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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrot

echnical

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 t
committees established by the respective organization to deal with particular fields of t
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other inter

echnical
echnical
national

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 TEC have established a joint technical co

mittee,

p—

50/1EC JTC 1.

The procedures used to develop this document and those intended for its further mainten
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria ne
the different types of document should be noted. This document was drafted in-ac¢ordance
gditorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this documient may be the
df patent rights. ISO and IEC shall not be held responsible for identifying any or all sucl
rights. Details of any patent rights identified during the development\of the document will |
Ihtroduction and/or on the ISO list of patent declarations received (see-www.iso.org/patents).

Any trade name used in this document is information given forcthe convenience of users and
donstitute an endorsement.

Hor an explanation on the voluntary nature of standards, the meaning of ISO specific te
gxpressions related to conformity assessment, as well*as information about ISO's adhereng
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see the f
URL: www.iso.org/iso/foreword.html.

This document was prepared by ISO/IEC JT@1, Information technology, SC 40, IT Service Man
and IT Governance.

This third edition cancels and replades the second edition (ISO/IEC 20000-1:2011) which
echnically revised.

—

The main changes compared to the previous edition are as follows.

d) Restructured into the high level structure used for all management system standards (fro1
SL of the Consolidated ISO Supplement to the ISO/IEC Directives Part 1). This has introdul
common requirements for context of the organization, planning to achieve objectives and a
address risksahd opportunities. There are some common requirements that have updated
requirements, for example, documented information, resources, competence and awarene

commeditisation of services, the management of multiple suppliers by an internal or
sepvice integrator and the need to determine value of services for customers.

h\nce are
bded for
with the

subject
h patent
e in the

Hoes not

'ms and
e to the
bllowing

ngement

as been

mn Annex
ced new
ctions to
brevious
S.

H) Taken~into account the growing trends in service management including topics such as the

external

edom of

Removed some of the detail to concentrate on what to do and allow organizations the fr
how to meet the requirements.

d) Included new features such as the addition of requirements about knowledge and planning the

services.

e) Separated out clauses that were previously combined for incident management, service

request

management, service continuity management, service availability management, service level
management, service catalogue management, capacity management, demand management.

f) Renamed “Governance of processes operated by other parties” to “Control of parties involved in the

service lifecycle” and updated the requirements to include services and service component
as processes. Clarified that the organization cannot demonstrate conformity to the requi
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g)

h)

j)

Alist of pll parts in_ the-ISO/IEC 20000 series can be found on the ISO website.

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

Vi

specified in this document if other parties are used to provide or operate all services, service
components or processes within the scope of the service management system (SMS).

Separated Clause 3 (Terms and definitions) into sub-clauses for management system terms and
service management terms. There are many changes to definitions. The key changes include:

»n o«

1) some new terms have been added for Annex SL, e.g. “objective”, “policy”, and some have been

added specifically for service management, e.g. “asset”, “user”;

2) the term “service provider” has been replaced by “organization” to fit with the Annex SL
common texg,

[72)

3) [the term “internal group” has been replaced by “internal supplier” and the term “suppliéry’ ha
been replaced by “external supplier”;

4) |the definition of “information security” has been aligned with ISO/IEC 27000« Subsequentlig
the term “availability” has been replaced by “service availability” to differentiate from t
term “availability” which is now used in the revised definition of “informatioh'security”.

Minjmised the required documented information leaving only key documénts such as the servide
maragement plan. Other documented information changes include:

1) [removed requirement for documented capacity plan and replaced with requirement to plap
capacity;

2) |removed requirement for documented availability plan“anhd replaced with requirement t
document service availability requirements and targets;

o

3) |removed requirement for a configuration management database and replaced with
requirements for configuration information;

4) |removed requirement for a release policy.and replaced with a requirement to define release
types and frequency;

[=}

5) [removed requirement for a continualimprovement policy and replaced with a requirement t
determine evaluation criteria for'@pportunities for improvement.

=}

Updated and renumbered Figures 2 and 3 to Figures 1 and 2. Removed Figure 1 and references t
Planj-Do-Check-Act as this is notspecifically used in Annex SL because many improvement method
can[be used with manageméntSystem standards.

[72)

Moved detailed reporting-requirements from the service reporting clause into the clauses where
the reports are likely:to be produced.

=
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Introduction

018(E)

This document has been prepared to specify requirements for establishing, implementing, maintaining
and continually improving a service management system (SMS). An SMS supports the management of
the service lifecycle, including the planning, design, transition, delivery and improvement of services,
which meet agreed requirements and deliver value for customers, users and the organization delivering

the services.

The adoption of an SMS is a strategic decision for an organization and is influenced by the organization’s

nd resilient services.

plies to the SMS and the services.

e used to support the SMS.

bjectives, the governing body, other parties involved in the service lifecycle and the need for ¢ffective

plementation and operation of an SMS provides ongoing visibility, control of servieés‘and cpntinual
provement, leading to greater effectiveness and efficiency. Improvement for sexvice manpgement

his document is intentionally independent of specific guidance. The organization can use a compination
f generally accepted frameworks and its own experience. The requirements’specified in this dpcument
lign with commonly used improvement methodologies. Appropriate toolsfor service managerent can

IBO/IEC 20000-2 provides guidance on the application of serwice management systems including
amples of how to meet the requirements specified in this document. ISO/IEC 20000-10 provides
ihformation on all of the parts of the ISO/IEC 20000 series;.benefits, misperceptions and other related

sfandards. ISO/IEC 20000-10 lists the terms and definitiens included in this document in addlition to

terms not used in this document but used in other partsyof the ISO/IEC 20000 series.

he clause structure (i.e. clause sequence), terms¢r’3.1 and many of the requirements are tak
nnex SL of the Consolidated ISO Supplement to the ISO/IEC Directives Part 1, known as the
igh level structure (HLS) for management’system standards. The adoption of the HLS en
rganization to align or integrate multiple management system standards. For example,
n be integrated with a quality management system based on ISO 9001 or an information
anagement system based on ISO/IEE:27001.

igure 1 illustrates an SMS showing the clause content of this document. It does not rep
structural hierarchy, sequendée or authority levels. There is no requirement in this documer
sftructure to be applied to an organization’s SMS. There is no requirement for the terms usg
rganization to be replac¢ed by the terms used in this document. Organizations can choose to u
that suit their operations.

he structure ofclauses is intended to provide a coherent presentation of requirements, rat

oose howgto.combine the requirements into processes. The relationship between each org
nd its customers, users and other interested parties influences how the processes are implg
owever; an SMS as designed by an organization, cannot exclude any of the requirements spe
thislocument.

en from
Common
hbles an
an SMS
security

resent a
It for its
td by an
se terms

her than

model for decumenting an organization’s policies, objectives and processes. Each organiz:ltion can

nization
mented.
cified in
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Customers
(Internal &
External)

N

SERVICE MANAGEMENT SYSTEM (SMS)

CONTEXT OF THE ORGANIZATION
* Organization and its Context © Interested Parties * Scope of the SMS ¢ Establish the SMS

LEADERSHIP
« Leadership & Commitment  « Policy  * Roles, Responsibilities and Autharities

PLANNING
* Risks and Opportunities ¢ Objectives  * Plan the SMS

SUPPQORT QF THE SMS.

SERVICE
REQUIREMENTS,

* Resources ¢ Competence * Awareness * Communication ¢ Documented Information ¢ Knowledge

SERVICES

OPERATIONAL PLANNING & CONTROL ~ RELATIONSHIP & AGREEMENT SERVICE DESIGN, BUILD & TRANSITION
* Business Relationship * Change Management

SERVICE PORTFOLIO Management * Service Design and Trafisitioh

* Service Delivery * Service Level Management * Release & Deploymént Management

* Plan the Services * Supplier Management RESOLUTION AND FOLFHMENT

 Control of Parties involved in the
Service Lifecycle

viii

« Service Catalogue Management

OPERATION OF THE SMS

* Incident Mapagement
» Service Request Management

+ Asset Management SUPPLY & DEMAND * ProblemManagement
» Configuration Management * Budgeting & Accounting SERWICE/ASSURANCE
for Services < Service Availability Management
* Demand Management » Service Continuity Management
» Capacity Management * Information Security Management
PERFORMANCE EVALUATION IMPROVEMENT
* Monitoring, Measurement, Analysis & Evaluation “Nonconformity and Corrective Action
* Internal Audit « Continual Improvement
» Management Review
* Service Reporting

Figure 1 — Service nfanagement system
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Information technology — Service management —

Part 1:
Service management system requirements

1 Scope

1.1 General

This document specifies requirements for an organization to establish, implement, maint
dontinually improve a service management system (SMS). The requirements §pecified in this d
ipclude the planning, design, transition, delivery and improvement of seryices to meet the
requirements and deliver value. This document can be used by:

d) acustomer seeking services and requiring assurance regardingthe quality of those servic

H) a customer requiring a consistent approach to the servicélifecycle by all its service pr
including those in a supply chain;

d an organization to demonstrate its capability for:the planning, design, transition, deliy
improvement of services;

d) anorganization to monitor, measure and review its SMS and the services;

g) an organization to improve the planningydesign, transition, delivery and improvement of
through effective implementation and-eperation of an SMS;

specified in this document;
) aprovider of training or advice in service management.

8

The term “service” as used-in this document refers to the service or services in the scope of
The term “organization’ as used in this document refers to the organization in the scope of the
manages and delivers'services to customers. The organization in the scope of the SMS can b
d larger organization, for example, a department of a large corporation. An organization or p
drganization thatmanages and delivers a service or services to internal or external customers
He known as_alService provider. Any use of the terms “service” or “organization” with a differe
i$ distinguished clearly in this document.

[=Y

.2/ Application

ain and
bcument
service

bS;

oviders,

ery and

services

f) an organization or other party\performing conformity assessments against the requirements

the SMS.
bMS that
e part of
hrt of an
can also
nt intent

II requirements specified in this document are generic and are intended to be applicab

e to all

organizations, regardless of the organization’s type or size, or the nature of the services delivered.

Exclusion of any of the requirements in Clauses 4 to 10 is not acceptable when the organizatio
conformity to this document, irrespective of the nature of the organization.

n claims

Conformity to the requirements specified in this document can be demonstrated by the organization

itself showing evidence of meeting those requirements.

The organization itself demonstrates conformity to Clauses 4 and 5. However, the organization can be
supported by other parties. For example, another party can conduct internal audits on behalf of the

organization or support the preparation of the SMS.

© ISO/IEC 2018 - All rights reserved
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Alternatively, the organization can show evidence of retaining accountability for the requirements
specified in this document and demonstrating control when other parties are involved in meeting the
requirements in Clauses 6 to 10 (see 8.2.3). For example, the organization can demonstrate evidence of
controls for another party who is providing infrastructure service components or operating the service
desk including the incident management process.

The organization cannot demonstrate conformity to the requirements specified in this document if
other parties are used to provide or operate all services, service components or processes within the
scope of the SMS.

The scope of this document excludes the specification for products or tools. However, this documentcah
be used fo help the development or acquisition of products or tools that support the operation of an'SM$.
2 Normative references

There afe no normative references in this document.

3 Ternms and definitions
For the purposes of this document, the following terms and definitions apply
ISO and [[EC maintain terminological databases for use in standardizatien at the following addresses:

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

— ISOPnline browsing platform: available at https://www.ise.or

3.1 Terms specific to management system standards

3.1.1
audit
systemadltic, independent and documented process (3.1.18) for obtaining audit evidence and evaluating
objectivkly to determine the extent to which-the audit criteria are fulfilled

(s

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

Note 2 t¢ entry: An internal auditis conducted by the organization (3.1.14) itself, or by an external party o
its behal

=

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

3.1.2
competgence
ability tp applysknowledge and skills to achieve intended results

3.1.3
conformity
fulfilment of a requirement (3.1.19)

Note 1 to entry: Conformity relates to requirements in this document as well as the organization’s SMS
requirements.

Note 2 to entry: The original Annex SL definition has been modified by adding Note 1 to entry.

3.14
continual improvement
recurring activity to enhance performance (3.1.16)

2 © ISO/IEC 2018 - All rights reserved
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3.1.5

corrective action

action to eliminate the cause or reduce the likelihood of recurrence of a detected nonconformity (3.1.12)
or other undesirable situation

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

3.1.6

documented information
ihformation required to be controlled and maintained by an organization (3.1.14) and the mejdium on
which it is contained

HXAMPLE Policies (3.1.17), plans, process descriptions, procedures (3.2.11), service level agreément§ (3.2.20)
or contracts.

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

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

- information created in order for the organization to operate (documentation);

- evidence of results achieved (records (3.2.12)).
Note 3 to entry: The original Annex SL definition has been modified by adding examples.

3.1.7
ffectiveness
xtent to which planned activities are realized and planned results achieved

[N ¢>)

1.8

hterested party
erson or organization (3.1.14) that can-affect, be affected by, or perceive itself to be affecfed by a
ecision or activity related to the SMS,(3.2.23) or the services (3.2.15)

Q. =

=z

ote 1 to entry: An interested party can be internal or external to the organization.

Note 2 to entry: Interested parties can include parts of the organization outside the scope of the SMS, dustomers
(B.2.3), users (3.2.28), comimunity, external suppliers (3.2.4), regulators, public sector bodies, nongoyernment
organizations, investorsor e€mployees.

Note 3 to entry: Where interested parties are specified in the requirements (3.1.19) of this docurent, the
interested partieScan differ depending on the context of the requirement.

Note 4 to entry: The original Annex SL definition has been modified by deleting the admitted term “stakeholder”,
adding “related to the SMS or the services” to the definition and by adding Notes 1, 2 and 3 to entry.

319

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

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

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

Note 3 to entry: The scope of a management system may include the whole of the organization, specific and

identified functions of the organization, specific and identified sections of the organization, or one or more
functions across a group of organizations.

© ISO/IEC 2018 - All rights reserved 3
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Note 4 to

entry: The original Annex SL definition has been modified by clarifying that the system is a management

system and listing further elements in Note 2 to entry.

3.1.10
measur

ement

process (3.1.18) to determine a value

3.1.11

monitoring
determining the status of a system, a process (3.1.18) or an activity

Note 1 to

3.1.12
noncon
non-fulf]

Note 1 t
requiren

3.1.13
objectiy
result tg

Note 1 to

Note 2
managen
wide, ser]

Note 3 t

operational criterion, as a service management objective.or by the use of other words with similar meaning (e.

aim, goal

Note 4 tq

consistent with the service management policy (3.:1.17), to achieve specific results.

Note 5 t
“service”]

3.1.14
organiz
person ¢
to achie

Note 1 to|
enterprig

or not, public orprivate.

Note 2 t

entry: To determine the status there may be a need to check, supervise or critically observe.

formity
Iment of a requirement (3.1.19)

b entry: Nonconformity relates to requirements in this document as well as the organization’s SM|S

ents.

e
be achieved

entry: An objective can be strategic, tactical, or operational.

3]

p entry: Objectives can relate to different disciplines [such{as financial, health and safety, servig
ent (3.2.22) and environmental goals] and can apply at different levels [such as strategic, organizatio
vice (3.2.15), project, product and process (3.1.18)].

b entry: An objective can be expressed in other,wdys, e.g. as an intended outcome, a purpose, an

CA

or target).

entry: In the context of an SMS (3.2.23), service management objectives are set by the organization,

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

ation
r group of people that has its own functions with responsibilities, authorities and relationship
e its objectives (3:1.13)

[72)

entry: The coticept of organization includes, but is not limited to sole-trader, company, corporation, firm,
e, authority,‘partnership, charity or institution, or part or combination thereof, whether incorporate

[o9

h entry: An organization or part of an organization that manages and delivers a service (3.2.15) d

—

services

Note 3 to

Lo internal or external customers (? 2 '2) can he known as a service prn\/idpr (2 2 74)

entry: If the scope of the SMS (3.2.23) covers only part of an organization, then organization, when used

in this document, refers to the part of the organization that is within the scope of the SMS. Any use of the term
organization with a different intent is distinguished clearly.

Note 4 to

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

© ISO/IEC 2018 - All rights reserved
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3.1.15

outsource, verb

make an arrangement where an external organization (3.1.14) performs part of an organization’s
function or process (3.1.18)

Note 1 to entry: An external organization is outside the scope of the SMS (3.2.23), although the outsourced
function or process, is within the scope.

3.1.16
performance
measurable result

Note 1 to entry: Performance can relate either to quantitative or qualitative findings.

Note 2 to entry: Performance can relate to the management of activities, processes (3.1.18), productd, services
B.2.15), systems or organizations (3.1.14).

—

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

[§%]

1.17
policy
htentions and direction of an organization (3.1.14) as formally expressed by its top management (3.1.21)

—

(%]

.1.18
grocess
set of interrelated or interacting activities that use inputsto.deliver an intended result

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

Note 2 to entry: Inputs to a process are generally the’outputs of other processes and outputs of a prpcess are
generally the inputs to other processes.

Note 3 to entry: Two or more interrelated andyinteracting processes in series can also be referred to as 4 process.

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

=z

ote 5to entry: The original Annex SL definition has been changed from “set of interrelated or interacting pctivities
Fhich transforms inputs into{outputs”. The original Annex SL definition has also been modified by addinjg Notes 1
b 4 to entry. The revised definition and Notes 1 to 4 to entry are sourced from ISO 9000:2015, 3.4.1.

o <

(%]

1.19
equirement
eed or expectation that is stated, generally implied or obligatory

= =

=z

ote 1 to entrly: “Generally implied” means that it is custom or common practice for the organization (3.JL.14) and
Wterested-pdrties (3.1.8) that the need or expectation under consideration is implied.

~e

Note 2.to entry: A specified requirement is one that is stated, for example, in documented information (3}1.6).

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

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

3.1.20

risk

effect of uncertainty

Note 1 to entry: An effect is a deviation from the expected — positive or negative.

Note 2 to entry: Uncertainty is the state, even partial, of deficiency of information related to understanding or

knowledge of, an event, its consequence, or likelihood.
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Note 3 to entry: Risk is often characterized by reference to potential events (as defined in ISO Guide 73:2009,
3.5.1.3) and consequences (as defined in ISO Guide 73:2009, 3.6.1.3), or a combination of these.

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

3.1.21
top management
person or group of people who directs and controls an organization (3.1.14) at the highest level

Note 1 te—entry—Fop—amagemen ras—the—power—to—delegate—atnthority—and—provide—resourees—within—the
organizafion.

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

3.2 Terms specific to service management

3.21
asset
item, thing or entity that has potential or actual value to an organization (3.1(14)

Note 1 toentry: Value can be tangible or intangible, financial or non-financial, and'includes consideration of risk
(3.1.20) 4nd liabilities. It can be positive or negative at different stages of the asset life.

%

Note 2 tg entry: Physical assets usually refer to equipment, inventory and\properties owned by the organization.
Physical pssets are the opposite of intangible assets, which are non-physical assets such as leases, brands, digit§
assets, uge rights, licences, intellectual property rights, reputation.Qragreements.

—_—

Note 3 tgentry: A grouping of assets referred to as an asset sy§tem could also be considered as an asset.
Note 4 tg entry: An asset can also be a configuration item {3:2.2). Some configuration items are not assets.
[SOURCE: ISO/IEC 19770-5:2015, 3.2, modified -+ Note 4 to entry contains new content.]

3.2.2
configufation item
ClI
elementfthat needs to be controllediin order to deliver a service (3.2.15) or services

3.2.3
customer
organizqtion (3.1.14) or partof an organization that receives a service (3.2.15) or services

EXAMPLE ConsumnieryClient, beneficiary, sponsor, purchaser.
Note 1 tgentry: A€ustomer can be internal or external to the organization delivering the service or services.

Note 2 to enfryy A customer can also be a user (3.2.28). A customer can also act as a supplier.

3.2.4
external supplier

another party that is external to the organization that enters into a contract to contribute to the
planning, design, transition (3.2.27), delivery or improvement of a service (3.2.15), service component
(3.2.18) or process (3.1.18)

Note 1 to entry: External suppliers include designated lead suppliers but not their sub-contracted suppliers.

Note 2 to entry: If the organization in the scope of the SMS is part of a larger organization, the other party is
external to the larger organization.
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3.2.5

incident

unplanned interruption to a service (3.2.15), a reduction in the quality of a service or an event that has
not yet impacted the service to the customer (3.2.3) or user (3.2.28)

3.2.6
information security
preservation of confidentiality, integrity and availability of information

Note 1 to entry: In addition, other properties such as authenticity, accountability, non-repudiation and reliability
cpn also be involved.

SOURCE: ISO/IEC 27000:2018, 3.28]

2.7

information security incident
ingle or a series of unwanted or unexpected information security (3.2.6) events:that have a significant
robability of compromising business operations and threatening information/security

2.8

ipnternal supplier
art of a larger organization (3.1.14) that is outside the scope‘of the SMS (3.2.23) that enters into a
ocumented agreement to contribute to the planning,~design, transition (3.2.27), delivery or

[
3
i
S
)t
[FOURCE: ISO/IEC 27000:2018, 3.31]
3
i
s
d
improvement of a service (3.2.15), service component (3.248) or process (3.1.18)

HXAMPLE Procurement, infrastructure, finance, hunidnresources, facilities.

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

3.29

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

.2.10
roblem
use of one or more actQal or potential incidents (3.2.5)

211
rocedure
specified way,te ¢arry out an activity or a process (3.1.18)

ote 1 to entry: Procedures can be documented or not.

[FOURGE: ISO 9000:2015, 3.4.5]

212
record, noun
document stating results achieved or providing evidence of activities performed

EXAMPLE Audit (3.1.1) reports, incident (3.2.5) details, list of training delegates, minutes of meetings.

Note 1 to entry: Records can be used, for example, to formalize traceability and to provide evidence of verification,
preventive action and corrective action (3.1.5).

Note 2 to entry: Generally, records need not be under revision control.

[SOURCE: ISO 9000:2015, 3.8.10, modified — EXAMPLE has been added.]
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3.2.13

release, noun

collection of one or more new or changed services (3.2.15) or service components (3.2.18) deployed into
the live environment as a result of one or more changes

3.2.14
request for change
proposal for a change to be made to a service (3.2.15), service component (3.2.18) or the SMS (3.2.23)

Note 1 to entry: A change to a service includes the provision of a new service, transfer of a service or the removal
of a service that is no longer required.

3.2.15
service
means of delivering value for the customer (3.2.3) by facilitating outcomes the customer wantsto achievie

Note 1 toentry: Service is generally intangible.

A

Note 2 td entry: The term service as used in this document means the service or services(injthe scope of the SM
(3.2.23).]Any use of the term service with a different intent is distinguished clearly.

3.2.16
serviceavailability
ability of a service (3.2.15) or service component (3.2.18) to perform jitsvequired function at an agreed
time or ¢ver an agreed period of time

Note 1 t¢ entry: Service availability can be expressed as a ratio or\percentage of the time that the service d
service cpmponent is actually available for use compared to the agreed time.

—

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

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

EXAMPLE Infrastructure, applications, documentation, licences, information, resources, supporting
services.

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

3.2.19
servicecontinuity
capabilify to deliver@/service (3.2.15) without interruption, or with consistent availability as agreed

Note 1 tolentry: Service continuity management can be a subset of business continuity management. ISO 22301 {s
a manag¢mentsystem standard for business continuity management.

3.2.20
service Ilevel agreement

SLA

documented agreement between the organization (3.1.14) and the customer (3.2.3) that identifies
services (3.2.15) and their agreed performance

Note 1 to entry: A service level agreement can also be established between the organization and an external
supplier (3.2.4), an internal supplier (3.2.8) or a customer acting as a supplier.

Note 2 to entry: A service level agreement can be included in a contract or another type of documented agreement.

3.2.21
service level target
specific measurable characteristic of a service (3.2.15) that an organization (3.1.14) commits to
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3.2.22

service management

set of capabilities and processes (3.1.18) to direct and control the organization’s (3.1.14) activities and
resources for the planning, design, transition (3.2.27), delivery and improvement of services (3.2.15) to
deliver value (3.2.29)

Note 1 to entry: This document provides a set of requirements that are split into clauses and sub-clauses. Each
organization can choose how to combine the requirements into processes. The sub-clauses can be used to define
the processes of the organization’s SMS.

WAVAS

rvice management system
MS

anagement system (3.1.9) to direct and control the service management (3.2.22)nactivitigs of the
rganization (3.1.14)

ote 1 to entry: An SMS includes service management policies (3.1.17), objectives (3.1.13), plans, processes
(B.1.18), documented information and resources required for the planning, design, transition (3.2.27)) delivery
d improvement of services to meet the requirements (3.1.19) specified in this document.

2.24
rvice provider
rganization (3.1.14) that manages and delivers a service (3.2.15)%r services to customers (3.2.3)

.2.25
rvice request
quest for information, advice, access to a service (3.2.15) or a pre-approved change

.2.26

rvice requirement
eeds of customers (3.2.3), users (3.2.28) and-the organization (3.1.14) related to the services|(3.2.15)
nd the SMS (3.2.23) that are stated or obligatory

ote 1 to entry: In the context of an SMS_(3.2.23), service requirements are documented and agreed rather than
nerally implied. There can also be othér'requirements such as legal and regulatory requirements.

2.27
transition
ctivities involved in moying a new or changed service (3.2.15) to or from the live environment]

ihdividual or gretupthat interacts with or benefits from a service (3.2.15) or services
ote 1 to entryiExamples of users include a person or community of people. A customer (3.2.3) can also pe a user.

.2.29
alue
poartance, benefit or usefulness

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

Note 1 to entry: The creation of value from services (3.2.15) includes realizing benefits at an optimal resource
level while managing risk (3.1.20). An asset (3.2.1) and a service (3.2.15) are examples that can be assigned a value.
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4 Context of the organization

4.1 Understanding the organization and its context

The organization shall determine external and internal issues that are relevant to its purpose and that
affect its ability to achieve the intended outcome(s) of its SMS.

NOTE The word “issue” in this context can be factors which have a positive or negative impact. These are
important factors for the organization in the context of its ability to deliver services of an agreed quality to its
customers

4.2 Understanding the needs and expectations of interested parties
The organization shall determine:

a) the |nterested parties that are relevant to the SMS and the services;

b) the felevant requirements of these interested parties.

NOTE The requirements of interested parties can include service, performance, legal and regulatory
requirenjents and contractual obligations that relate to the SMS and the services.

4.3 Determining the scope of the service management system

The organization shall determine the boundaries and applicability of the SMS to establish its scope.
When dé¢termining this scope, the organization shall considér:

a) the pxternal and internal issues referred to in 4.1;

b) the Fequirements referred to in 4.2;

c) the pervices delivered by the organization:

-

The defipition of the scope of the SMS shalliniclude the services in scope and the name of the organizatio

managing and delivering the services.
The sco:[e of the SMS shall be availdble and be maintained as documented information.

NOTE 1 | ISO/IEC 20000-3 proyides guidance on scope definition.

[72)

NOTE 2 | The SMS scope definition states the services which are in scope. This can be all or some of the servicq
delivered by the organization.

4.4 Sdrvice management system

The orgpnization shall establish, implement, maintain and continually improve an SMS, including thie
process¢sneeded and their interactions, in accordance with the requirements of this document.

5 Leadership

5.1 Leadership and commitment
Top management shall demonstrate leadership and commitment with respect to the SMS by:

a) ensuring that the service management policy and service management objectives are established
and are compatible with the strategic direction of the organization;
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b) ensuring that the service management plan is created, implemented and maintained in

order to

support the service management policy, and the achievement of the service management objectives

and service requirements;

c) ensuring that appropriate levels of authority are assigned for making decisions related to
and the services;

d) ensuring that what constitutes value for the organization and its customers is determined;

e) ensuring there is control of other parties involved in the service lifecycle;

the SMS

f) ensuring the integration of the SMS requirements into the organization’s business progess
g) ensuring that the resources needed for the SMS and the services are available;

) communicatingthe importance of effective service management, achieving the-service man
objectives, delivering value and conforming to the SMS requirements;

i} ensuring that the SMS achieves its intended outcome(s);
j] directing and supporting persons to contribute to the effectiveness.efthe SMS and the sery
K) promoting continual improvement of the SMS and the services;

1) supporting other relevant management roles to demonstrate their leadership as it applies
areas of responsibility.

=z

OTE Reference to “business” in this document can be interpreted broadly to mean those activitie
pre to the purposes of the organization’s existence.

(@]

3.2 Policy

§.2.1 Establishing the service management policy

Top management shall establish a service management policy that:

d) isappropriate to the purpose‘of the organization;

h) provides a frameworkforsetting service management objectives;
d includes a commitment to satisfy applicable requirements;

d) includes a commitment to continual improvement of the SMS and the services.

53.2.2 Communicating the service management policy
The seryic€ management policy shall:

a) ~be available as documented information;

hgement

rices;

to their

5 that are

b) be communicated within the organization;

c) beavailable to interested parties, as appropriate.

5.3 Organizational roles, responsibilities and authorities

Top management shall ensure that the responsibilities and authorities for roles relevant to the SMS and

the services are assigned and communicated within the organization.
Top management shall assign the responsibility and authority for:

a) ensuring that the SMS conforms to the requirements of this document;

© ISO/IEC 2018 - All rights reserved
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b) reporting on the performance of the SMS and the services to top management.

6 Planning

6.1 Actions to address risks and opportunities

6.1.1 When planning for the SMS, the organization shall consider the issues referred to in 4.1 and the
requirements referred to in 4.2 and determine the risks and opportunities that need to be addressed to:

a) givd
b) prey
c) achi
6.1.2
a) riskK
1)
2)
3)
b) the
c) riskK
d) app
6.1.3
a) acti
b) how
1)
2)
NOTE 1
in_o_rder_‘
mitigatin
decision.
NOTE 2

assurance that the SMS can achieve its intended outcome(s);
ent, or reduce, undesired effects;

eve continual improvement of the SMS and the services.

[he organization shall determine and document:

s related to:

the organization;

not meeting the service requirements;

the involvement of other parties in the service lifecycle;

mpact on customers of risks and opportunities for thé,SMS and the services;
acceptance criteria;

foach to be taken for the management of risks:

[he organization shall plan:
bns to address these risks and oppdrtunities and their priorities;
to:
integrate and implement the actions into its SMS processes;
evaluate the effectiveness of these actions.
Options to address risks and opportunities can include: avoiding the risk, taking or increasing the ris

o pursue an gppertunity, removing the risk source, changing the likelihood or consequence of the ris]
g the risk threugh agreed actions, sharing the risk with another party or accepting the risk by informe|

[SO'81000 provides principles and generic guidance on risk management.

6.2 Service management objectives and planning to achieve them

6.2.1 Establish objectives

The organization shall establish service management objectives at relevant functions and levels. The
service management objectives shall:

a) bec

onsistent with the service management policy;

b) be measurable;

c) takeinto account applicable requirements;

12
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d) be monitored;
e) becommunicated;
f) beupdated as appropriate.

The organization shall retain documented information on the service management objectives.

6.2.2 Plan to achieve objectives

When planning how to achieve its service management objectives, the organization shall deferine:
d) what will be done;

H) whatresources will be required;
d who will be responsible;

d) when it will be completed;

d) how the results will be evaluated.

6.3 Plan the service management system

—

he organization shall create, implement and maintain a~sérvice management plan. Planning shall
hke into consideration the service management policy,)S€érvice management objectives, risks and
pportunities, service requirements and requirements:specified in this document.

O

The service management plan shall include or contain a reference to:
a) list of services;
h) known limitations that can impact the"SMS and the services;

d obligations such as relevant polidies, standards, legal, regulatory and contractual requifements,
and how these obligations apply.to the SMS and the services;

d) authorities and responsibilities for the SMS and the services;

¢) human, technical, infermation and financial resources necessary to operate the SMS |[and the
services;

f) approach to be\taken for working with other parties involved in the service lifecycle;
g) technology used to support the SMS;

H) how.the effectiveness of the SMS and the services will be measured, audited, reported and
improved.

(Qther planning activities shall maintain alignment with the service management plan.

7 Support of the service management system

7.1 Resources

The organization shall determine and provide the human, technical, information and financial resources
needed for the establishment, implementation, maintenance and continual improvement of the SMS and
the operation of the services to meet the service requirements and achieve the service management
objectives.
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7.2 Competence

The organization shall:

a) determine the necessary competence of persons doing work under its control that affects the
performance and effectiveness of the SMS and the services;

b) ensure that these persons are competent on the basis of appropriate education, training or
experience;

c) wh i - i i . <
oftle actions taken;

d) retdin appropriate documented information as evidence of competence.

NOTE
reassign

7.3 Awareness

Persons
a) the
b) the
c) the
d) thei
e) the

7.4 Communication

The org

the servijices including:

a) on what it will communicate;
b) whdgn to communicate;

c) witlh whom to communieate;
d) how to communicédte;

e) whd will be responsible for the communication.

75 D

7.5.1

Applicable actions can include, for example: the provision of training to, the menteting of, or th
nent of currently employed persons; or the hiring or contracting of competent persons,

[¢)

doing work under the organization’s control shall be aware of:
service management policy;

service management objectives;

Kervices relevant to their work;

Ir contribution to the effectiveness of the SMS, including the benefits of improved performance;

mplications of not conforming with the SMS requirements.

hnization shall determine the internal and external communications relevant to the SMS and

pcumented information

General

The organization’s SMS shall include:

a) documented information required by this document;

b) documented information determined by the organization as being necessary for the effectiveness
of the SMS.

NOTE

The extent of documented information for an SMS can differ from one organization to another due to:

— the size of organization and its type of activities, processes, products and services;

— the complexity of processes, services and their interfaces;

14
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— the competence of persons.

7.5.2 Creating and updating documented information

When creating and updating documented information, the organization shall ensure appropriate:

a) identification and description (e.g. a title, date, author or reference number);

b) format (e.g. language, software version, graphics) and media (e.g. paper, electronic);

d— review and approval for suitability and adequacy.

71.5.3 Control of documented information

7.5.3.1 Documented information required by the SMS and by this document shall be:controlled t¢ ensure:
a) itisavailable and suitable for use, where and when it is needed;

h) itis adequately protected (e.g. from loss of confidentiality, improperdise’or loss of integrity).
7.5.3.2 For the control of documented information, the organization shall address the fpllowing
dctivities, as applicable:

d) distribution, access, retrieval and use;

h) storage and preservation, including preservation oflegibility;

d control of changes (e.g. version control);

d) retention and disposition.

Documented information of external origin“determined by the organization to be necessary for the
dlanning and operation of the SMS shalkbe identified as appropriate and controlled.

NOTE Access can imply a decisionrégarding the permission to view the documented informatiof only, or
the permission and authority to view_and change the documented information.

71.5.4 Service management system documented information

The documented information for the SMS shall include:

d) scope of the SMS;

h) policy and’ebjectives for service management;

d service‘'management plan;

d) “change management policy, information security policy and service continuity plan(s);

e) processes of the organization’s SMS;

f) service requirements;

g) service catalogue(s);

h) service level agreement(s) (SLA);

i) contracts with external suppliers;

j) agreements with internal suppliers or customers acting as a supplier;

k) procedures that are required by this document;
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1) records required to demonstrate evidence of conformity to the requirements of this document and
the organization’s SMS.

NOTE Clause 7.5.4 provides a list of the key documents for an SMS. There are other specified requirements

in this document for information to be held as documented information, to be documented or to be recorded.
ISO/IEC 20000-2 provides additional guidance.

7.6 Knowledge

The organization shall determine and maintain the knowledge necessary to support the operation of
the SMS|and the services.

The knofwledge shall be relevant, usable and available to appropriate persons.

o

NOTE Knowledge is specific to the organization, its SMS, services and interested parties. Knowledge is use
and shargd to support the achievement of the intended outcome(s) and the operation of the SMS.and the services.

8 Operation of the service management system

8.1 Operational planning and control

The organization shall plan, implement and control the processes needed to meet requirements and tp
implemg¢nt the actions determined in Clause 6 by:

a) estgblishing performance criteria for the processes based enequirements;

b) implementing control of the processes in accordance withthe established performance criteria;

[%2)

c) keeping documented information to the extent necessary to have confidence that the processe
have been carried out as planned.

The organization shall control planned changeste the SMS and review the consequences of unintendefd
changes| taking action to mitigate any adverse effects, as necessary (see 8.5.1).

The organization shall ensure that outsdurced processes are controlled (see 8.2.3).
8.2 Sqrvice portfolio

8.2.1 Bervice delivery

The organization shall operate the SMS ensuring co-ordination of the activities and the resources. Thie
organizjtion shall penform the activities required to deliver services.

NOTE A service)portfolio is used to manage the entire lifecycle of all services including proposed service
those in flevelopment, live services defined in the service catalogue(s) and services that are to be removed. Th
management{of the service portfolio ensures that the service provider has the right mix of services. Servig
portfolio| actjvities in this document include planning the services, control of parties involved in the servig

3 H i | R b o | e o b
llfecycle, STT VICT Catalogue HMIAITageIIITIIt, dSStt NIdITAgeIITCIIC allt COTIgUT atIoIT NIalTdgeTIeTIc:

T

@ @ @

8.2.2 Plan the services

The service requirements for existing services, new services and changes to services shall be
determined and documented.

The organization shall determine the criticality of services based on the needs of the organization,
customers, users and other interested parties. The organization shall determine and manage
dependencies and duplication between services.
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The organization shall propose changes where needed to align the services with the service management
policy, service management objectives and service requirements, taking into consideration known
limitations and risks.

The organization shall prioritize requests for change and proposals for new or changed services to align
with business needs and service management objectives, taking into consideration available resources.

8.2.3 Control of parties involved in the service lifecycle

bcument
d the delivery of the services regardless of which party is involved in performing activities té[support
the service lifecycle.

—

he organization shall determine and apply criteria for the evaluation and selection of other parties
hvolved in the service lifecycle. Other parties can be an external supplier, an-internal supplier or a
dustomer acting as a supplier.

—

(an)

ther parties shall not provide or operate all services, service components or processes within the
cope of the SMS.

(%)

The organization shall determine and document:

d) services that are provided or operated by other parties;

H) service components that are provided or operated by other parties;
d processes, or parts of processes, in the organizatien’s SMS that are operated by other partigs.

The organization shall integrate services, serviCe’components and processes in the SMS that are
fdrovided or operated by the organization or.other parties to meet the service requiremepts. The
drganization shall co-ordinate activities withyother parties involved in the service lifecycle including
the planning, design, transition, delivery and improvement of services.

8.2.3.2 The organization shall define'and apply relevant controls for other parties from the following:
d) measurement and evaluation of process performance;

H) measurement and evdluation of the effectiveness of services and service components in [meeting
the service requirements.

NOTE ISO/IEC 20000-3 provides guidance on the control of other parties involved in the service lifecycle.

8.2.4 ServiCe catalogue management

—

he orgahization shall create and maintain one or more service catalogues. The service catdlogue(s)
hall include information for the organization, customers, users and other interested parties to flescribe
he Services, their intended outcomes and dependencies between the services.

- W

he organization shall provide access to appropriate parts of the service catalogue(s) to its customers,
users and other interested parties.

8.2.5 Asset management

The organization shall ensure that assets used to deliver services are managed to meet the service
requirements and the obligations in 6.3 c).

NOTE1 IS0 55001 and ISO/IEC 19770-1 specify requirements to support the implementation and operation of
asset and IT asset management.

NOTE 2  In addition, see configuration management when an asset is also a configuration item (CI).
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8.2.6 Configuration management

The types of CI shall be defined. Services shall be classified as Cls.

Configuration information shall be recorded to a level of detail appropriate to the criticality and type
of services. Access to configuration information shall be controlled. The configuration information
recorded for each CI shall include:

a) unique identification;

b) typ
c) des

d) relafionship with other CIs;

e) stat

CIs shal
configuy
changes

At planned intervals, the organization shall verify the accuracy of the configuration information. Wherje

deficien

Configu
appropr

8.3 Rq¢

8.3.1

The org
a) proj
b) proy
c) ope

Figure
manage

L OL
Or CT;

ription of the CI;

us.

be controlled. Changes to Cls shall be traceable and auditable to maintain the integrity of thie
ation information. The configuration information shall be updated following the deployment gf
to Cls.

Cies are found, the organization shall take necessary actions.

ation information shall be made available for other{service management activities as
jate.

rlationship and agreement

General

inization may use suppliers to:

Fide or operate services;

Fide or operate service components;

rate processes, or parts of processes, that are in the organization’s SMS.

2 illustrates the uSage, agreements and relationships between business relationship
ment, service level management and supplier management.
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r—--———-——-—————-— - - - L A
| 8.3.4 Supplier management | 8.3.2 Business relationship |
| | | management |
| | | 8.3.3 Service level |
management
Sub
contracted | |: ExterrIaI Contract | | |
supplier | Supplier | | |
I I I I
I I I SLA External I
customer

| | | el
J External Contract N, . |
| Supplier  [F—____| |
: Organization :
| / T T |
I Internal Documented I | |

Supplier agreement Internal
: : : SLA customegr :
: Customer : : :
acting

| as a supplier |Documented | | |
I agreement I I I
- - . - |

Figure 2 — Relationships and agreements between parties involved in the service lifecycle

NOTE1 ISO/IEC 20000-3 includes examples of supply chain relationships with their potential apglicability
d scope.

OTE2  Supplier management in this document excludes the procurement of suppliers.

.3.2 Business relationship management

he customers, users and other interested parties of the services shall be identified and documented.
he organization shall havetene or more designated individuals responsible for managing customer
relationships and maintaining customer satisfaction.

he organization shall establish arrangements for communicating with its customers and other
ipterested partiess-The communication shall promote understanding of the evolving business
vironment inwhich the services operate and shall enable the organization to respond td new or
anged service fequirements.

t planned/intervals, the organization shall review the performance trends and the outcomes of the
services.

t“planned intervals, the organization shall measure satisfaction with the services basgd on a
representative sample of customers. The results shall be analysed, reviewed to identify opportunities
for improvement and reported.

Service complaints shall be recorded, managed to closure and reported. Where a service complaint is
not resolved through the normal channels, a method of escalation shall be provided.

8.3.3 Service level management
The organization and the customer shall agree the services to be delivered.

For each service delivered, the organization shall establish one or more SLAs based on the documented
service requirements. The SLA(s) shall include service level targets, workload limits and exceptions.
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At plann

ed intervals, the organization shall monitor, review and report on:

a) performance against service level targets;

b) actual and periodic changes in workload compared to workload limits in the SLA(s).

Where service level targets are not met, the organization shall identify opportunities for improvement.

NOTE

Agreement of the services to be delivered between the organization and its customers can take many

forms such as a documented agreement, minutes of verbal agreement in a meeting, agreement indicated by email

or agree

enttoterms of service

8.3.4

8.3.4.1

The org
relation

For eaclh external supplier, the organization shall agree a documented contraet. The contract sha

include

a) scope of the services, service components, processes or parts of\processes to be provided g

ope

b) reqiiirements to be met by the external supplier;

c) sery

d) authorities and responsibilities of the organization and the external supplier.

The org
the exte

The org

At planr
service

opportuhities for improvement ageidentified.

At plann]
Changefq
services

Dispute

8.3.4.2

For each

Supplier management

Management of external suppliers

anization shall have one or more designated individuals responsible forymanaging the
bhip, contracts and performance of external suppliers.

—_—

br contain a reference to:

—

rated by the external supplier;

ice level targets or other contractual obligations;

—

hnization shall assess the alignment of service level targets or other contractual obligations fd
Inal supplier against SLAs with customers;'and manage identified risks.

inization shall define and manage thesinterfaces with the external supplier.

D

ed intervals, the organization shdll monitor the performance of the external supplier. Wher
evel targets or other contrdetual obligations are not met, the organization shall ensure th3

(s

ed intervals, the organization shall review the contract against current service requirements.
identified for the Contract shall be assessed for the impact of the change on the SMS and thee
before the changeis approved.

between the/organization and the external supplier shall be recorded and managed to closure.

Management of internal suppliers and customers acting as a supplier

internal supplier or customer acting as a supplier, the organization shall develop, agree and

maintai
and inte

a documented agreement to detine the Service tevet targets, other Commitments, activities
rfaces between the parties.

At planned intervals, the organization shall monitor the performance of the internal supplier or the
customer acting as a supplier. Where service level targets or other agreed commitments are not met,
the organization shall ensure that opportunities for improvement are identified.
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8.4 Supply and demand

8.4.1 Budgeting and accounting for services

The organization shall budget and account for services or groups of services in accordance with its
financial management policies and processes.

Costs shall be budgeted to enable effective financial control and decision-making for services.

At planned intervals, the organization shall monitor and report on actual costs against the budget,
review the financial forecasts and manage costs.

NOTE Many, but not all, organizations charge for their services. Budgeting and accounting fer sdrvices in
this document excludes charging, to ensure applicability to all organizations.

§.4.2 Demand management

oY

t planned intervals, the organization shall:

a) determine current demand and forecast future demand for services;

jow

) monitor and report on demand and consumption of services.

=z

OTE Demand management is responsible for understanding current and future customer demand for
ervices. Capacity management works with demand managementto plan and provide sufficient capacity to meet
the demand.

(%)

8.4.3 Capacity management

—

he capacity requirements for human, technical, information and financial resources fhall be
etermined, documented and maintained. taking into consideration the service and perfprmance
requirements.

Q.

The organization shall plan capacity to-include:
d) current and forecast capacity based on demand for services;

h) expected impact on capacity of agreed service level targets, requirements for service availability
and service continuityy;

d timescales and thresholds for changes to service capacity.

The organizatienDshall provide sufficient capacity to meet agreed capacity and performance
requirements;The organization shall monitor capacity usage, analyse capacity and performapce data
and identifyiepportunities to improve performance.

8.5 . Service design, build and transition

.5.1 Change management

8.5.1.1 Change management policy

A change management policy shall be established and documented to define:

a) service components and other items that are under the control of change management;
b) categories of change, including emergency change, and how they are to be managed;

c) criteria to determine changes with the potential to have a major impact on customers or services.
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8.5.1.2

Change management initiation

Requests for change, including proposals to add, remove or transfer services, shall be recorded and
classified.

The organization shall use service design and transition in 8.5.2 for:

a) new services with the potential to have a major impact on customers or other services as
determined by the change management policy;

b) cha
dete
c) catd
cha

d) rem|
e) trar
f) trar

Assessir
be man3

Request
manage

8.5.1.3

The org
for chan
financial

a) exig
b) cust
c) poli
d) cap
e) othd

Approvd
and othg

The acti
Unsucce

TgeS tUServices witirthe pu'wu'Lid} totrave=a TTajOT TTpact O CUStonTers ot other—servicesas
rmined by the change management policy;

gories of change that are to be managed by service design and transition according,to thie
1ge management policy;

oval of a service;
sfer of an existing service from the organization to a customer or other party;
sfer of an existing service from a customer or other party to the organization.

g, approving, scheduling and reviewing of new or changed servicés in the scope of 8.5.2 shall
ged through the change management activities in 8.5.1.3.

D

5 for change not being managed through 8.5.2 shall{be managed through the chang
ment activities in 8.5.1.3.

Change management activities

inization and interested parties shall make decisions on the approval and priority of request
ge. Decision-making shall take into considération the risks, business benefits, feasibility an
| impact. Decision making shall also congider potential impacts of the change on:

= n

ting services;

omers, users and other interested’parties;

ries and plans required by-this document;

\city, service availability;-Service continuity and information security;
r requests for change, releases and plans for deployment.

d changes shall’be prepared, verified and, where possible, tested. Proposed deployment date
r deployment details for approved changes shall be communicated to interested parties.

[72)

Vities toreverse or remedy an unsuccessful change shall be planned and, where possible, tested.
ssful changes shall be investigated and agreed actions taken.

The org

TiZation Shiati Teview Citanges for effectiveness and take actions agreed WitiTiTterested parties.

At planned intervals, request for change records shall be analysed to detect trends. The results and
conclusions drawn from the analysis shall be recorded and reviewed to identify opportunities for
improvement.
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8.5.2 Service design and transition

8.5.2.1 Plan new or changed services

Planning shall use the service requirements for the new or changed services determined in 8.2.2 and
shall include or contain a reference to:

a) authorities and responsibilities for design, build and transition activities;

b) activities to be performed by the organization or other parties with their timescales;

d human, technical, information and financial resources;
d) dependencies on other services;

g) testing needed for the new or changed services;

f) service acceptance criteria;

) intended outcomes from delivering the new or changed services, expressed in measurable fterms;

) impact on the SMS, other services, planned changes, customerss,users and other interested parties.

Hor services that are to be removed, the planning shall additionally include the date(s) for the removal
df the services and the activities for archiving, disposal or _transfer of data, documented infdrmation
dnd service components.

Hor services that are to be transferred, the planning shall additionally include the date(s) for the
transfer of the services and the activities for the transfer of data, documented information, knpwledge
and service components.

The Cls affected by new or changed services shall be managed through configuration management.

§.5.2.2 Design

—

he new or changed services shall*be designed and documented to meet the service requirements
determined in 8.2.2. The design shall include relevant items from the following:

d) authorities and responsibilities of the parties involved in the delivery of the new or changed
services;

H) requirements férchanges to human, technical, information and financial resources;
d requirementsfor appropriate education, training and experience;
d) new orgchanged SLAs, contracts and other documented agreements that support the serviges;

g) changes to the SMS including new or changed policies, plans, processes, procedures, measfires and
knowledge;

f) impact on other services;

g) updates to the service catalogue(s).

8.5.2.3 Build and transition

The new or changed services shall be built and tested to verify that they meet the service requirements,
conform to the documented design and meet the agreed service acceptance criteria. If the service
acceptance criteria are not met, the organization and interested parties shall make a decision on
necessary actions and deployment.
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Release and deployment management shall be used to deploy approved new or changed services into
the live environment.

Following the completion of the transition activities, the organization shall report to interested parties
on the achievements against the intended outcomes.

8.5.3 Release and deployment management

The organization shall define the types of release, including emergency release, their frequency and
how theyare to be managed

The orgpnization shall plan the deployment of new or changed services and service components ‘irtp
the live pnvironment. Planning shall be co-ordinated with change management and include reférénces
to the related requests for change, known errors or problems which are being closed through the
release.|Planning shall include the dates for deployment of each release, deliverables and. methods of
deploynjent.

The relejase shall be verified against documented acceptance criteria and approved before deployment.
If the acfeptance criteria are not met, the organization and interested parties shall’'make a decision o
necessary actions and deployment.

—

Before deployment of a release into the live environment, a baseline of thé-affected Cls shall be taken.

The relefpse shall be deployed into the live environment so that the integrity of the services and servide
compongnts is maintained.

[%2)

The sucqess or failure of releases shall be monitored and analysed. Measurements shall include incident
related fo a release in the period following deployment of a release. The results and conclusions draw
from thg analysis shall be recorded and reviewed to identify opportunities for improvement.

-

Informatkion about the success or failure of releases and future release dates shall be made available fd
other sefvice management activities as appropriate.

—

8.6 Reésolution and fulfilment

8.6.1 [ncident management

Incidentfs shall be:

a) recqrded and classified;

b) prigritized taking intd consideration impact and urgency;
c) escdlated if needed;

d) resdlved;

e) closed;

Records of incidents shall be updated with actions taken.

The organization shall determine criteria to identify a major incident. Major incidents shall be classified
and managed according to a documented procedure. Top management shall be kept informed of major
incidents. The organization shall assign responsibility for managing each major incident. After the
incident has been resolved, the major incident shall be reported and reviewed to identify opportunities
for improvement.
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