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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 pa

tin the work

The pro

describgd in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed fdr
the diffgrent types of document should be noted. This document was drafted in accordance-with thie

editoria

Attention is drawn to the possibility that some of the elements of this document may be the subjedt
of patent rights. ISO and IEC shall not be held responsible for identifying any or” all such paterjt
rights. Details of any patent rights identified during the development of the document will be in thie

Introdu

list of pgtent declarations received (see http://patents.iec.ch).

For an
express

World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see www.isp

.org/iso

cedures used to develop this document and those intended for its further maintenance.ate

rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

tion and/or on the ISO list of patent declarations received (see www.ise:0rg/patents) or the [EC

e name used in this document is information given for the convenience of users and does nqt
e an endorsement.

bxplanation of the voluntary nature of standards, the{meaning of ISO specific terms anfd
ons related to conformity assessment, as well as information about ISO's adherence to thie

foreword.html.

This do
Subcom

This sedond edition cancels and replaces the. first edition (ISO/IEC 20000-3:2012), which has beeh
technicdlly revised.

The mali

a) this

b) example scenarios in Annex A have been updated to reflect contemporary service management

env

A list of

Any feedback or questions on this document should be directed to the user’s national standards body.

complet

fument was prepared by Joint Technical.@ommittee ISO/IEC JTC 1, Information technology,
mittee SC 40, IT Service Management and If\Governance.

I changes from the previous«edition are as follows:

document has been aligned with the third edition of ISO/IEC 20000-1;

ronments, including‘complex service supply chains.

hll parts in the 180/IEC 20000 series can be found on the ISO website.

=

e listing of these bodies can be found at www.iso.org/members.html.
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Introduction

This document provides guidance on scope definition and applicability of ISO/IEC 20000-1. This
document does not add any requirements to those stated in ISO/IEC 20000-1.

Organizations, of any size, type, or area of operations, can provide a range of services to different types
of customers, internal and external, and rely on complex service supply chains.

NOTE The term “service supply chain”, as used in this document, refers to the way services are coordinated
aCTOSS ItET A ammd exXterTat SUppHers: (tis ot itended to HImtthe appticabitity of thisdocurmment to any specific
sector or industry.

The operation of a service management system (SMS) may involve many parties,acrdss legal
irisdictions, national boundaries and time zones. The SMS should include the appropriate controls to
hcilitate the coordination of all parties participating in the service lifecycle.

—y —e

This document takes the form of examples, guidance and recommendations. dt'should not be gpoted as
it were a specification of requirements.

—

© ISO/IEC 2019 - All rights reserved v


https://standardsiso.com/api/?name=996181852d1513f429dde8657e2b16c1



https://standardsiso.com/api/?name=996181852d1513f429dde8657e2b16c1

INTERNATIONAL STANDARD ISO/IEC 20000-3:2019(E)

Information technology — Service management —

Part 3:

Guidance on scope definition and applicability of ISO/
IEC20000-1

1 Scope

This document includes guidance on the scope definition and applicability to the regltirements gpecified
h ISO/IEC 20000-1.

—

—

his document can assist in establishing whether ISO/IEC 20000-1 is applicable to an organlfization’s
ircumstances. It illustrates how the scope of an SMS can be definedfirrespective of whefher the
rganization has experience of defining the scope of other managementsystems.

ol e)

o |

he guidance in this document can assist an organization in planning and preparing for a conformity
ssessment against ISO/IEC 20000-1.

jo5)

Annex A contains examples of possible scope statements foran SMS. The examples given use a series of
scenarios for organizations ranging from very simple to.complex service supply chains.

—

his document can be used by personnel responsible for planning the implementation of an|SMS, as
bell as assessors and consultants. It supplements. the guidance on the application of an SMS|given in
50/IEC 20000-2.

— <

Hequirements for bodies providing audit.and certification of an SMS can be found in ISO/IEC R0000-6
which recommends the use of this document.

2 Normative references

—

he following documents @ne referred to in the text in such a way that some or all of their] content
onstitutes 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.

Q

et

50/IEC 20000-10s1Information technology — Service management — Part 10: Concepts and vocapulary

Terms'‘and definitions

L)

vl

or the’purposes of this document, the terms and definitions given in ISO/IEC 20000-10 apply.

IEQ-and IEC maintain fprminn]ngirn] databases foruse in standardization at the Fn]]nv\ring adddesses:

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

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

4 Fulfilling the requirements specified in ISO/IEC 20000-1

4.1 Structure of the SMS

Figure 1 illustrates an SMS showing the clause content of ISO/IEC 20000-1. It does not represent
a structural hierarchy, sequence, or authority levels. It shows that the requirements in

© ISO/IEC 2019 - All rights reserved 1
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ISO/IEC 20000-1:2018, Clause 8, Operation of the SMS, have been split into subclauses to reflect the
service lifecycle. The subclauses are commonly referred to as the service management processes. The
service management processes and the relationships between the processes can be implemented in
different ways by organizations. The relationships between each organization and its customers, users
and other interested parties influence how the service management processes are implemented.

Customers SERVICE MANAGEMENT SYSTEM (SMS)
(Interal & CONTEXT OF THE ORGANIZATION
External) * Organization and its Context « Interested Parties * Scope of the SMS « Establish the SMS
LEADERSHIP
* Leadership & Commitment  « Palicy  * Roles, Responsibilities and Authorities
PLANNING D)
* Risks and Opportunities ~ * Objectives  * Plan the SMS

SUPPORT OF THE SMS
* Resources ¢ Competence ¢ Awareness ® Communication * Documented Information * Knewledge

SERVICE
REQUIREMENTS

OPERATION OF THE SMS

OPERATIONAL PLANNING & CONTROL

SERVICE PORTFOLIO
* Service Delivery

RELATIONSHIP & AGREEMENT

* Business Relationship
Management

* Service Level Management

SERVICE DESIGN,"BUILD & TRANSITION

* Changelanagement

* Service Design and Transition

* Rélease & Deployment Management

* Plan the Services

* Control of Parties involved in the
Service Lifecycle

* Service Catalogue Management

* Asset Management

* Configuration Management

* Supplier Management RESOLUTION AND FULFILMENT

¢Incident Management

* Service Request Management

* Problem Management

SERVICE ASSURANCE

* Service Availability Management
« Service Continuity Management

* Information Security Management

IMPROVEMENT
 Nonconformity and Corrective Action
 Continual Improvement

SERVICES

SUPPLY & DEMAND

* Budgeting & Accountirg
for Services

» Demand Mariagement

* Capacity Management

PERFORMANCE EVALUATION
* Monitoring, Measurement, Analysis & Evaluation
* Internal Audit
» Management Review
* Service Reporting

Figure 1 - Service management system

The strpcture of clauses in ISQO/IEC 20000-1 is intended to provide a coherent presentation of
requireinents, rather than a model for documenting an organization’s policies, objectives and processe$.
Processl;lames can be different from those used in ISO/IEC 20000-1 provided all the requirement
are fulfilled. Processes can-be combined or split in different ways from the clause structure listed i
ISO/IEC|20000-1.

- »n

There i no requirémient for the terms used by an organization to be replaced by the terms used i
this docpument. Organizations can choose to use terms that suit their operations. For example, chang
managementand release and deployment management can be combined as one process.

[CHR=]

Mapping a organization’s process names against the requirements in ISO/IEC 20000-1 can assist ap
auditor in understanding how those requirements are fulfilled. An SMS as designed by an organization
claiming conformity with ISO/IEC 20000-1, cannot exclude any of the requirements specified in
ISO/IEC 20000-1.

4.2 Demonstrating conformity

An organization can only claim conformity by fulfilling all requirements specified in ISO/IEC 20000-1.
Conformity to the requirements specified in ISO/IEC 20000-1 can be demonstrated by an organization
showing evidence of:

a) fulfilling the requirements itself;

2 © ISO/IEC 2019 - All rights reserved
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b) controls for other parties that are involved in performing activities to support the SMS.

Some or all of the requirements of ISO/IEC 20000-1:2018, Clauses 6 to 10, can be fulfilled by other
parties, provided the organization can demonstrate controls for those other parties. For example, other
parties can be used to conduct internal audits.

ISO/IEC 20000-1:2018, Clauses 4 to 5 should be fulfilled by the organization itself. However, another
party can act on behalf of the organization, e.g. in preparation of the service management plan.

As another example, an organization can demonstrate evidence of controls for the processes operated
Y OTNer parties or Services that are outsourced. It 1s iImportant that the organization understand which
ctivities are to be performed by other parties to support the SMS.

.3 Authorities and responsibilities across the service supply chain

If is important that the organization has clearly defined authorities and responsibilities for al| parties
in the service supply chain.

he organization should retain operational control of, and accountabilityforthe services in scope of the
MS as described in [SO/IEC 20000-1:2018, 5.1, but can use other partie$ to’support these requirements.

|

he organization is required to demonstrate that top management-fulfils the requirements dpecified
h ISO/IEC 20000-1:2018, Clause 5. The organization should demonstrate that the services support the
11filment of the service management objectives.

—_

[ is important that the organization ensures that there is'elarity regarding authority and responsibility
br services and service components, and processes or\parts of processes, provided or operatgd by all
arties. This includes defining in contracts or documented agreements, the responsibilities for fulfilling
ervice requirements.

wn Ty =h =

—

he organization should:

d) identify and document all services,(Service components, processes or parts of processgs in the
scope of the SMS, including those that are provided by other parties;

h) identify which parties operate what services, service components, processes or parts of prpcesses;

d demonstrate controls forthe other parties identified in a) and b) (see ISO/IEC 20000-1:2018, 8.2.3).

L

Applicability 6£ISO/IEC 20000-1
3.1 Principlesof applicability

5.1.1 Applicability

All réqairements in ISO/IEC 20000-1 are generic and are intended to be applicable to all organjfzations,
regardless of the organization’s type or size, or the nature of the services delivered. ISO/IEC 20000-1
has its roots in IT and is intended for service management of services using technology and digital
information. The examples given in this document illustrate a variety of uses of ISO/IEC 20000-1.

ISO/IEC 20000-1:2018, 1.2 describes the application of the standard.

5.1.2 Organization
The organization in scope of the SMS needs to be correctly identified.

An ISO/IEC 20000-1 certificate would normally be issued to a single legal entity, rather than a group of
different unrelated legal entities. See also 6.2.4 of this document.

© ISO/IEC 2019 - All rights reserved 3
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5.1.3 Commercial status

Services can be delivered on either a commercial or non-commercial basis. The financial basis of service
delivery is irrelevant to the applicability of ISO/IEC 20000-1 or the scope of the SMS.

The organization does not need to own the assets used to deliver the services.

5.1.4 Scope

The scope definition should state what has been included within the scope. If required, to aid clarity, it
can also[be useful to state what is outside the scope.

The scope of the SMS should be visible to staff, customers and prospective customers on request. |t
therefore needs to be unambiguous giving a clear indication of the services and the organizationin scop¢.

5.1.5 Requirements

The organization should fulfil all requirements specified in ISO/IEC 20000-1 for ‘the scope of t
SMS. Some or all of the requirements of ISO/IEC 20000-1:2018, Clauses 6 to<10; can be fulfilled b
other pdrties provided the organization can demonstrate controls for those,'other parties. Howeve
ISO/IEC[20000-1:2018, Clauses 4 and 5 should be fulfilled by the organizatigmitself but can be supporte
by other] parties.

| ")

5.1.6 Authorities and responsibilities

The organization should be aware of the importance of clarity.about authorities and responsibilities d
the orgahization itself and other parties involved in the servicelifecycle. The organization should retai
accountability for all requirements in ISO/IEC 20000-1 butiean use other parties to support this. Wher
other p4rties are involved, control should be demonstrated of the performance and effectiveness ¢
their inyolvement according to ISO/IEC 20000-1:2018,8.2.3.

- @ = =,

5.2 Parties involved in an SMS

5.2.1 [Types of suppliers
Organizptions can use any type of cdmbination of suppliers to support an SMS based on ISO/IEC 20000-1.

The organization can fulfil alLrequiirements specified in ISO/IEC 20000-1:2018, Clauses 6 to 10 directly
or by inpolving other partjes..Other parties who provide or operate services, service components dr
processés can be:

a) internal suppliers;
b) extgrnal suppliers;

c) cusfomeérs acting as suppliers.

An intermatsupptier may travethesanre govermng body as theorgamizatiom i the scopeof the-SMSbut
is external to the scope of the SMS, e.g. human resources or procurement. An internal supplier should
have a documented agreement with the organization in the scope of the SMS, specifying the internal
supplier's contribution to the SMS and services.

An external supplier is an organization or part of an organization that is external to the organization
within the scope of the SMS. If the organization in the scope of the SMS is part of a larger organization,
the external supplier is external to the larger organization. An external supplier can enter into a contract
with the organization to contribute to the planning, design, transition, delivery and improvement
of services. Because the organization can have contracts with lead suppliers but not sub-contracted
suppliers, lead suppliers should manage sub-contracted suppliers that are relevant to the SMS.

4 © ISO/IEC 2019 - All rights reserved
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A customer can contribute to the operation of the SMS and the delivery of services, as well as receiving
services. For example, a customer can manage a service desk and operate part of the incident
management process. The contribution made by the customer when acting as a supplier should be under
the terms of a documented agreement between the organization and the customer. This agreement
should clearly identify the customer’s role as a supplier and be distinct from any agreement between
the organization and the customer for the provision of services. The agreement related to the supply
of services can depend on the agreement as a customer. For example, a customer can provide a service
desk as a supplier but specify in an agreement that they would cease to provide the service desk if they
were not also a customer.

here any customer acts as a supplier, there should be two agreements with the customer)The first
reement should specify the services to be delivered for a customer receiving service(s) The second
reement should specify the organization’s conditions and controls for the customer actjng as a
supplier.

risk with an external customer acting as a supplier is that the service provided\can be contihgent on
the customer agreement, e.g. if the customer agreement is terminated, the agreement to provide the
ctivities of the customer acting as a supplier may also be terminated. If the,activities suppliedl impact
ther customers or interested parties, this can lead to the SMS no longér’ being conformant. If is good
ractice for transitional agreements to be included in the supplier agreement in case this should/happen.

he organization should apply controls for all processes, services'and service components within the
scope of the SMS, even when other parties are involved. This is described in 5.3 of this document. Unless
the organization can demonstrate controls for all parties, they.cannot demonstrate conformity

.2.2 Improvements to the SMS and services

pportunities for improvement can be identified’by the organization or by other parties. These
pportunities are evaluated and managed as specified in ISO/IEC 20000-1:2018, 10.2.

XAMPLE1 The organization requests another party to make performance improvements to achieve the
reed service objectives.

XAMPLE 2 The other party identifies” process improvements which will increase efficiency. These are
iscussed and agreed with the organization.

.2.3 Evaluation and selection of other parties

IPO/IEC 20000-1:2018, 8.2.3.1 specifies that the organization determines and applies criteria for the
aluation and selection of other parties involved in the service lifecycle. There may be som¢ generic
pabilities and criteria for evaluation and selection of other parties. Examples of criteria are financial
sftability, previeus-experience of undertaking the same type of work, cost and ability to start in the
quired timesedle.

or a complete determination of the evaluation criteria, it is necessary to have established a clepr scope
fbr the-SMS and plan services, service components or processes to be assigned to each other party.

[t hfay be necessary to coordinate criteria and selection of other parties with procurement or contract
teams in the organization.

5.3 Control of other parties

5.3.1 Processes, services and service components provided or operated by other parties

Where the organization uses other parties to perform activities to support the SMS or the delivery of
services within the scope of the SMS, the organization should define and apply the necessary controls
and measurements to ensure the appropriate outcomes as defined by top management are met.

The organization should identify processes or parts of processes, services and service components
operated or provided by other parties. The organization should ensure that contracts or documented

© ISO/IEC 2019 - All rights reserved 5
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agreements include controls that are applied for management of all parties and apply supplier
management according to ISO/IEC 20000-1:2018, 8.3.4. The importance of these controls is specified in
ISO/IEC 20000-1:2018, 8.2.3.

5.3.2 Accountability

The organization is accountable for fulfilling the requirements specified in ISO/IEC 20000-1 for all
services in scope of the SMS. This should include the accountability for measurement and evaluation of
both process performance, and effectiveness of services and service components provided or operated
by other pat ttes:

For example, another party is responsible for resolution of an incident that impacts the customerls
service.[The organization in scope of the SMS retains accountability to the customer for resolution qf
the incident. The SMS includes applying controls for the other party.

[on

The organization should ensure that contracts and agreements with other parties provide process an
information inputs and outputs, and information required to support the SMS.

The organization should also be able to demonstrate that top management-is’ committed to thie
implemgntation, maintenance and operation of the SMS. This should include-controls for other partigs
involved in the service lifecycle.

5.3.3 [ntegration, interfaces and co-ordination

The organization should ensure there is clarity on the scope of s€pvices between:
a) the prganization and its customers;

b) the prganization and its service supply chain.

This shquld include the accountabilities and responsibilities and the methods of engagement betwee
the organization and all relevant parties.

-

The organization should appropriately integrate services, service components and processes provide
or opergted by the organization itself and\other parties. For example, where processes have interface
betweer] the organization and other parties, then the organization should demonstrate the integratio
such that all services operate to achieve their intended outcomes. Similarly, where services rely o
supportjng services or service camponents from other parties, the integration of the services shoul
be the tesponsibility of the organization to ensure that all parts of the services meet the servig
requirements.

[CE "= ==

“Service integration” is.sometimes known as service integration and management. It promotes enc
to-end dervice management, particularly in complex service supply chains. “Service integrator” is

term usgd for the organization or part of an organization that takes on the key role of managing t

integratjon and.‘coordination of services, service components or processes delivered from multip
suppliers. Theservice integrator role can be fulfilled by the organization or one of its suppliers. A servi

integratjon’'structure provides governance, management, integration, assurance and coordination t|
ensure the_éustomer organization gets maximum value from its suppliers.

[<Y)

The organization should demonstrate clearly how these interactions with other parties (and resulting
outcomes) are measured and evaluated by the organization. This can include those interactions
between different processes, as well as between the parts of the process provided by other parties
supporting the organization’s SMS. The definition of the interactions should include the process
triggers, the method for interaction, the information exchanged, and any service levels associated (such
as aresponse time).

For example, for the incident management process, good practice can include:
— how the incident information is transferred between the organization and another party;

— what should be included in an incident record;

6 © ISO/IEC 2019 - All rights reserved
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— which party is responsible for the incident at each stage of the lifecycle, including how often and the
criteria by which information is updated by each party.

5.3.4 Definition of controls for measuring and evaluating other parties

ISO/IEC 20000-1:2018, 8.2.3.2, specifies that the organization applies controls for processes, services
and service components provided or operated by other parties. These controls are for process
performance and service or service component effectiveness.

The organization should alsao enforce adherence to :\grmnd pprfnrmnnr‘n criteria hy other parties

through measurement and evaluation of the outcomes provided by those parties.

HXAMPLE 1  Setting criteria for service performance, such as customer satisfaction measuretent off meeting
the intended outcomes of the service as stated in the service catalogue.

eyl

XAMPLE 2 Assess the incident management process performance by measuring and.évaluating adherence to
he agreed service levels.

ot

L

.3.5 Management of the service supply chain

Vhere an internal or external supplier is involved in the service.lifecycle, the organization should
hanage the supplier through the supplier management process (seefSO/IEC 20000-1:2018, 8.3.4.). The
upplier management process also applies to customers of the grganization when acting as a pupplier,
ven though they are treated as customers when they are a consumer of the services.

D N =

he organization should include information security requirements for suppliers in the cpntracts
r documented agreements. There can also be controls for customers or other parties befpre they
an have access to, use of, or the ability to manage“the organization’s information or services. See
50/IEC 20000-1:2018, 8.7.3.2. This should be a condition for allowing access to, use of, or the gbility to
hanage the organization’s information or serwices. If the controls are not operated, any contribution
hade by the other parties should be excludeddrom the scope definition.

=S 09 = 0 O o

Refer to 6.7 for more information.

6 General principles for the scope of an SMS

4.1 Introduction

]

50/IEC 20000-1:2018, 4.3 provides requirements for defining the scope of the SMS.

op management-should ensure the scope of the SMS is clearly defined and agreed. It may be n¢cessary
b involve any)relevant governing body in this decision. Top management should ensure the|scope is
eviewed toymaintain continuing validity when there are changes to the organization and the ervices.
he scopéshould also be reviewed at regular intervals to ensure scope is aligned to business ngeds.

= =t

NOTE Governing body is defined in ISO/IEC 20000-10 as a “group or body that has the ultimate respgnsibility
dauthority for an organization’s activities, governance and policies and to which top management reports and
bILlrWt—Wﬁ—m—ﬂ—t—t_l_l_H—tJy which tTop management 15 held accountabie - NOt all organizations, particuiarly smail organizations, will have

a governing body separate from top management.

A clearly defined scope is important for an organization seeking to demonstrate conformity to
ISO/IEC 20000-1. It sets the boundaries within which conformity can be assessed.

The organization in the scope of the SMS can be part of a larger organization, for example an individual
department of a large corporation.

The scope definition of the SMS should be visible to staff, customers and prospective customers on
request. It therefore needs to be unambiguous giving a clear indication of the services and the
organization in scope.
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See Annex A of this document for examples of scope definition.
6.2 The scope of the SMS

6.2.1 Defining the scope

The scope definition should state what has been included in the scope of the SMS. The scope defines the
organization, or part of an organization, and the services in the scope of the SMS.

The scopedefimitionshould:

a) be as simple and concise as possible;

b) be understandable without detailed knowledge of the organization;
c) inclhide enough information for use in a conformity assessment;

d) be Worded so that any exclusions are clear;

e) not fefer to documents outside the scope of the SMS.

Exclusign statements are not mandatory in the scope definition but cafi help to make the scope
definitign unambiguous. Where there are exclusions to the scope definition, they should be listed
within the scope definition or via a linked exclusion statement. Cafe should be taken when defininig
scope bgdsed on exclusion statements.

EXAMPLE 1 If new services are implemented and are not explicitly- noted in the scope exclusion, they will b
assumed|to be included in the scope of the SMS.

[¢)

EXAMPLE 2  If the scope is limited to all locations except:slist of excluded locations>, when a new location
is establlshed, it will be assumed to be included in the.seope which may impact the ability to demonstrate
conformity.

The def]nition of the scope can change based'en other parameters such as customers or locations
being added or removed. The scope should-be defined in a way that considers the full context of thie
organizgtion (see Scenario 8 in A.5.3 for anexample). The scope should be as simple as possible to avoid
frequent revision for minor changes to.services or customers.

6.2.2 Bcope definition and assessment

The scope statement of the.SMS should be agreed when planning to demonstrate conformity t
ISO/IEC[20000-1. This canavoid setting false expectations about the SMS within the organization.

[=]

—

The orggnization she@ld'confirm the scope of the SMS with the third-party assessor before any externs
assessmient againsfithe requirements specified in ISO/IEC 20000-1 takes place.

Only thg evidence relevant to the scope of the SMS should be considered during any assessment.

6.2.3 Limits to the scope

Where the scope of the SMS is all services for the whole organization, defining the scope of an SMS can
be simple. For example, “The SMS for <name of organization> that provides <services>".

If the organization only includes some of its services in the scope of the SMS, the scope should be defined
to avoid ambiguity. The scope can be limited to services delivered to one customer, services delivered
from one site or only one type of service.

An organization can have both internal and external customers and deliver many services and service
types. Consequently, the scope of the SMS can include services for several internal and external
customers. When this is the case, the processes within scope of the SMS should be consistent across
customers but the procedures used for each customer or for different service types can vary in detail.
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6.2.4 Commercial considerations

An ISO/IEC 20000-1 certificate would normally be issued to a single legal entity, rather than a group of
different unrelated legal entities.

NOTE Refer to a certification body for further guidance.

A certificate for a single legal entity can include subsidiaries of an overarching entity within the scope,
e.g. an organization using multiple trade names. It is common for related entities to operate with
common processes. For related entities to operate with a common SMS, the following should be true:

d) the related entities should have a common governing body;

H) the certification is for the parent entity that governs the related entities.

6.3 Agreements between customers and the organization

]

[ a customer is identified in the scope definition, the organization should, fulfil all requirements
pecified in ISO/IEC 20000-1 as they relate to that customer.

%)

he organization cannot use the terms of a contract or documenteédjagreement with a cusfomer to
educe its obligations to fulfil all the requirements specified in ISQ/IEC 20000-1. This is the case even
[ the terms of a contract or documented agreement exclude some of the services or procegses, e.g.
ervices within the scope of the SMS are required to have acapacity management process even if the
hanagement of capacity is excluded from a customer’s contract terms.

Y M e T

o

4 Scope definition parameters

4.4.1 Parameters to define the scope of the SMS

—

he organization should use the necessary parameters to define the scope of the SMS to engure that
here is no ambiguity about what is included and excluded (see ISO/IEC 20000-1:2018, 4.3).

—

The parameters should include at ledst:

d) organizational units providing services, e.g. a single department, group of departments or the
whole organization;

H) what services or types of services are offered to customers, e.g.

— asingle service, group of services or all services,

— IT services, cloud services,

— technology services to support facilities management, business process outsourcing,

—>~technology services to support any sector's business, e.g. telecommunications, finange, retail,
tourism, utilities.

For example, the scope definition can be: The SMS of <name of organization> that delivers <list of
service(s)>.

The term “delivered” in this context should be interpreted as all of the activities included in the service
lifecycle, including planning, design, transition and improvement and not just the day-to-day operation.

In a scope definition, the <name of the organization> should be the actual name of the organization and
not a generic reference to “the organization” to avoid creating a circular reference.
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6.4.2 Other parameters

Whilst the minimum parameters for the scope definition are the name of the organization and the
services delivered, the organization should use other parameters if they are needed in order to remove
any potential ambiguity in the scope definition of the SMS. The scope definition should be easy to
understand by interested parties that are not part of the organization.

Other parameters can include:

a) customers, e.g. internal customers, external customers, specific customer names, financial service
cusfomers;

b) seryice locations of the service management activity, e.g. head office, all sites, sites-in onle
couptry only;

c) customer locations, e.g. customers in one country, customers served from one site;

d) oth¢r appropriate parameters that clarify the scope.

EXAMPLE1 The SMS of <name of organization> that delivers <services> from <@rgahization location> tjo
<customgr> at <customer location>.

EXAMPLE 2  The SMS of <name of organization> that delivers <a subset of serVices> to <all customers of the
organizafion>.

The parapmeters can be used in whatever order the organization eonsiders suitable. Other parameter|s
can also|be used to clarify the scope.

The scdpe definition for an SMS can include several services or customers, without explicitl
listing individual services or customers, for example, by referring to cloud services provided by t
organizdtion or referring to services to all customers., Where a limitation of scope is not listed in t
scope, thhe broadest interpretation is assumed. For example, if a list of customers is not included in t
en all customers will be assumed to be in-scope.

The organization should not include the names of other parties, such as suppliers, that contribute to thie
SMS in the scope statement.

Scenarigs demonstrating the use of parameters are included in Annex A of this document.

NOTE 1 | Guidance from other sources can be used in creating scope statements provided they meet th
requirenjents in ISO/IEC 20000-1.

[¢)

¢

NOTE 2 | Ifa simple unambiglous scope statement for services cannot be agreed, it can be represented by th
service cptalogue.

6.5 Vilidity of seepe definition

The organization should ensure that the scope of the SMS remains valid after it has been documented.
The organization should do this by conducting reviews at planned intervals to identify discrepancies.
the definhed/scope does not match the actual parameters (e.g. services, locations, other), then the scop
definition should be amended.

"

D

The organization can decide to demonstrate conformity for only some of its activities, dependent upon
its business need. For example, the organization can start with an SMS that includes only some services
and then later increase the number of services in the scope of the SMS. The organization should then
revise both the SMS and the scope definition to include the additional services.

When exclusion statements are used to define scope, new services may be unintentionally included if
they are omitted from an exclusion statement when they have not yet been fully transitioned to the SMS.

Some scope definitions refer to a service catalogue. The service catalogue can be included in the scope
statement with or without a version number. It should be carefully considered whether or not to use
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service catalogue version information in the scope because the service catalogue can be updated, and
the scope definition may no longer be accurate. If a service catalogue is used as part of the definition
of scope of the SMS, an internal audit review should be conducted each time the service catalogue is
updated to ensure that conformity can be maintained.

6.6 Changing the scope

A change to the scope of the SMS can mean that the organization cannot continue to demonstrate
conformity to the requirements in ISO/IEC 20000-1. The scope of the SMS can change when services or

UStOIIETS are added OT TEMmoveEd:

change to the services can require a change to the scope of the SMS. If an SMS_is\certified to
IBO/IEC 20000-1, the certification body that awarded the certificate should be notified of |changes
ffecting the SMS scope because re-assessment may be required.

If the scope of the SMS is changed, the organization should conform to the requirements spe(cified in
IBO/IEC 20000-1 for the revised scope. When the scope is revised, it can be necessary to re-agsess the
§MS. This can be the case even if the SMS was not due for a planned re-ass€ssment.

.7 Service supply chains and SMS scope

4.7.1 Reliance on other parties

—

he organization should consider how the scope of the SMS\i$ influenced by the relationships between
he organizations in a service supply chain. Understanding the service supply chain is fundanmental to
efining an effective scope for the SMS.

(@M=

To achieve conformity, an organization should:

d) beresponsible and accountable for fulfilment of all requirements specified in ISO/IEC 2000(0-1:2018,
Clauses 4 and 5;

H) have accountability for fulfilmentof the requirements specified in ISO/IEC 20000-1:2018, ({lauses 6
to 10, including requirements-fulfilled by the organization itself and accountability for all 4ctivities
and controls for other parties-involved in the service lifecycle.

—]

he organization should censider how the scope of the SMS is influenced by the relationships between
he organizations in a sefvice supply chain.

—

4.7.2 Demonstrating conformity across the service supply chain

Vhere an internal or external supplier, or a customer acting as a supplier, is involved in thg service
fecycle, the-organization should have evidence of fulfilment of the supplier management|process
equirements specified in ISO/IEC 20000-1:2018, 8.3.4. This should include evidence of |suitable
ontracts or agreements between other parties and the organization. These contracts or agrgements
hould'clearly define the activities to be carried out by other parties and the interfaces betWeen the
ther parties and the organization. This definition should include the process triggers for the interfaces,
the method for interaction, the information exchanged, and any associated service levels.

o Wn O = —

Other parties in a service supply chain do not need to conform to the requirements specified in
ISO/IEC 20000-1 for the organization to demonstrate conformity. However, the organization should
demonstrate that they meet the requirements and apply controls of those parties. ISO/IEC 20000-1:2018,
8.2.3.2, states that these controls include measurement and evaluation as relevant of the process
performance and the effectiveness of services and service components provided by those parties.

When the organization and another party, such as a supplier, are both seeking to demonstrate
conformity to ISO/IEC 20000-1, each can implement an SMS, and each can fulfil all the requirements
independently. For example, an organization can demonstrate conformity to the requirements specified
in ISO/IEC 20000-1 for the capacity management process by applying controls for the other supplier
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involved in operating this process. At the same time, the supplier can demonstrate conformity with the
requirements for the capacity management process for this and other customers.

When another party is providing a service or service components to the organization and both seek to
demonstrate conformity, then:

a) the

other party should demonstrate fulfilment of the requirements in ISO/IEC 20000-1 for the

services it provides;

b) the organization should demonstrate fulfilment of the requirements in ISO/IEC 20000-1 by applying

con

6.8 Integrating with other management systems

The conmpmon text and structure of ISO management system standards can facilitate thé integratio

of multi

requirements to be fulfilled once rather than duplicated. ISO/IEC 20000-1 is jntended to alloy

integrat
manage
specifie

There c
manage
QMS ead

Require
efficiend

EXAMPL
requiren
carefully]

EXAMPL

for information security incidents in an ISMS. It is;possible to integrate these requirements.

The org|

overlapping with the scope of other management systems. The scope of each management syster]

should &
for scop
in the sz
ISMS for
stateme

NOTE
ISO/IEC ]

TO[S for that supplier.

ble management systems where they are used within a single legal entity, allowing commo

jon of an SMS with other management systems. For example, an jnformation securit
ment system (ISMS) as specified in ISO/IEC 27001 or a quality managé€ment system (QMS) a
1 in ISO 9001.

n < <2 =2

—n

bhn be differences in the scope of the SMS and other management systems. Each type d
ment system has a different purpose and area of focus. For example, the SMS, the ISMS and th|
h include areas of focus and do not overlap entirely.

D

—

ments of each management system that are commonsshould be integrated to enable greatd
y, effectiveness and consistency.

£ 1 Documentation requirements or management{ responsibilities are supported by the commo
ents across all management system standards. However, the requirements of each standard should ble
considered to take into account any specific changes made to the common text.

=]

.2 Therequirements for incident management in an SMS have a lot in common with the requirement

v

hnization can define the scope(ofiits SMS as geographically or organizationally identical g

e considered separately and\be described relevant to its focus and to meet the requirement
b of the specific standard\t'is not necessary to describe the scope of each management syster]
me way. For example, an’ SMS requires a description of the services included in the scope; a
ISO/IEC 27001 requires a statement of applicability with its version to be included in the scop
ht.

D = =B » B =

ISO/IEC TR*20000-7 provides guidance on the integration of ISO/IEC 20000-1, ISO 9001 and
p7001. ISO/IEE€ 27013 provides guidance on the integration of ISO/IEC 20000-1 and ISO/IEC 27001.

12
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Annex A
(informative)

Scenario based scope definitions

.1 General

.1.1 Introduction

he types of organizations that can seek to conform with the requirements specifiedin ISO/IEC
n include:

an organization providing services to internal customers;
an organization providing services to external customers;
an organization providing services to both internal and external’customers.

he following examples illustrate the type of scope definitions suitable for an SMS that fu
quirements specified in ISO/IEC 20000-1. In the figures,the arrows indicate that a service flg
the organization to its customer(s) as well as from the.erganization’s suppliers to the organiz
simplify the figures, operational activities are not shewn. The examples are designed to dem
the relationships that can occur between an organization, its customers and suppliers of the

types and the appropriate scope of an SMS in each'case.

any organizations have complex service@Supply chains with multiple parties providing
this annex show both simple and more camplex service supply chains. In many organizations, t

e a combination of insourced and outsourced services.

ntext of other parties within the service supply chain is important in determining appl
nd clarifying the scope statement. For instance, if an external supplier delivers services to
stomers this is relevant.fo assessing the scope for that external supplier. It is not relevant to t
f an organization that is'a customer of that external supplier.

.1.2 Framework for the scenarios

spme common examples. They do not represent an exhaustive list of scope definitions.

complex service supply chain (Figure A.1) is used throughout this annex as a framewor}

20000-1

Ifils the
ws from
htion. To
bnstrate
Hifferent

service

mponents or operating services or processes in support of the organization’s SMS. The scenarios in

here can

hen looking at the scope of an SMS and the applicability of ISO/IEC 20000-1 to an organization, the

icability
multiple
he scope

he scenarios-in this annex provide some possible scope alternatives, representing key principles and

¢ for the

scenarios. The scenarios presented can stand alone. They also examine the way different organ

lizations

may interact in a more complex environment.

Figure A.1 introduces a “service integrator” organization. A service integrator provides services related
to coordinating activities of multiple parties in a complex service supply chain. A service integration

function may be provided by the organization itself or outsourced to an external provider.

NOTE1  "Service integrator" is defined in ISO/IEC 20000-10 as an ‘entity that manages the integ
services and service components delivered by multiple suppliers.’

© ISO/IEC 2019 - All rights reserved
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Service

Customers Requirements —
USINEesSs

(Internal and ines

External) . Organization A

A

Party B
(Service Integrator)

Bold Border indicates

Supject of the Scenario * + +
Blue Shading indicates .
Party C External Supplier Internal Supplier
External to Business External Supplier
[ ]
Party D Supplier 2
Supplier 1

Figure A.1 — Framework for the scenarios — A complex service supply chain

It is incfeasingly common for organizations to have multiple suppliers with complex service suppl
chains. [Looking at the complex service supply chain in a modularivay and examining the specific scop
of each ¢rganization can simplify the scope definition.

D <

[=]

NOTE 2 | Inthescenarios, the term “Party” is used to describedan entity that may be an “organization” seeking
demonstfate conformity with ISO/IEC 20000-1 or an “other patty” acting in another role. For clarity, a bold bordg
shows the subject “organization” of the scenario that wishes to demonstrate conformity to ISO/IEC 20000-1.

—

A.2 Simple scenarios

A.2.1 3»cenario 1 — Internal delivery

Business
Organization A

T

Internal Supplier

Figure A.2 — Internal service delivery

Scenario 1 (Figure A.2) shows an example of a simple service supply chain. Organization A is seeking
to demonstrate conformity with ISO/IEC 20000-1 and delivers all activities except for some financial
management services. There is a single internal supplier that supplies shared financial services for
the business, including Organization A. The customers of Organization A are limited to the internal
customers of the business.

Conformity can be demonstrated provided that:

a) Organization A fulfils all requirements of ISO/IEC 20000-1 for the services included in the scope of
their SMS;
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b) Organization A can demonstrate controls for the internal supplier.

The organization has direct accountability for delivering the SMS. Top management shall control the
internal supplier as described in ISO/IEC 20000-1:2018, 8.2.3.

The scope definition can be: The SMS of <Organization A> that supports the delivery of <services> to
internal customers in the business.

A.2.2 Scenario 2 — Simple service supply chain

A.2.2.1 Background

Service

Customers Requirements Business
(Internal and T
External) Organization A

Services T

Party C
External Supplier
(Service Components)

Figure A.3 — Simple service'supply chain
or Scenario 2 shown in Figure A.3, we consider Qrganization A with an external supplier (Party C)
roviding service components in support of the SMS of Organization A.

R

¢

(rganization A may achieve conformity forcthe scope of services that it supplies to its customer(s),
Hased on the principles described in 6.7.

A.2.2.2 Is the scope of Organization A limited to IT services?

No. For example, Organization A may deliver logistic services and the external supplier provid¢ related
dustomer care services. All requirements specified in ISO/IEC 20000-1 are generic and are int¢nded to
He applicable to all organiZations regardless of the nature of the services delivered.

A.2.2.3 Can there/dbemore than one externally supplied service or more than one suppliger for
this scenario?

es. The number of services or service components supplied by the external supplier and the nyimber of
sjuppliers does not affect the scope of the SMS provided that the organization can demonstrate |supplier
anagement and control of parties involved in the service lifecycle according to ISO/IEC 2000Q-1:2018,
.3.4.and 8.2.3.

ne SMS?

No. The services provided directly to the customer by another party and not by the Organization A are
not in scope of the SMS.

When the customer engages a supplier directly there is a contract or agreement that is managed by the
customer. Therefore, the controls for all parties cannot be demonstrated by Organization A.

A.2.2.5 Can internal and external customers be supported within the SMS of Organization A?

Yes. Provided the internal and external customers are included in the scope of the SMS, and the
requirements of ISO/IEC 20000-1 can be met, it does not matter whether the customers are internal or
external.
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The scope definition can be: The SMS of <Organization A> that supports the delivery of <services> to

internal and external customers in business.
A.2.2.6 Can Party C also demonstrate conformity?
Business
Organization A
7'}
N
—_l
Cultomers of | | recioments
barty C Party C
Yy External Supplier
(Internal and _ (Service Components)
Fxternal) Services
Figure A.4 — External supplier in a simple service supply chain
Yes, becpuse the SMS of Organization A and the SMS of Party C are mutually_exclusive, the scopes will
be diffegent.
Party (] (Figure A.4) can seek conformity provided it fulfils all the requirements specified ip
ISO/IEC| 20000-1 for their SMS. This is not in conflict with any 1SO/IEC 20000-1 conformity by
Organizption A because Organization A can demonstrate controls for activities Party C performs fdr
Organizption A, not their internal activities or processes.
The scope definition can be: The SMS of <Party C>:that supports the delivery of <services> tp
<customnjers>.
A.2.2.7 | Can Party C provide services to more.than one customer?
Yes. Party C’s SMS can include services provided to multiple customers.
A.2.2.8 | Can Party C be both a supplier and a customer?
Yes, wh¢n a customer is also actihgas a supplier. The only impact to the scope of the SMS is ensurinig
Party C |s included in the scope‘as a customer. In the context of the SMS of Party C, it is Party C that is
consideted as the organization.
Organizption A should-demonstrate evidence of management and control of Party C as a customdr
acting a$ a supplier aCcotrding to ISO/IEC 20000-1:2018, 8.2.3 and 8.3 .4.
A.2.2.9 | Can internal suppliers be treated the same way?
Yes, the[seope of the SMS for Organization A, as shown in Figure A.5, does not change based on thle
supplieris

The controls for the internal supplier should be demonstrated by Organization A in the same way as an
external supplier. However, the supplier management requirements in ISO/IEC 20000-1:2018, 8.3.4 are
different for internal and external suppliers.

16
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Service .
Customers Requirements BUS|neSS
(Internal and Organization A
External) Services T T
Party C . Internal Supplier
External Supplier
(Service components)

Figure A.5 — Scenarios with limited outsourcing

A.3 Scenarios with outsourced components

oY

.3.1 Scenario 3 — Outsourced components

=

.3.1.1 Background

cenario 3, illustrated in Figure A.6, is similar to Scenario 2; but a service and parts of processes are
perated by an external supplier (Party C). This involvestoperating part of the incident and service
equest management processes on behalf of Organizatioen‘A. Although the external supplier’s service is
sed by all the internal customers in the business, the-Contract is between Organization A and Party C.

o = O W0

Service

Customers Requirements Business
(Internal and 0 T
rganization A
External) Services g

Party C
External Supplier

(service and parts of
processes)

Figure€A/6 — Scenario 3 — Simple service supply chain for services and processe$

A.3.1.2.> Can Organization A demonstrate conformity?

Yes;if the organization can demonstrate controls for Party C as in ISO/IEC 20000-1:2018, 8.2.3

A.3.1.3 Whatis the scope definition for Organization A?

The scope definition can be: The SMS of <Organization A> that supports the delivery of <services> to
<Customers>.

Although Party C operates a service and parts of processes, this scope definition is valid if Organization

A has retained controls for Party C. The scope definition should not include the name of Party C because
it is a third party and not relevant to the scope of the SMS.
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In Scenario 3, Organization A can provide evidence that demonstrates controls for Party C. Where one
party would seek to rely on another party for supporting evidence, it is good practice for this to be
included in the contract or agreement.

A.3.1.4 Can Party C also demonstrate conformity?

Yes, if Party C can fulfil all the requirements specified in ISO/IEC 20000-1 for the scope of its own SMS.
For this scenario, that should include the processes and capabilities to operate a service and parts of
processes for Orgamzatlon A. Even though the service prov1ded by Party C to Orgamzatlon A only
covers tpro-pre ] abte-to-demons 3 . —+o-a yeetfied
in ISO/IEC 20000-1.

Party C[can seek conformity for an SMS with a scope that includes other customers that fulfil thie
requirempnents specified in ISO/IEC 20000-1.

A.3.2 $cenario 4 — Suppliers, lead suppliers and sub-contracted suppliers

A.3.2.1 | Background

Often a §upplier can have sub-contracted suppliers to deliver the required services. Alternatively, whe
an organization has several suppliers, the organization can appoint one supplier as the lead supplier. A
illustrated in Figure A.7, Party C is acting as the lead supplier in this scenario. Organization A and lea
supplier] (Party C) should have a direct relationship and a contract.

—

= n

Service
Requirements

Customers Business
ternal and

External) Organization A

Services
.

Party C
External Supplier
(service and parts

of processes)

A
I I

—_

Party D Supplier 2
Supplier 1

Figure A.7=—Scenario 4 — Relationship with lead suppliers and sub-contracted suppliers

Under the-te A : atic e le c
sub-contracted suppllers (e g. Party D, Suppller 2). The sub- contracted supphers should have a contract
with the lead supplier, not with Organization A. There should not be a direct relationship between the
organization and the sub-contracted suppliers.

The controls for the lead supplier (Party C) are determined in the same way as if it were a single
supplier to Organization A. The controls for the sub-contracted suppliers are the responsibility of
the lead supplier (Party C). Organization A would control the lead supplier (Party C) according to
[SO/IEC 20000-1:2018, 8.2.3.
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A.3.2.2 Whatis the scope definition for Organization A?

The scope definition can be: The SMS of <Organization A> that supports the <services> to <internal and
external customers>.

A.3.2.3 Can Party C demonstrate conformity?

If Party C wants to seek conformity, it should demonstrate control of Party D and Supplier 2 as
described above.

A.4 Scenarios with complex service supply chains

oY

.4.1 Scenario 5 — Extensive outsourcing

=

.4.1.1 Background

rganization A provides services to internal customers. Organization A’s,business process out$ourcing
ervices and cloud services are outsourced to Party C. The incident\lnanagement, service|request
hanagement and problem management processes are also outsourced to the external supplier,|Party C.
his is illustrated in Figure A.8.

= 0 W O

Service

Customers Requirements Business
(Internal and i _e:
External) Organization A

Services T

Party C
External Supplier
(Extensive
outsourcing)

Figure A.8 — Scenario 5 — Simple service supply chain for extensive outsourcing

A.4.1.2 Can Organization A demonstrate conformity?
Yes, providedthey can fulfil all requirements of ISO/IEC 20000-1 either:
d) directly for processes managed internally;

H) through applying controls to Party C.

Thefact that the ﬂrgani7nfinn A is nvfnncivp]y outsourced does not affect their nhi]ify toma hage the

delivery of services to their customers provided they fulfil all requirements of ISO/IEC 20000-1. Party C
can deliver many of the services and processes, but Organization A can still fulfil the requirements
of ISO/IEC 20000-1 by demonstrating control for Party C. Organization A should directly fulfil
ISO/IEC 20000-1:2018, Clauses 4 to 5.

The scope definition can be: The SMS of <Organization A> that supports the delivery of <services> to
<Internal and external customer(s)>.

Although Party C operates a service and parts of processes, this scope definition is valid if Organization
A has retained controls for Party C. The scope definition should not include the name of Party C because
it is a third party and not relevant to the scope of the SMS.

© ISO/IEC 2019 - All rights reserved 19


https://standardsiso.com/api/?name=996181852d1513f429dde8657e2b16c1

ISO/IEC 20000-3:2019(E)

A.4.2 Scenario 6 — Internal service integrator

A4.2.1

Background

Customers

Internal and o P .
( External) : I—S . Organization A - with internal Service integrator
ervices

Service
Requirements

Business

In Scena
All othe

Scenarig
Organiz
services
outsour
integrat

Scenarid
well as i

Scenarid
defining
determi
the scop

All contg
A.Thes

a) sup

b) cont
ISO

c) the

“ T T T

Party C External Supplier Internal Supplier
External Supplier

(Extensive outsourcing)

Figure A.9 — Scenario 6 — Internal service integrator

rio 6, Organization A retains support for financial application serviees.
" services required by Organization A are outsourced to internaDand external suppliers.

6 introduces service integration. It includes a ,service integrator function withi
htion A. Organization A has elected to implement seryice integration to manage delivery d
across multiple external and internal suppliers. This 'was done because the decision to us|
cing created a service supply chain that was complex, with services to the customers requirin
jon of services, service components and processes provided or operated by multiple suppliers

6 also introduces additional customers. Qfganization A now supplies services to external a
hternal customers.

6 illustrates why the implications of the service supply chain should be understood whe
the scope of the SMS. The context of the organization (ISO/IEC 20000-1:2018, Clause 4) an
hing the roles of the other parties (ISO/IEC 20000-1:2018, 8.2.3.1) can affect the definition ¢
e and whether conformity ean-be demonstrated.

xt and leadership requitements (ISO/IEC 20000-1:2018, Clauses 4 to 5) are met by Organizatio
brvice integrator in Scénario 6 is tasked by top management to provide:

blier management-of the supply chain according to ISO/IEC 20000-1:2018, 8.3.4;

rol of parties involved in the service lifecycle for the supply chain according t
IEC 2000041:2018, 8.2.3;

blans\for the SMS and the services (ISO/IEC 20000-1:2018, Clause 6);

d) asst

0a o

— =

===

-

rance that the end-to-end processes supporting the SMS are defined, implemented an

maintained (including the process interface requirements for all parties);

e) end-to-end customer service reporting;

f) definition of the measurements and evaluation criteria required to operate the services and SMS
between all parties (including the information that is transferred and the method for transfer);

g) assurance that the management of the outcomes of all parties is performed in a consistent manner
in support of the service management objectives and fulfilment of the requirements of the SMS.

20
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A.4.2.2 Can Organization A demonstrate conformity?

Yes. In Scenario 6, Organization A retains service delivery of the financial application services using all
ISO/IEC 20000-1 requirements. Organization A also delivers the service integration service.

All other services delivered to the customers of Organization A are outsourced to internal and external
suppliers. These services, therefore, cannot be included in the scope for Organization A.

Organization A can demonstrate conformity because:

+1 : P Val oIS R | : + (WL IS ToVaWi & nlallsVaVaVaValil BlaVat: e NWiPall 4 =
LT Ul g4I Z4dUIUITN TULLILS LT TTYUITTIHITIILS SPCLITICU TITNIOU/TEWU ZUUUUTL. ZU 10, LIdUsSCS 7 LU g,

h) the organization also meets the requirements of some other clauses of ISO/IEC 20000+1 itself;
d Organization A demonstrates the controls for other parties for the remaining requirementk;

d) the service integration function of Organization A provides controls for~the other pdrties as
specified by ISO/IEC 20000-1:2018, 8.2.3.

A.4.2.3 Whatis the scope definition for Organization A?

The scope definition can be: The SMS that supports the delivery of’service integration and <financial
application services> to <Internal and external customers> by <Qrganization A>.

A.4.2.4 Can the external suppliers demonstrate conforiity?

Yes. Scenario 6 includes external suppliers (for exampleParty C) operating services and the processes
equired by ISO/IEC 20000-1. This is the same basis’as Party C’s ability to demonstrate conformity in
scenario 3.

—

A.4.2.5 Can the external supplier demonstrate conformity across multiple customers?

The external supplier can support multiple internal and external customers in the correct circuinstance.
Hefer to Scenario 2 for more detail.

A.4.3 Scenario 7 — Outsourced service integrator

A.4.3.1 Background

@)

cenario 7 is the same as Scenario 6 except that the service integrator role is now outfourced.
rganization A hasretained delivery of the financial application services.

(an)
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Se‘rvice
Customers Requirements —
usiness
(Internal and ines
External) Sorviees Organization A
Party B

(Service Integrator)
5 ! )

Party C External Supplier Internal Suppliér.
External Supplier
Extensive outsourcing

A

Party D Supplier 2 (
Supplier 1

Figure A.10 — Scenario 7 — External servicé integrator

A.4.3.2 | Can Organization A demonstrate conformity?

Organizption A can demonstrate conformity if sit"“fulfils the requirements specified i
ISO/IEC|20000-1:2018, Clauses 4 to 5 itself and can demonstrate controls for other parties involved i
the servjice lifecycle.

=]

[

The scope of the SMS should include the financial application services which will demonstrate th3
Organizption A operates these processes themselves.

The internal supplier would also be expécted to recognise the service integrator has delegated proces
management responsibilities for Organization A. This allows consistent management of service$,
process¢s and reporting.

[%2)

A.4.3.3 | What is the scope definition for Organization A?

—_—

The scope definition for-Organization A can be: The SMS that supports the delivery of financis
applicatjon services to@'sCustomers> by <Organization A>.

A.4.3.4 | Can Party C demonstrate conformity?

Yes. In Sgenario 7, the potential for conformity of external suppliers is the same as Scenario 3.

A.4.3.5 Can Party B demonstrate conformity?

For Party B to demonstrate conformity, it should provide the service integration as a service with its
own SMS, directed and controlled by its own top management. It cannot merely operate the service
management processes within the scope of its customer’s SMS.

If both Organization A and Party B wish to demonstrate conformity, care should be taken to ensure that
the scope of the SMS for each is correctly defined. Organization A cannot demonstrate conformity if they
are so extensively outsourced, they no longer have distinct services in scope of their SMS. Organization
A can consume the outsourced services from Party B as service components but should have their own
services in the scope of their SMS to demonstrate conformity.
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