISO/IEC 25099 are reservéd for SQuaRE extension International Standards,
Techniqal Specifications, Publicly Available Specifications (PAS) and/or Technical Reports.
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Information technology — Systems and software Quality
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quirements and Evaluation (SQuaRE) — Service
ality models

1 Scope

This| document is applicable to IT services that support the needs of an individual user’er|a business.

IT s¢rvices can be delivered personally or remotely by people, or by an IT application that gould be in a

loca] or remote location (see Annex A).

Thege include two types of IT services:

a) pervices completely automated provided by an IT system;

b) Fpervices provided by a human using an IT system.

This|document describes the use of two quality models for IT services.

a) [Chis document defines an IT service quality model compesed of eight characteristics (which are
further subdivided into sub-characteristics) that relate to properties of the IT servife made up
from a combination of elements including people, pracesses, technology, facilities and information.

b) [[his document describes how the quality in use'tnodel in ISO/IEC 25010 which is composed of five
Characteristics (some of them are further subdivided into sub-characteristics) can b¢ applied to
the outcome when an IT service is used in a*particular context of use. This model is applicable to
the complete service provision system:Composed of people, processes, technology, facilities and
nformation.

The [characteristics and sub-characteristics provide consistent terminologies and cherk lists for

spedifying, measuring and evaluating IT service quality.

The pse of the IT service quality-models can help:

— [T service providersito identify service quality requirements, and evaluate and improve the quality
bf the service provided;

— fustomers tospecify their requirements for the quality of service, define the acceptancg criteria for
service, and ‘evaluate the quality of an IT service; and

— pthirdpafrty to evaluate the quality of an IT service.

2 Normativereferenees

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

ISO/IEC 25010, Systems and software engineering — Systems and software Quality Requirements and
Evaluation (SQuaRE) — System and software quality models

ISO/IEC 25012, Software engineering — Software product Quality Requirements and Evaluation
(SQuaRE) — Data quality model

© ISO/IEC 2017 - All rights reserved
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3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO/IEC 25010, ISO/IEC 25012
and the following apply.

ISO and IEC maintain terminological databases for use in standardization at the following addresses:

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

— ISO Online browsing platform: available at http://www.iso.or

3.1 Qualftyimuse modet

The characteristics and their related sub-characteristics are listed in Table 1.

Table 1 — Quality in use characteristics and subcharacteristics

Effectiveness Freedom from risk
Efficiency Economic risk mitigation
Satisfaction Health and safety,risk mitigation
Usefulness Environmental risk mitigation
Trust Context coverage
Pleasure Context completeness
Comfort Flexibility

These qualjty in use characteristics and sub-characteristics are defined in ISO/IEC 25010 and the
specific defnitions are provided in Annex D.

When this podel is applied to an IT service:

a) contexy completeness includes SLA coverage:‘the degree to which an IT service can be used with
effectivieness, efficiency, freedom from risk'and satisfaction in the context specified by the SLA

b) health jand safety risk mitigation_ineludes mitigation of risks to security, confidentiality|and
privacyt

3.2 IT service quality model

The characteristics and theirrelated sub-characteristics are listed in Table 2.

Table'2— IT service quality characteristics and subcharacteristics

Sulitability IT service reliability
Completeness Continuity
Correctness I'T"service recoverability
Appropriateness Availability
Consistency Tangibility
Usability Visibility
Appropriateness recognizability Professionalism
Learnability IT service interface appearance
Operability Responsiveness
User error protection Timeliness
Accessibility Reactiveness
Courtesy IT service adaptability
Security Customizability

2 © ISO/IEC 2017 - All rights reserved
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Table 2 (continued)

Confidentiality

Integrity

Traceability
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3.2.
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xt of use

ice” and “provides functions” has been deleted.]

ser (3.3.4)

rate data

ee to which an IT service)(3.3.2) can be used by specified users (3.3.4) to achieve spe

Initiative

IT service maintainability

Analysability

Modifiability

Testability

RCE: ISO/IEC 25010:2011, 4.2.1, modified — “a product or system” has been-replace

effectiveness, efficiency and satisfaction in a specified context of use

RCE: ISO/IEC 25010:2011, 4.2.4, modified — “a product or system” has been replace

ice”.

.1
ropriateness recognizability

ee t0 which users (3.3.4) can recognize whether an IT service (3.3.2) is appropriate for 4
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d by “an IT

pecified by

esults with

) needs

cified goals

d by “an IT

heir needs
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(3.2.1.3) of the service from initial impressions of these services and/or any associated documentation.

Note 2 to entry: The details of the service could be explained to potential means such as documentation,
presentation or promotional materials.

[SOURCE: ISO/IEC 25010:2011, 4.2.4.1, modified — “a product or system” has been replaced by “an IT

Serv

ice”.

3.2.2.2

learnability
degree to which an IT service (3.3.2) can be learned by users (3.3.4) to achieve a specified level of
effectiveness, efficiency, freedom from risk and satisfaction within a specified amount of time and
context of use
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3.2.2.3

operability
degree to which an IT service (3.3.2) has attributes that make it easy to operate and control

[SOURCE: ISO/IEC 25010:2011, 4.2.4.2, modified — “a product or system” has been replaced by “an IT

service”.]

3.2.24
user error

protection

degree to which an IT service (3.3.2) protects users (3.3.4) against making errors

3.2.2.5

accessibilvijy

degree to which an IT service (3.3.2) can be used by people with the widest range of characteristicq and
capabilities|to achieve a specified goal in a specified context of use

Note 1 to enfry: The range of capabilities includes disabilities such as those associated with age, sight, hearing
and physical|mobility.

Note 2 to enjtry: Accessibility for people with disabilities can be specified or meastired either as the ektent
to which an|IT service can be used by users (3.3.4) with specified disabilities to @chieve specified goals|with
effectivenesy, efficiency, freedom from risk and satisfaction in a specified contekt of use, or by the presence of
product proferties that support accessibility.

[SOURCE: I$0O/IEC 25010:2011, 4.2.4.6, modified — “a product or systém” has been replaced by “gn IT
service”.]

3.2.2.6

courtesy

degree to wihich the IT service (3.3.2) is provided in a polite, respectful and friendly way

3.2.3

security

degree to which an IT service (3.3.2) protects both user’s (3.3.4) assets and access to their informgtion
so that useifs have the degree of information access appropriate to their levels of authorization

3.2.31

confidentiglity

degree to Wwhich an IT service (3.3:2) ensures that data are accessible only to those authorizdd to
have accesg

[SOURCE: I$0O/IEC 25010:2017, 4.2.6.1, modified — “a product or system” has been replaced by “gn IT
service”.]

3.2.3.2

integrity

degree to which-an IT service (3.3.2) prevents unauthorized access to or modification of data whether
accidently drintentionally

[SOURCE: ISO/IEC 25010:2011, 4.2.6.2, modified —“a system, product or component” has been replaced

by “IT servi
3.2.3.3

ce” and “whether accidently or intentionally” has been added.]

traceability
degree to which the IT service (3.3.2) outcomes can be traced to or from the user (3.3.4) needs

EXAMPLE 1

EXAMPLE 2

The customer (3.3.3) of the online-order room wants to know the progress about the reservation.
In this situation, it expresses “from the customer’s needs”.

The hotel wants to know the progress of payment about the reservation of the customer. In this
situation, it expresses “to the customer’s needs”.

© ISO/IEC 2017 - All rights reserved
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3.2.4
IT service reliability
degree to which an IT service (3.3.2) provides consistent and stable IT service outcomes

3.2.41

continuity

degree to which the IT service (3.3.2) is provided under all foreseeable circumstances, including
mitigating the risks resulting from interruption to an acceptable level

3.2.4.2

(3.3.2) and

degilee to which an IT service (3.3.2) is available to users (3.3.4) when needed

3.2.%
tangibility
degiee to which the tangible aspects of the IT service (3.3.2) effectively communicate gnd support
the §ervice

Note|1 to entry: Tangibility aspects typically include website and explanatory material, personnel ithage, service
ies, service processes, service tools and service deliverables;.etc.

degiee to which users (3.3.4) have insight into the ¢apabilities of the IT service (3.3.2), how they will be

degiee to which the content of the IT.service (3.3.2) is based on appropriate education, skill, expertise

Note|1 to entry: Professionalismr.¢an be communicated to the potential users as part of tangibility [3.2.5) but is

IT service interface@appearance
degilee to which the-interface of the service has an appearance or other physical propertjies that are
pleaping and satisfying for the user (3.3.4)

3.2.
responsiveness
degileé£o which an IT service (3.3.2) responds and provides outcomes in a prompt and timely way

3.2.6.1
timeliness
degree to which an IT service (3.3.2) delivers outcomes within time limits

Note 1 to entry: In some cases, service timeliness is affected by a combination of multiple services provided by
different service providers (3.3.7). For example, online shopping service is expected to provide not only timely
retrieval of newly added products on sale, but also timely delivery to the user (3.3.4) by the parcel-delivery
service provider.

© ISO/IEC 2017 - All rights reserved 5
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3.2.6.2

reactiveness
degree to which the IT service (3.3.2) promptly responds to user (3.3.4) requests

Note 1 to entry: The extent to provide emergency services is also addressed in this quality sub-characteristic. For
example, an emergency rescue request from a patient is expected to be immediately accepted and appropriately
treated through a medical IT service in a hospital.

3.2.7

IT service adaptability
degree to which an IT service (3.3.2) can configure itself or be modified to meet new needs

3.2.71

customizability

degree to w

3.2.7.2
initiative
degree to W
meet users’

3.2.8

IT service
degree of e
provider (3.

3.2.8.1

analysabilj
degree of ef
gaps and fa

3.2.8.2

modifiabil
degree to v
defects or d

[SOURCE: If
service”.]

3.2.8.3

testability
degree of ef
and tests cg

[SOURCE: I
by “an IT se

hich the IT service (3.3.2) can be customized at the request of users (3.3.4)

Fhich the IT service (3.3.2) recognizes users’ (3.3.4) goals and service.-suggests chang
needs

maintainability
[fectiveness and efficiency with which the IT service (3.3£2) Can be modified by the se
B.7)

ty
fectiveness and efficiency with which an IT service (3.3.2) can be analysed for deficien
lures

ty
hich an IT service (3.3.2) can beieffectively and efficiently modified without intrody
egrading existing IT service quality (3.3.10)

b0/1EC 25010:2011, 4.2.7.4(modified — “a product or system” has been replaced by “g

fectiveness and-efficiency with which test criteria can be established for an IT service (3]
n be perforimed to determine whether those criteria have been met

O/IEC25010:2011, 4.2.7.5, modified — “a system, product or component” has been repl
rvice”

S to

rvice

cies,

cing

nlIT

3.2)

aced

3.3 General

3.31
service

means of delivering value for the user (3.3.4) by facilitating results the user wants to achieve

[SOURCE: ISO/IEC 20000-1:2011 modified — “customer” has been changed to “user”.]

Note 1 to entry: Service is generally intangible.

Note 2 to entry: A service can also be delivered to the service provider (3.3.7) by another supplier, which may be

an internal g

roup or a user acting as a supplier.
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3.3.2

information technology service

IT service

service that makes use of IT systems (3.3.5) as tools to provide value to an individual user (3.3.4) or a
business by facilitating results the user or business wants to achieve

Note 1 to entry: IT services can be delivered remotely by people, or by an IT application that could be in a local or
remote location.

3.3.3
customer

. L. L, r . L. R . . .
OrgalllLdLlUll Ol pdI't UL dIT U 'gdIIZ4dULIUIN LIIdUTTLCIVES d STLVILC UL STIVILES

Note|1 to entry: A customer can be an indirect user (3.3.4).
[SOYRCE: ISO/IEC 20000-1:2011, 3.7, modified — Note 1 to entry has been added,]

3.34
usel
perspn or an organization that uses an IT service (3.3.2)

3.3.5
information technology system
IT system

set df one or more computers, associated software, periphetals, terminals, human operations, physical
prodesses, information transfer means, that form ap autonomous whole, capable of [performing
information processing and/or information transfer

[SOYRCE: ISO/IEC 14662:2010, 3.13]

3.3.6
seryice provision system
system to provide IT service (3.3.2) to users (3.3.4), including people, processes, technology, facilities
and jnformation

3.3.7
seryice provider
orgdnization or part of an~organization that manages and delivers a service or servlices to the
custpmer (3.3.3)

Note|1 to entry: A custdmer can be internal or external to the service provider’s organization.
[SOURCE: ISO/IEC:20000-1:2011, 3.32]

3.3.8
seryice level agreement
SLA
documented agreement between the service provider (3.3.7) and user (3.3.4) that identifies dervices and
service targets

Note 1 to entry: A SLA can also be established between the service provider and a supplier or an internal group
acting as a supplier.

Note 2 to entry: A SLA can be included in a contract or another type of documented agreement.
[SOURCE: ISO/IEC 20000-1:2011, 3.29]

3.39
SLA compliance
degree to which the service complies with the SLA (3.3.8) requirements

© ISO/IEC 2017 - All rights reserved 7
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3.3.10

IT service quality
degree to which an IT service (3.3.2) satisfies stated and implied needs when used under specified

conditions

[SOURCE: ISO/IEC 25010:2011, 4.3.13, modified — “a software product” has been replaced by “an IT

service”.]

3.3.11

quality model
defined set of characteristics, and of relationships between them, which provides a framework for

specifying
[SOURCE: I§

4 Confo

Any quality]
shall either

a) usethe

b) tailort
tailoreq

5 Qualit

5.1 Over

Uality TequiTements and evaluating quatity

O/IEC 25000:2014, 4.27]

rmance

quality models defined in 5.1.2 and 5.1.3, or

ne quality model giving the rationale for any changes and:provide a mapping betweer]
| model and the standard model.

y models framework

view

5.1.1 General

There are four quality models in the SQuaRE series:

a)
b) the pro
c)
d) thedat

theIT s

These mode

the quallity in use model in ISO/IEC:25010 that can be applied to products, systems and service

duct quality model in ISQ/IEC 25010;
ervice quality modeldefined in this document; and
h quality modelin ISO/IEC 25012.

Is providédset of quality characteristics and sub-characteristics, as well as their definit

The relatiopship ameng different quality models from SQuaRE series is shown in Figure 2.

requirement, quality specification, or evaluation of quality that conferms to this document

1 the

ons.
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Annegx C shows the comparison among IT ser¥ice quality models and other quality models.

5.1.2

The

Figure 2 — Relationship among different quality models from SQuaRE serie

quality in use model in ISOMEC 25010 shown in Figure 3 and Table 1 describes
charfacteristics which can be used to specify and measure the degree to which a service
by specific user(s) to meet(their needs to achieve specific goals in specific context of u
charjacteristics are related to the extent to which the users’ goals are achieved with ef
efficiency, satisfaction,freedom from risk, and context coverage.

Applying the quality in use model to IT services
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Figure 3 — Quality in use model

in use of a service is the degree to which a service can be used by specific users to 1
to achieve specific goals for intended IT seryice outcomes with agreed level of effectivel
atisfaction, freedom from risk and context,coverage. It can be used to assess the exte
brvice outcomes meet the user’s intended goals.

ach characteristic can be assigned to different activities of the stakeholders. The quali
eristic and sub-characteristicsare listed in 3.1.

ervice quality model

ice quality is the degree to which the properties of an IT service can satisfy stated
ds for the IT service when used under specified conditions.

ce quality medel shown in Figure 4 and Table 2 categorizes IT service quality properties
cteristicsiSuitability, usability, security, IT service reliability, tangibility, responsive
adaptability and IT service maintainability. The definitions and explanations of
Fics and their sub-characteristics are given in 3.2.

neet
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IT Service Quality

IT service IT service IT service
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y y y reliability gibllity P adaptability || maintainability
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Appyopriateness User error T bili recoverability nterf Reactiveness Initiative Testabilit
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Cdnsistency p e Availability B
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Figure 4 — IT service quality model

5.2 | Scope of the quality models
The [IT service quality model focuses on the quality propetties of IT service itself provided by service
proyision system, and the quality in use model in ISO/YEC 25010 focuses on the extent tp which the
servjice quality satisfies the goals of the user in the/particular context of use. Figure 5 illiistrates the
scople of each quality model and the related entities.
(Quality models
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27 1%
\¢ ¢::x: ‘*;’0.
e
\o ‘ﬂ::::‘ “‘“ "0‘
3 o"‘,:" ““ ‘e
- * Y . L g
Cpntext of use of Seryice PSR 0 s O
. AR A “‘- C e
A\ ;"",“' %I User with
IT Service ‘\‘x 1 ggals
Jervice Provision System “‘ \‘
Peaple Processes Technology Facilities Information Othé‘l“s:akeholders
.
.

Usage
Environment

Key

©

&= what is measured by the model
some of the factors that influence service quality in use

some of the factors that influence service quality

dquummg@

<

-9

Figure 5 — Scope of the quality models
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IT service has its own provision system which consists of people, processes, technology, facilities and
information which are described in Reference [7].

Figure 5 also shows the service quality from the perspectives of different stakeholders. This means the
quality models provide a framework for collecting the needs of service stakeholders. The stakeholders

include:

a) user with goals: person who uses the IT service provided by IT system and/or by the person or
people who delivers the IT service, in order to achieve intended goals;

b) other stakeholders:

— Seg

EXAMP
security

— in
wh|

EXAMP

— oth
EXAMP

5.3 Appl

The quality]
establishing
characteris
treatment

that will b
characteris
when speci

The need fag
system, but

ondary user: person who provides support to sustain service through the IT system;

LE 1 Content provider, general service manager, service system manager/administi
manager, maintainer, analyser or installer.

irect user: person who receives output, but does not interact with the ['Ksystem or pe
deliveries service;

LE 2 Users who receive services.
er interested parties: relevant to the service other than the users:

LE 3 Service providers, the third party service providerSystuppliers and users.

ying the quality models to IT services

in use model and IT service quality model are‘useful for specifying service requirem
y quality measures, and performing quality, evaluations (see Annex B). The defined qu
fics and sub-characteristics can be used as a checklist for ensuring a compreher
f quality requirements, thus assisting:xin“estimating the consequent effort and actiy
e needed in the course of IT service\design, transition, delivery and improvement.
Fics in quality in use model and IT@ervice quality model are intended to be used as
fying or evaluating IT service quality.

r compliance with standards-or regulations can be identified as part of requirements
these are outside the scope-of the service quality models.

ator,

rson

bnts,
ality
ISive
ities
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for a
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Context of using the model and different IT service types

Context of using the model

ultimate goal of IT service quality model is to enable the service provider to provideIT's
[ the requirements of users and provide user satisfaction. The context of using thie'mod

cervice providers decide whether to release an IT service;
Kervice providers compare with a competing IT service;
service providers decide when to upgrade an IT service;
lisers select one of the competing IT services;

lisers decide whether to accept an IT service;

isers evaluate the quality of an IT service; and

third parties evaluate the quality of an IT service;
IT service types

ice type should be firstly determinedto tailor quality model for evaluating IT service. T
wing different IT service types.

Services completely automated provided by an IT system. Depending on the intelligen
nternet businesses, some>services (e.g. check-in, ATM, user support, reservation, tal
btc.) can be completely automated. Person-to-person interactions are mostly replaced by
T interactions. Person-to-person interactions only occur when self-service fails. The ¢
cystem plays thempst important role in shaping user experience of overall service qual

Services pravided by a human using an IT system. The IT service is the main channel
but the human-delivered services for users, such as call centre, online live chat, tele-m
The quality of the channel itself plays an important role in shaping user experience of ov¢
quality. The quality of service interactions between human service agent and users is alsqg
Hawever, the “tangible” dimension might lose its importance in measuring service qud

ervices that
b] includes:

Fequirements of service quality evaludtion are different in different service types and therefore the

here are the

e of IT and
ting orders,
 person-to-
uality of IT
ity.

that carries
cdicine, etc.
brall service
important.
lity. This is

ders in those

ccororo T

scenarios unless IT-mediated service channel fails.

There are different types of services provided by a human using an IT system:

a)

b)

services provided by a human in front-office using an IT system, such as a travel information desk
or bank clerk (the final user is indirect, passive and does not interact with the IT system);

services provided by a human in back-office using an IT system (the final user is active a
in front-end with IT system); and

services provided by a human in back-office supporting IT systems, such as cons

nd operates

ultancy for

technical services for supporting IT systems (the user is a secondary user and provides support to
sustain service through the IT system, the final user is indirect user, passive and generally internal

to the organization).
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Annex B
(informative)

IT service quality life cycle

The IT service quality life cycle model (Figure B.1) addresses quality in three principal phases of the IT
service life cycle:

— the IT $ervice under design and deployment phase is the subject of internal measures of\sefvice
quality

— the IT dervice under delivery phase is the subject of external measures of service quality; and

— the IT dervice in use phase is the subject of quality in use.

IT Service Quality in Use
Needs

IT Service
Quality in Use

IT Servig ity I i i
ervige Quality In m . IT Serv1ce.Qua11ty Validation
Use Model in Use Requirements

IT Seryice Quality
Model

IT Service Quality
Requirements

Verification

IT i li
Validation Service Quality

Product/Data , ‘Quality Lifecycle (25010, 25012)

\

Implementation

Figure B.1 — IT service quality life cycle model

The IT serviicequality life cycle model also indicates that achieving acceptable levels of guality shiould

be an integral part of the development process for each type of quality including requirements,
implementation and validation of the results.

Requirements for quality in use of IT service specify the required levels of quality from the users’
point of view. These requirements are derived from the needs of users and other stakeholders (such
as owners). Quality in use requirements are used as the target for validation of the IT service by the
user. Requirements for quality in use characteristics should be stated in the quality requirements
specification using criteria for quality in use measures that are used when a product is evaluated.

NOTE1 IT service quality in use requirements contribute to identifying and to defining IT service quality
requirements.

NOTE 2 Requirements for IT service measures of quality contribute to identifying and to defining
requirements for quality requirements of IT service provision, like system/software product.

14 © ISO/IEC 2017 - All rights reserved
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NOTE 3 IT service quality evaluation can be used to predict IT service quality in use. Quality of IT service
provision also can be used to predict IT service.

To provide IT services, IT service quality depends on IT system/product and data qualities.
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Annex C

(informative)

Comparison with the quality models in ISO/IEC 25010 and ISO/

IEC 25012
Clause IS(_)/IEC/T_S 25011 Clause ISO/IEC 2.5010 Clause ISO/IEC.ZSO 2
bervice quality models Product quality model Data quality. model
321 Suitability 4.2.1 Functional suitability
3211 Completeness 4211 Functional completeness |[5.3.1.2 Cempletenesp
3.2.1.2 Correctness 4.2.1.2 Functional correctness 5.3.11 Accuracy
3.2.1.3 Appropriateness 4.2.1.3 Functional appropriateness
3.21.4 Consistency
5.32.2 Compliance
3.2.2 Usability 4.2.4 Usability
220 | | Moo e | Ao
3.2.2.2 Learnability 4.2.4.2 Learnability
3.2.2.3 Operability 4.2.4.3 Operability
3.2.2.4 User error protection 4.2.4.4 User error protection
3.2.2.5 Accessibility 4.2.4.6 Accessibility 5.3.2.1 Accessibility
3.2.2.6 Courtesy
3.2.3 Security 4.2.6 Security
3.2.31 Confidentiality 4.2.6.1 Confidentiality 5.3.2.3 Confidentiality
3.2.3.2 Integrity 4.2.62 Integrity
3.2.3.3 Traceability 4.2.6.4 Accountability 5.3.2.6 Traceability]
4.2.6.3 Non-repudiation
4.2.6.5 Authenticity
3.2.4 IT service reliability 4.2.5 Reliability
3.2.4.1 Continuity
2.4.2 T service recoverability [4.2.5.4 Recoverability 5.3.3.3 Recoverabilitly
3.24.3 Availability 4.2.5.2 Availability 5.3.3.1 Availability
5.3.1.3 Consistency
4.2.5.1 Maturity
4.2.5.3 Fault tolerance
3.2.5 Tangibility
3.2.5.1 Visibility
3.2.5.2 Professionalism
3.2.5.3 IT Szg‘ggzlj:rtligface 4.2.4.5 User interface aesthetics
3.2.6 Responsiveness 4.2.2 Performance efficiency
2.6.1 Timeliness 4.2.2.1 Time behaviour
3.2.6.2 Reactiveness
4.2.2.2 Resource utilization
16 © ISO/IEC 2017 - All rights reserved
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