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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commlssmn) form the speC|aI|zed system for worIdW|de standardlzatlon Natlonal bodles that are members of

by the respective orgamzatlon to deal with part|cular fields of technical act|V|ty ISO and IEC te
committees collaborate in fields of mutual interest. Other international organizations, governmental an
governmental, in liaison with ISO and IEC, also take part in the work. In the field of informationtechnolod
and IEC have established a joint technical committee, ISO/IEC JTC 1.

IEEE Standards documents are developed within the IEEE Societies and the Standards Coord
Committees of the IEEE Standards Association (IEEE-SA) Standards Board. The IEEE-develops its sta
through a consensus development process, approved by the American National*Standards Institute,
brings together volunteers representing varied viewpoints and interests to achieve.the final product. Volu
are not necessarily members of the Institute and serve without compensation. While the IEEE administs
process and establishes rules to promote fairness in the consensus development process, the IEEE ddg
independently evaluate, test, or verify the accuracy of any of the information contained in its standards.

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2.

The main task of ISO/IEC JTC 1 is to prepare International.Standards. Draft International Standards a
by the joint technical committee are circulated to national<bodies for voting. Publication as an Intern
Standard requires approval by at least 75 % of the natignal bodies casting a vote.

Attention is called to the possibility that implementation of this standard may require the use of subject
covered by patent rights. By publication of this standard, no position is taken with respect to the existe
validity of any patent rights in connection.tbierewith. ISO/IEEE is not responsible for identifying es
patents or patent claims for which a license-may be required, for conducting inquiries into the legal val
scope of patents or patent claims or:determining whether any licensing terms or conditions provi
connection with submission of a Letterlof Assurance or a Patent Statement and Licensing Declaration H
any, or in any licensing agreements are reasonable or non-discriminatory. Users of this standard are exf
advised that determination of the-validity of any patent rights, and the risk of infringement of such rig
entirely their own responsibility. Further information may be obtained from ISO or the IEEE Sta
Association.

ISO/IEC/IEEE 15289 was prepared by Joint Technical Committee ISO/IEC JTC 1, Information techr
Subcommittee SC.7;, " Software and systems engineering, in cooperation with the Software & Sy
Engineering Standards Committee of the IEEE Computer Society, under the Partner Standards Develqg
Organization.cooperation agreement between ISO and IEEE.

This firstyedition of ISO/IEC/IEEE 15289 cancels and replaces ISO/IEC 15289:2006, which has
technically revised.
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Introduction

The purpose of this International Standard is to provide requirements for identifying and planning the specific
information items (information products) to be developed and revised during systems and software life cycles
andS e proce esS. [ niernationa dandarda spe e ne purpose and content or d aer ed Systeln
and software life-cycle information items, as well as information items for information technology service
management. The information item contents are defined according to generic document types and the specific
purpoge of the document. Information items may be combined or subdivided as needed for project or
organigational purposes.

This |nternational Standard is based on the life-cycle processes specified in ISO/IE€™12207:2008
(IEEE|Std 12207-2008), Systems and software engineering— Software life ,Cycle processes;
ISO/IHC 15288:2008 (IEEE Std 15288-2008), Systems and software engineering —,"System life cycle
procegses; and the service management processes specified in ISO/IEC 20000-1:2005, Information
technglogy — Service management— Part 1: Specification; and ISO/IEC 20000-2:2005, Information
technglogy — Service management — Part 2: Code of practice.

IEEE ¢ontributed IEEE 12207.1-1997, Industry Implementation of International-Standard ISO/IEC 12207:1995.
(ISO/IEC 12207) Standard for Information Technology — Software life cyclé.processes — Life cycle data, as a
sourcg for this International Standard.

© ISO/IEC 2011 — All rights reserved
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Systems and software engineering — Content of life-cycle
information products (documentation)

1 Scope

This International Standard specifies the purpose and content of all identified systems and |software lif¢-cycle

and service management information items (documentation). The information itemcontents are d
according to generic document types, as presented in Clause 7, and the specific, purpose of the dod
(Clause 10).

This International Standard assumes an organization is implementing life-cy¢le processes in confor
with ISO/IEC 15288:2008 (IEEE Std 15288-2008), Systems and software‘engineering — System life
processes, or ISO/IEC 12207:2008 (IEEE Std 12207-2008), Systems and software engineering — Sq
life cycle processes, or practising service management in conformance with ISO/IEC 20000-1
Information technology — Service management— Part 1: Specification, and 1SO/IEC 20000-2
Information technology — Service management— Part2; “Code of practice. ISO/IEC 1220
(IEEE Std 12207-2008) and ISO/IEC 15288:2008 (IEEE Std\y15288-2008) define a set of process|
managing and performing the stages of a systems life cycle/ They define an Information Management p
but they do “not detail documentation in terms of name, format, explicit content, and recording
[ISO/IEC 15288:2008 (IEEE Std 15288-2008), 1.4)]. ISO/IEC 12207:2008 (IEEE Std 12207-2008) estat
a common framework for software life-cycle processes and in passing identifies or requires a num
documentation items. The Process Reference Model does not represent a particular process impleme
approach, nor does it prescribe a system/software life-cycle model, methodology, or tech
ISO/IEC 20000-1:2005 establishes general requirements for documents and records
ISO/IEC 12207:2008 (IEEE Std 12207-2008) does not always specify when software information items
be prepared, nor does it identify information item contents. This International Standard provides a map
ISO/IEC 15288:2008 (IEEE Std 15288-2008) and ISO/IEC 12207:2008 (IEEE Std 12207-2008) clauses
set of information items.

The generic document types:{which may be referred to as information item types) are to be used to i
the information necessary;to support the ISO/IEC 15288:2008 (IEEE Std 15288-2008) agreement, entg
project, and technical-processes; the ISO/IEC 12207:2008 (IEEE Std 12207-2008), primary, supportin
organizational life-gycle processes; or the ISO/IEC 20000-1:2005 service management processes.

This International Standard identifies records and information items based on analys
references_“in-1SO/IEC 15288:2008 (IEEE Std 15288-2008), ISO/IEC 12207:2008 (IEEE Std 12207
ISO/IEC-20000-1:2005 and ISO/IEC 20000-2:2005, which in some cases provide partial or complete o
for the_content of specific documents. However, the requirements for the life-cycle processes do not ur

efined
ument

mance
cycle
ftware
:2005,
:2005,
y:2008
es for
rocess,
media”
blishes
ber of
htation
nique.
(3.2).
are to
bing of
with a

Hentify
rprise,
g, and

is of
2008),
utlines

iquely

and‘\inambiguously state the requirements for the information item contents or the information neede

d by a
ay be
plete

For each life-cycle process, it would be possible to prepare a plan, procedures, and reports, as well as
numerous records, requests, descriptions and specifications. Such an elaboration of the documentation
schema would be more rigorous than specified by ISO/IEC 15288:2008 (IEEE Std 15288-2008) or
ISO/IEC 12207:2008 (IEEE Std 12207-2008). As ISO/IEC 15288:2008 (IEEE Std 15288-2008) points out (1.4),
“This International Standard does not detail the life-cycle processes in terms of methods or procedures

required to meet the requirements and outcomes of a process.” Thus, information items may be combi

ned or

subdivided as needed for project or organizational purposes, as further defined in Clause 2, Applicability, and

Clause 3, Conformance.

© ISO/IEC 2011 — All rights reserved
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Not included in the scope of this International Standard are the following:

a)

b)

c)

the format or content of recommended input data or input information items, except for the content of
those input items that are also output information items;

instructions on combining or subdividing information items and information item contents of a similar
nature;

guidance on selecting an appropriate presentation format, delivery media, and maintenance

d)

e)

f)

9)

NOTE
user dq

NOTE

assess|
include
its guiq
Standq

technology for system and software fife-cycle data, records, mformation 1tems, or documentation, sucn
as electronic publishing systems, content management systems, or data repositories;

detailed content for information items related to general business, organizational, and financial
management that is not specific to systems and software engineering and information_technology
service management, such as business strategies, human resources and investment policies,
personnel selection criteria, financial budgeting and accounting policies and procedures;, cost reports,
or payroll data;

information items showing only approval of an ISO/IEC 12207:2008 (IEEE Std 12207-2008)
subclause, such as ISO/IEC 12207:2008 (IEEE Std 12207-2008), 6.1.2.3.4,5}

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

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

( ISO/IEC 26514:2008, Systems and software engineering* =~ Requirements for designers and developers of
cumentation, provides guidance on formats for software usér,documentation.

D ISO/IEC TR 15504-5:1999, Information technology — Software Process Assessment— Part5: An
ment model and indicator guidance, details the content of work products as well as information items. Its guidance
s descriptions of a set of information items (documents) that an assessor may encounter. The information items in
ance may be produced by combinations and‘subdivisions of the required information items in this International
rd.

2 Applicability

2.1

The p
(IEEE
identif
during
as foll

a)

Purpose

urpose of this Intérnational Standard is to provide requirements for users of ISO/IEC 12207:2008
Std 12207-2008), ~/ISO/IEC 15288:2008 (IEEE Std 15288-2008) and ISO/IEC 20000-1:2005 for
ing and planning the specific information items (information products) to be developed and revised
systems and-software life cycles and service processes. This International Standard is intended for use
DWS.

To. ‘address the technical information needed by those involved in ISO/IEC 15288:2008

(IEEE Std 15288-2008) and ISO/IEC 12207:2008 (IEEE Std 12207-2008) processes.

b)

c)

To specify information in an agreement process as described in ISO/IEC 15288:2008
(IEEE Std 15288-2008) or a two-party situation as described in [ISO/IEC 12207:2008
(IEEE Std 12207-2008), ISO/IEC 20000-1:2005 and ISO/IEC 20000-2:2005. The two-party situation
may range from an informal agreement within an organization to a legally binding contract between
organizations.

To develop information items that provide evidence for process assessment performed with respect to
ISO/IEC 15504, and to guide process improvement activities.

To guide a single party in self-imposed tasks.

© ISO/IEC 2011 — All rights reserved
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2.2 Intended users of this International Standard

This International Standard is applicable for use by:

a) project managers responsible for the Information Management process of ISO/IEC 15288:2008

(IEEE Std 15288-2008) (5.4.8) during a system life cycle;

b) project managers responsible for identifying information item requirements and document contents
when using ISO/IEC 12207:2008 (IEEE Std 12207-2008), or any other software engineering life-cycle

process, to help determine what should be documented, when the documentation should ogct
what the contents of the documents should be;

c) acquirers responsible for determining what information items are needed to ensure_the ‘quality
project, or delivered system, product or service;

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

r, and

of the

ftware

e) individuals responsible for identifying information items required \o claim conformance¢ with

ISO/IEC 12207:2008 (IEEE Std 12207-2008), ISO/IEC 15288:2008  (IEEE Std 15288-200§
ISO/IEC 20000-1:2005;

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

2.3  Applicability to work efforts

), or

Use of this International Standard is not limited by size; complexity or criticality of the project. It npjay be

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

d) documentation in Commercial-Off-The-Shelf (COTS) products when the COTS product is speci
a deliverable under attwo-party situation.

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

2.4  Applicabitity to information item audiences

Users should) map this International Standard to the requirements and needs of their agreements, or
and organiizational procedures. The type of decision to be made, or work to be performed, by users
information’ should be considered before an information item is prepared. Reviewing and understandi
requirements, needs, and background of users and stakeholders are essential to applying this Intern
Standard accurately and economically, since some information items are designed for various purposs

fied as

broject
of the
ng the
ational
es and

user groups:

e To provide information to specialized types of users who may not be a part of a particular projec

t.

e To address the same type of user but in environments not normally coexisting in the same effort.

e To aid both users who are expected to be computer-literate and understand technical terminology,

and users who may not have this background.
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3 C

3.1

onformance

Definition of conformance

This International Standard may be used as a conformance or a guidance document for projects and
organizations claiming conformance to ISO/IEC 15288:2008 (IEEE Std 15288-2008), ISO/IEC 12207:2008

(IEEE

NOTE

Std 12207-2008), or ISO/IEC 20000-1:2005.

4 o sl 1N Hadrafar [laYaViialalsYaValalali: FisYaVa¥~ adlSOUAEC T oNnnnnN _E£-29010
T

conforr

To cla
proces

aardina loioa £
T SeRHES Pnuvnuuno SRothe—fetertoTo o000 2000 RO T Tz 0000902010 cgaramg—oranttS— Ot

hance for a defined certification scope, for example, organizational units, services, location.

m conformance to this International Standard, having tailored the selected system or software life-cycle
ses, the users of this International Standard shall prepare the information items identified)in this

Interngtional Standard applicable to the selected and tailored ISO/IEC 15288:2008 (IEEE Std 16288-2008),

ISO/IE

The g

C 12207:2008 (IEEE Std 12207-2008), or ISO/IEC 20000-1:2005 processes.

eneric and specific record and information item contents in Clauses 7, 9, and 10 ‘f this International

Standard may be tailored to satisfy requirements of an organization, its projects, or agreements based on the

tailore
(IEEE
may b
the se

NOTE
providg

In this

j conformance to ISO/IEC 15288:2008 (IEEE Std 15288-2008) or ,* ISO/IEC 12207:2008
Std 12207-2008). In tailoring, information item titles and contents provided inthis International Standard
e modified (added to, combined or retitled). The contents of the information items shall correspond to
ected and tailored processes.

P Annex A of ISO/IEC 15288:2008 (IEEE Std 15288-2008) and ISO/IEC 12207:2008 (IEEE Std 12207-2008)
requirements for the Tailoring Process.

International Standard, for simplicity of reference, eachiinformation item is described as if it were

published as a separate document. However, information items.shall be considered as conforming if they are

unpub
combi

ished but available in a repository for reference, divided into separate documents or volumes, or
ned with other information items into one document.»Use of the nomenclature of the specific records in

Clausi 9 or the information item titles in Clause 10 is not required to claim conformance with this International

Stand

rd.

Throughout this International Standard, “shall”’ is used to express a provision that is normative, “should” to

expres
within

s a recommendation among other possibilities, and “may” to indicate a course of action permissible
the limits of this International Standard.

The vIrb “‘include” used in this International Standard indicates that either (1) the information is present or (2)

arefe

3.2

Confo
items,

a)

ence to the information is listed.

Conformance situations

mance may bé c¢laimed for organizations, projects, multi-supplier projects, services, and information
as identified_in the claim of conformance:

When-c¢onformance is claimed for an organization or a service provider, the organization or service
provider shall make public a document declaring its tailoring of the records and information items, and

its interpretation of any clauses of the standard that reference “the contract”.

b)

When conformance is claimed for a project (or program), the project plans or the contract shall
document the tailoring of the records and information items, and the interpretation of any clauses of
the standard that reference “the contract”.

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

© ISO/IEC 2011 — All rights reserved
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d) When conformance is claimed for an information item, the item shall contain the generic contents
required in Clause 7 of this International Standard and the specific content required in Clause 10.

NOTE 1 One possible way for an organization to deal with clauses that cite “the contract” is to specify that they shall be

interpreted in the project plans for any particular project. A project’s claim of conformance is typically specified with
to the organization’s claim of conformance.

respect

NOTE 2 In accordance with ISO/IEC 17000:2004, Conformity assessment — Vocabulary and general principles, an
organlzatlon or a project or a multl-suppller program may be said to comply with this document when its products (the

Nl tl £ ot bt th

fements

£, (3 OO 2N i H
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for conformance stated in items (a), (b) or (c) above.

3.3  Type of conformance

One of the following types of conformance shall be asserted. The selected type shall be identified in the
of conformance:

a) Tailored: The minimum set of required information items is determined by*tailoring of process
activities in accordance with Annex A of ISO/IEC 12207:2008 (IEEE.Std*12207-2008) or Anng
ISO/IEC 15288:2008 (IEEE Std 15288-2008).

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

NOTE Absolute conformance may be claimed for selected {rocesses or information items even if a
conformance with the entire standard is not claimed.

4 Normative references

The following referenced documents are indispensable for the application of this document. For
references, only the edition cited applies.

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

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

ISO/IEC 20000-1:2005, \\nformation technology — Service management — Part 1: Specification

ISO/IEC/IEEE 24765:2010, Systems and software engineering — Vocabulary

5 Terms and definitions

For \the purposes of this document, the terms and definitions given in ISO/IEC 1220
(EEE Std 12207-2008), ISO/IEC/IEEE 24765:2010 and the following apply.

claim

bs and
x A of

hat is,

bsolute

dated

cycle

cycle

r:2008

5.1
approval

written notification, by an authorized representative, that a deliverable item appears to satisfy requirements

and is complete

NOTE Such approval does not shift responsibility from the supplier to meet requirements under a two-party situation.

5.2
complete [documentation]
including all critical information and any necessary, relevant information for the intended audience

© ISO/IEC 2011 — All rights reserved
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5.3
consistent
without internal conflicts

5.4

COTS

Commercial-Off-The-Shelf

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

5.5

criteri

rules gn which a judgment or decision can be based, or by which a product, service, result, or process ¢an’be
evalugted

5.6

criticdl information

informption describing the safe use of the software, the security of the information created with the software,
or the protection of the sensitive personal information created by or stored with the software

[ISO/IEC 26514:2008]

5.7

database

collecjon of data organized according to a conceptual structure describingythe characteristics of the data and
the relptionships among their corresponding entities, supporting one orf\more application areas

5.8
description
informption item that represents a planned or actual conceptgfunction, design, or object

5.9
document

uniqugly identified unit of information for human tse, such as a report, specification, manual or book, in
printeq or electronic form

5.10
documentation plan
plan igentifying the documents to be.produced during the system or software life cycle

5.11
information item

separgtely identifiable body.af information that is produced, stored, and delivered for human use
NOTE [i “informatien product” is a synonym.

NOTE R  An igformation item can be produced in several versions during a project life cycle.

5.12
incluqe information

having either the information or a retference to the information present in the document

513

information item content

information included in an information item, associated with a system, product or service, to satisfy a
requirement or need

© ISO/IEC 2011 — All rights reserved
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5.14
information item type
group of information items consistent with a pre-arranged set of generic criteria

NOTE “generic document type” is a synonym.

EXAMPLE A “plan” is the information item type for all plans and “report” is the information item type for all reports.
5.15

moditiable

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

5.16
plan
information item that presents a systematic course of action for achieving a declared purpose, including|when,
how, and by whom specific activities are to be performed

517

policy
clear and measurable statement of preferred direction and behaviour to ‘Ceridition the decisions made| within
an organization

[ISO/IEC 38500:2008]

5.18
presentable
retrievable and viewable

5.19
procedure
information item that presents an ordered seri€s of steps to perform a process, activity, or task

NOTE A procedure defines an established and approved way or mode of conducting business in an organization. It
details permissible or recommended metheds in order to achieve technical or managerial goals or outcomes.

5.20
record
set of related data items treated as a unit

5.21

report
information item_that describes the results of activities such as investigations, observations, assessments, or
tests

5.22
request
information item that initiates a defined course of action or change to fulfil a need

5.23
software item
identifiable part of a software product

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

5.24

specification

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

© ISO/IEC 2011 — All rights reserved
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5.25
traceable
having components whose origin can be determined

5.26
unambiguous
described in terms that allow only a single interpretation, aided, if necessary, by a definition

5.27
verifigble
can bg checked for correctness by a person or tool

6 Ljfe cycle data and information items

6.1 Life cycle data characteristics

This International Standard specifies how life cycle data is managed in information itéms. The required data
from the life-cycle or service process shall be organized into records and presented/in.one or more information
items,|and shall be consistent with an information item generic type. An information item shall include its
generit information item contents (Clause 7).

Each $et of records and information item produced as a document desgtibed in this International Standard
shall support the life cycle data characteristics:

a)| unambiguous
b)| complete

c)| verifiable

d)| consistent

e)| modifiable

f) | traceable

g)| presentable

6.2 Records compared to’/information items (documents)

A recgrd is a special type-of information containing a set of structured data treated as a unit. Table 4 in
Clausg 9 identifies records. Consistent with the ISO 9000 series, the purpose of a record is to state results
achieded or to ¢rovide evidence of activities performed by an organizational entity. In fact,
ISO/IHC 20000-1.2005 defines record as “document stating results achieved or providing evidence of
activities performed” and considers any document or information item to be a record. However, this

structured databases reglsters or reposﬂones where the individual records are ava|IabIe for retrleval and
analysis. Records hold the factual data (evidence) for the other generic information types. A single record, a
selection of records, or a complete listing of the repository’s contents is not suitable for issuance as a
complete communication product as are the information items (documents) such as a plan or procedure. The
information items (documents) are produced and communicated for human use and contain formal elements
(such as purpose, scope, and summary), intended to make them usable by their intended audience.

© ISO/IEC 2011 — All rights reserved
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6.3 Management of life cycle data (records)

Life cycle data results from the execution of the process or service activities and tasks of the standard. Many
of the clauses in ISO/IEC 15288:2008 (IEEE Std 15288-2008) and ISO/IEC 12207:2008 (IEEE Std 12207-
2008) require life cycle data to be produced or recorded. However, the clauses of ISO/IEC 15288:2008
(IEEE Std 15288-2008) and ISO/IEC 12207:2008 (IEEE Std 12207-2008) do not dictate the content, location,
format, or media to be used to record and maintain the data. When choosing appropriate data to be recorded,
users should also determine where in the organization or project’s record-keeping systems the data should be
recorded. Records may be maintained in databases, registers, repositories, archives, or other data

management systems. Projects shall establish record retention policies in consideration of system lif¢ cycle
and organizational or service management needs for the data. Clause 9 defines the content of genetic records
and recommends content for specific records.

NOTE Requirements and guidance for records management are found in ISO/IEC 16175:20,1Q) Informatipn and
documentation — Principles and functional requirements for records in electronic office environments<— Part 1: Oyerview
and statement of principles.

6.4 Management of information items (documents)

The management of information items shall be performed by applying the Information Management progess of
ISO/IEC 12207:2008 (IEEE Std 12207-2008) and ISO/IEC 15288:2008\ (IEEE Std 15288-2008), arjd the
Documentation Management and Software Documentation Management processes of ISO/IEC 12207:2008
(IEEE Std 12207-2008), including the knowledge management” activites of ISO/IEC 15288:2008
(IEEE Std 15288-2008) clause 6.2.4. The Information Managemént Process should support the needs of a
project and the related product or service. It should include procedures for preparing, collecting, idenfifying,
classifying, distributing, storing, updating, archiving, and retrieving information.

Appendix A of this International Standard provides assummary procedure for identifying and plannfng for
information items and their contents. Information items should be defined to be applicable to multiple felated
processes used by a project or organization;<or to related services (such as incident and pfoblem
management). Information items may be combined or subdivided consistent with the tailored gystem
processes, phases, and stakeholder needs.
The documentation management processshall include these activities:

a) Identify the documents ta'be produced by the organization, service, process or project;

b) Specify the contentand purpose of all documents and plan and schedule their production;

c) ldentify the standards to be applied for development of documents;

d) Develop-and publish all documents in accordance with identified standards and in accordande with
nominated plans;

e) Maintain all documents in accordance with specified criteria.

NOTE Annex A provides a procedure for identifying information items and their contents during infofmation
management and documentation planning.

6.4.1 Developing the documentation plan

The tasks to be performed in the Documentation Management Process shall be identified in a Documentation
Plan. When developing the Documentation Plan, consideration should be given to policies and procedures of
the acquirer and supplier. The Documentation Management Process for each project should be considered as
part of a repeatable process for the acquirer and supplier.

NOTE A documentation plan may be created for an entire organization or for multiple projects and services that
reuse document content.

© ISO/IEC 2011 — All rights reserved
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6.4.2

Managing and controlling information items

Projects, organizations, and services may include their record descriptions and tailored information item
descriptions in a data dictionary or work breakdown structure. This practice helps the document management,

develo
and a

pment, and maintenance activities. An established hierarchy of information items should be prescribed
mechanism developed for resolving conflicts between items. For example, there should be one master

schedule for the entire suite of plans relating to a single project, and schedule information given in specific
plans should relate to this master schedule.

Comm
contai
existin
items

ercial or other existing information items may be substituted for all or part of an information item if they
n the desired information, meet applicable quality characteristics, and are properly referenced. When
g information items are readily available to users, consider providing a reference to these information
ather than reproducing the information.

7 Generic types of information items

71
The u
inform
cycle
by relg
a)
b)
c)
d)
e)
f)
9)
NOTE
The d
inform

of Tab

The lig
parts,

General
e of generic types simplifies the application of consistent structure, content, and formats for similar
ption items (records and documents), to support usability. This International Standard defines the life
ata of ISO/IEC 12207:2008 (IEEE Std 12207-2008) and ISO/IEC 15288:2008 (IEEE Std 15288-2008)
ting tasks and activities to the following generic types of information-items:

description

plan

policy

procedure

report

request

specification.

Clause 9 identifies the generic content of data records.

eneric information.‘item contents shall be included in each applicable information item. Generic
ption item (document) contents are mapped to the identified output information items shown in column 3

es 1,2, and 3:

ts of contents of generic types of information items do not specify a normative sequence, structure of
br a listof section titles.

7.2

Description — generic content

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

NOTE

A description of something that is required is a specification.

A description shall include the following elements:

a)

b)

10

Date of issue and status

Scope
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Issuing organization
References

Context

Notation for description

Body

)

Identified information items:

7.3

Purpose: Define when, how, and by whom specific processes or activities are to be performed.

A plan shall include the following@€lements

a)

Summary
Glossary

Change history

Concept of operations

Database design description
Interface description

Proposal

Service catalog

Software architecture description
Software design description
Software unit description
System architecture description
System element description

Plan — generic content

Date of issue and status
Scope
Issuing organization

Refererices (applicable policies, laws, standards, contracts, requirements, and other plan
procedures)

Approval authority

s and

Approach for technical and management review and reporting

Other plans (plans or task descriptions that expand on the details of a plan)
Planned activities and tasks
Identification of tools, methods, and techniques

Schedules

© ISO/IEC 2011 — All rights reserved
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Identif]

12

-A
-A
-A
-A
-C
-C
-D
-D
-D
-D
-1

Budgets and cost estimates

Resources and their allocation

Responsibilities and authority, including the senior responsible owner and immediate process owner

Interfaces among parties involved

Risks and risk identification, assessment and mitigation activities

Quality assurance and control measures
Environment, infrastructure, security, and safety
Training
Glossary
Change procedures and history
Termination process

ed information items:

Cceptance plan

Cquisition plan

Eset management plan

Ldit plan

bpacity plan

bnfiguration management plan and policy
bvelopment plan

sposal plan

bcumentation plan

bmain engineering plan
provement plan (process improvement plan, service improvement plan)

- Information management plan

- Information security plan

- Inistallation plan

- Integration plan (implementation plan)
- Mgintenance plan

- Measurement plan

- Project management plan

- Qpality management plan (quality assurance plan)
- Releasesplan

-Reuseplan

- RiskTmarmagernent poticy ardptamn

- Service Availability and continuity plan
- Service management plan

- Training plan

- Validation plan

- Verification plan
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Policy — generic content

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

A policy shall include the following elements:

a) Date of issue, effective date, and status
b) Scope
c) Issuing organization
d) Approval authority and identification of those accountable for enforcing the policy
e) Authoritative references for compliance or conformance (such as policies, laws and regul
standards, contracts, requirements, and vision or mission statements)
f) Body, including objectives
g) Glossary
h) Change history
NOTE Policies can be communicated in various media or incliided in plans, procedures, specifications, @

documents. Policies are implemented through Plans and ProceduresvPolicies may be defined for any life-cycle pro
service process.

Identified information items:

7.5

Reference: ISO/IEC- 15288:2008 (IEEE Std 15288-2008), 5.3.1
Purpose: Define-in detail when and how to perform certain activities or tasks, including tools needed.

A procegdure shall include the following elements:

a)

Configuration management plan and palicy (change management policy, release policy)
Improvement policy

Information security policy

Life cycle policy and procedure

Quality management policy~and procedure

Risk management policy and plan

Procedure — generic content

Date of issue and status

ations,

r other
cess or

Scope
Lud

Issuing organization
Approval authority
Relationship to plans and other procedures

Authoritative references
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Inputs and outputs

Ordered description of steps to be taken by each participant
Error and problem resolution

Glossary

Change history

Identif]

7.6

Purpd
comm

A repd

ed information items:

Audit procedure
Capacity management procedure

Configuration management procedure (change management procedure, release~\management
procedure)

Complaint procedure
Implementation procedure
Incident management procedure
Life cycle policy and procedure
Maintenance procedure
Operational test procedure
Problem management procedure
Process assessment procedure
Qualification test procedure
Quality management policy and procedure
Software unit test procedure
Supplier management procedure
Supplier selection procedure
Training documentation

User documentation

Report — generic content

se: Describe the results \of activities such as investigations, assessments, and tests. A report
Linicates decisions.

rt shall include the felfowing elements:

Date of issde-and status
Scope

Issuing organization

14

Contributors

Summary

Introduction

Context (assumptions)

Body (including methods of obtaining results)
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i) Conclusions and recommendations
i) References

k) Bibliography

I) Glossary

m) Change history

Identified information items:

— Acceptance review and testing report
— Audit acknowledgement report

— Audit report

— Configuration status report

— Evaluation report

— Incident report

— Installation report

— Integration and test report

— Monitoring and control report

—  Problem report

— Process improvement analysis report
— Product need assessment

— Progress report

— Qualification test report

— Review minutes

— Service report

— Software unit test report

— User notification

— Validation report

— Verification report

7.7 Request — generic content
Purpose: Record information needed to solicit a response.
A request shall include the following elements:

a) Datelofinitiation

b) ~.Scope

c) Subject

d) Originator of request

e) Identification of requested item, service, or response

f) Detailed description of requested item, service, or response, including due date
g) Justifications

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

© ISO/IEC 2011 — All rights reserved
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Identified information items:

— Change request

— Customer satisfaction survey
— Request for proposal (RFP)
— Resource request

— Risk action request

7.8 | Specification — generic content
Purpase: provide requirements for a required service, product, or process.
Specifjcations should use a well-defined syntax. Specifications should be internally consistent in terminology,
definitions, and constraints. Unique specifications should be defined once to prevent inconsistent updates.
Each rfequirement should be uniquely identified. A specification shall include the following elements:

a)| Date of issue and status

b)| Scope

c)| Issuing organization

d)| References

e)| Approval authority

f)| Body

g)| Assurance requirements

h)[ Conditions, constraints, and characteristics

i) | Glossary

i) | Change history

Identifled information items:

— | Contract

— | Service level agreement (SLA)

— | Software requirements specification
— | System requirements specification
— | Validation test specification

8 Mapping of information items to the life cycle and service management processes

In Tables 1, 2, and 3, column 3, information items are identified and mapped to the process where they are
identified as output in ISO/IEC 15288:2008 (IEEE Std 15288-2008) or ISO/IEC 12207:2008 (IEEE Std 12207-
2008) or ISO/IEC 20000-1:2005. These references may be normative requirements, recommended output,
informative material, examples, or notes. This International Standard identifies information items that are not
explicitly specified by title in ISO/IEC 15288:2008 (IEEE Std 15288-2008) or ISO/IEC 12207:2008
(IEEE Std 12207-2008) or ISO/IEC/IEEE 20000-1:2005. In these cases, the base standards explicitly call out
information to be documented, described, planned, specified, reported, recorded, requested or specified.
Annex B, Table B.1, compares information items by source.
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Table 1 maps ISO/IEC 15288:2008 (IEEE Std 15288-2008) clauses (column 2), processes, and
information items. Table 2 maps ISO/IEC 12207:2008 (IEEE Std 12207-2008) clauses (column 2), proc
and output information items. Table 3 maps ISO/IEC 20000-1:2005 and 20000-2:2005 clauses (colu

output
esses,
mn 2),

processes, and output information items. Tables 1, 2, and 3 also list recommended input information items

(source documents and data) in column 1 to help produce the output information items.

Tables 1-3 do not show all the possible inputs, nor all the required outputs for a process. They show the
recommended input information items for each output information item developed or revised during the

process. Tables 1-3 also show the specific reference citations from the source standards for each sp

ecified

information item, not all references for a process.

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

For nearly every process, ISO/IEC/IEEE 15228:2008 and ISO/IEC 12207:2008<AIEEE Std 12207
specify that organizational policies and procedures are a source for process activities and outputs. In T3
2, and 3, “organizational policies and procedures” are not listed, but should be\considered as input for
information item. In contractual work, the Contract/agreement and requirements should also be considg
input for every information item, whether or not the source standard. states that the process sho
performed “as specified in the contract.”

This International Standard does not specify the format or content of recommended input data o
information items, except for the content of those items that ar€.also output information items.

8.1 Mapping of information items to the system life cycle
As defined in ISO/IEC/IEEE 15288 and shown in Table 1 headings, In addition to the Tailoring Process
are two agreement processes, five organizational\processes, seven project processes, and eleven te
processes:
Agreement Processes

1. Acquisition

2. Supply
Organizational Project-Enabling Processes

1. Life Cycle Model Management

2. Infrastructure Management

3. Praject Portfolio Management

4>~ Human Resource Management

to be
Huced.
mation

-2008)
bles 1,
every
red as
Lld be

input

, there
chnical

5—Quality-Management
Project Processes
1. Project Planning
2. Project Assessment and Control

3. Decision Management
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4. Risk Management

5. Configuration Management
6. Information Management
7. Measurement

Technical Processes

1.] Stakeholder Requirements Definition
2.| Requirements Analysis

3.| Architectural Design

4.1 Implementation

5.] Integration

6.| Verification

7.] Transition

8.| Validation

9.|] Operation

10. Maintenance

11[. Disposal

Table 1 — Mapping of ISO/IEC 15288:2008 (IEEE Std 15288-2008), Clauses to Information Items

for Each System Life Cycle Process

Typidal Input information items

ISO/IEC 15288:
2008
(IEEE Std 15288

Output information item

-2008)
reference
ACQUISITION
Propdsal, other conttaets 6.1.1.2d) Contract
6.1.1.3c)
Need$ assesstent 6.1.1.3a) System requirements specification
Concéptofeperations—systemrequirements 6.1.1.3a) Request for propasal (RFP)
specification, software requirements specification,
acceptance strategy, other requests for proposal
SUPPLY
Request for proposal, other proposals 6.1.1.3.a), Proposal
6.1.1.3b),
6.1.2.2b)
6.1.2.3b)
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Typical Input information items ISO/IEC 15288: | Output information item

2008

(IEEE Std 15288

-2008)

reference
Proposal, other contracts and agreements 6.1.2.2c) Contract

6.1.2.2f)

6.1.2.3c)

6.1.3.3f)
Problem report 6.1.2.3b) Product need assessment
Project management plan 6.1.2.3d) Progress report
Organizational procedure, other project 6.1.2.3c) Project management plan
management plans, contract 6.1.2.3d)

LIFE CYCLE MODEL MANAGEMENT

Organizational procedure 6.2.1.2a) Life cycle policy and procedure
6.2.1.3a)

Assessment report, organizational procedure 6.2.1.3c) lmprovement plan

Organizational procedure, process assessment 6.2.1.3c) Process improvement analysis report

procedure, process assessment results, audit report,
customer satisfaction report, assessment report,
progress report, problem report

INFRASTRUCTURE MANAGEMENT

Organizational procedure, other system 6:2.2.2 System requirements specification
requirements specification

PROJECT PORTFOLIO MANAGEMENT

Organizational procedure, project plan, business | 6.2.3.3a) Project management plan
action plan
System life cycle policies and procedures 6.2.3.3a)6) Progress report

HUMAN RESOURCE MANAGEMENT

Employee Skill record, projeet management plan 6.2.4.3.b) Training plan
Knowledge management policy, training plan, user 6.2.4.3b) Training documentation
documentation, validation procedure
QUALITY MANAGEMENT
Project management plan 6.2.5.3 Quality management plan
Organizational procedure, quality management plan, | 6.2.5.2a) Quality management policy and procedure
custoemer satisfaction report, problem report 6.2.5.3a)
Survey, interview, requirements specification 6.2.5.3b) Evaluation report
PROJECT PLANNING
Contract, organizational procedure, other plans 6.3.1.1 Project management plan
6.3.1.2,
6.3.1.3
Product need assessment, contract 6.3.1.3b) Acceptance plan
Product need assessment 6.3.1.3b) Acquisition plan
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Typic

al Input information items

ISO/IEC 15288:
2008
(IEEE Std 15288

Output information item

-2008)
reference
Organizational quality management policy and 6.3.1.3c) Quality management plan
procedure
Project management plan, work breakdown 6.3.1.3.d), Resource request
structpre, budget
PROJECT ASSESSMENT AND CONTROL
Contrpct, organizational procedure, project plan, 6.3.2.2 Problem report
quality assurance plan
Contrfct, organizational procedure, project plan, 6.3.2.2d) Progress report
quality assurance plan, other progress report 6.3.2.3a)9)
Problgm report, analysis of metrics and variations 6.3.2.3.b)4 Monitoring and controKreport
Proje¢t management plan, work breakdown 6.3.2.3.b) Resource request
structpre, budget, progress report
DECISION MANAGEMENT
Orgarjizational procedure, contract 6.3.3.3a)2), Problem'report
6.3.3.3¢c)1)
Orgarjizational procedure, contract 6.3.3.2.d) Report (see generic Report information item)
RISK|IMANAGEMENT
Proje¢t management plan 6.3.4.3a) Risk management policy and plan
Risk thanagement plan, risk profile 6.3.4.3d) Risk action request
Risk management plan, risk profile, quality 6.3.4.3b) Monitoring and control report
assurfince procedure, problem report
CONFIGURATION MANAGEMENT!
proje¢t management plan, information management | 6.3.5.3a) Configuration management plan
plan
INFORMATION MANAGEMENT
Organjizational procédure, project management 6.3.6.3 a) Information management plan
plan, ponfiguration ‘\management plan
MEASUREMENT
Orgaijizational procedure, project management plan | 6.3.7.3 a) Measurement plan
Meastrement ddla, INformaton mariagerrierit pidn 0.0.7.1 VIONTTOTING alda Corntror report
6.3.7.3 b)
Measurement plan, evaluation report 6.3.7.3 ¢) Process improvement analysis report
STAKEHOLDER REQUIREMENTS DEFINITION
Contract, needs assessment 6.4.1.2a), Concept of operations
D4.a
Contract, needs assessment, concept of operations | 6-4.1.3¢) System requirements specification
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Typical Input information items

ISO/IEC 15288:
2008
(IEEE Std 15288

Output information item

-2008)
reference
REQUIREMENTS ANALYSIS
Organizational procedure, stakeholder requirements | 6-4.2.2, System requirements specification
6.4.2.3
ARCHITECTURAL DESIGN
Development plan, system requirements 6.4.3.1 System architecture description
specification 6.4.3.2a),
6.4.3.3.c)
System architecture description 6.4.3.2b) System element desctiption
System architecture description, system design 6.4.3.3a), ¢) Interface description
description
IMPLEMENTATION
Agreement, organizational procedure, system 6.4.4.3 Integration plan (implementation plan)
description, integration procedure, interface control
description
Implementation plan, system design 6.4.4.3.a) Implementation procedure
6.4.4.3.b)
INTEGRATION
agreement, System requirements specification, 6.4%:3a) Integration plan
interface description, system test plan
configuration record 6.4.5.3b) Problem report
VERIFICATION
system requirements specification, system 6.4.6.3a) Verification plan
description, interface description
Organizational procedure, requirements 6.4.6.3b) Verification report
specification, verification plan, design“definition,
interface control description, test procedures,
progress report, problem report, test case
Test procedures, test report 6.4.6.2.c) Problem report
6.4.6.3b)
TRANSITION
Agreement,system description, system 6.4.7.3a) Installation plan
requiremenis-specification, interface description
Installation plan, problem report, progress report 6.4.7.3b) Installation report
Quality management procedure 6.4.7.2.e) Problem report
6.4.7.3b)
VALIDATION
Stakeholder requirements, project management 6.4.8.3a) Validation plan
plan, verification plan
Quality management plan, validation plan 6.4.8.3b) Validation report
Test procedure 6.4.8.2.d) Problem report
6.4.8.3b)
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Typical Input information items

ISO/IEC 15288:
2008
(IEEE Std 15288

Output information item

policig
agree

bs and procedures, tailoring decision,
ment, stakeholder requirement

-2008)
reference
OPERATION
problem report, evaluation report 6.4.9.3b) User documentation
User documentation incident repart service level 6492 r‘) Problem report
agregment
MAINTENANCE
Organizational procedure, operations plan, 6.4.10.3a) Maintenance plan
develppment plan
Maintgnance plan, user documentation 6.4.10.3.a Maintenance procedure
6.4.10.3b)
Maintgnance procedures 6.4.10.2.e), Problem report
6.4.10.3b)
DISPOSAL
Proje¢t management plan, system requirements 6.4.11.3a) Disposal plan
specification, interface description, installation
procefure, operations procedures
TAILORING
Standard life cycle model, standard, organizational A.2.3a),B.2.3 Life cycle procedure

8.2

Table
2008).
Organ

proceg
eight S

Agree
1.

2.

ment Processes

Acquisition

Supply

Orgarfizational\Project-Enabling Processes

1.

Life Cycle Model Management

Mapping of information items to the software life cycle

P maps information items to the softwarelife cycle as defined in ISO/IEC 12207:2008 (IEEE Std 12207-
ISO/IEC/IEEE 12207 has processes the same as the system life cycle: two Agreement processes, five
zational Project-Enabling procegses, and seven Project processes. There are also distinctive
ses for the software life cycle: eleven Technical processes, seven Software Implementation processes,
oftware Support processes, and three Software Reuse Processes.

2.

w

o

22

Infrastructure Management
Project Portfolio Management
Human Resource Management

Quality Management
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Project Processes

1.

Project Planning

ISO/IEC/IEEE 15289:2011(E)

2. Project Assessment and Control
3. Decision Management

4. Risk Management

5. Configuration Management

6. Information Management

7. Measurement

Technical Processes

1.

2.

3.

4.

10.

11.

Stakeholder Requirements Definition
System Requirements Analysis
System Architectural Design
Implementation

System Integration

System Qualification Testing
Software Installation

Software Acceptance Support
Software Operation

Software Maintenance

Software Disposal

Software Implementation Processes

1.

Software.implementation

2. Software Requirements Analysis
3, Software Architectural Design

4. Software Detailed Design

5. Software Construction

6. Software Integration

7. Software Qualification Testing
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Softw

1.

2.

Softw

are Support Processes
Software Documentation Management
Software Configuration Management
Software Quality Assurance

Software Verification

Software Validation

Software Review

Software Audit

Software Problem Resolution
are Reuse Processes

Domain Engineering

Reuse Asset Management

Reuse Program Management

Table 2 — Mapping of ISO/IEC 12207:2008 (IEEE Std 12207-2008) Clauses to Information Items

for Each Software Life-Cycle Process

Typidal Input information items IS 12207: | Output information item
\g) EE Std 12207
L -2008)
ACQUISITION
Acquipition report, contract product need 6.1.1.3.1.8, Acquisition plan
assegsment, acquisition report, other acquisition 6.1.1.3.1.9,
plans 6.1.1.3.1.12
Propdsal, other Contracts 6.1.1.2, Contract
6.1.1.3.4.2,
B.3.1.2.2,
B.3.1.3.2,
F.3.3.1.1,
F.3.3.1.2,
F.3.3.5.1
Other|product-need assessments 6.1.1.2, Product need assessment
6.1.1.3.1.1
other ysSLelm aesCriptons, coricept O Operatorns O.1.1.5.T.1 Loncept Or operations
Request for proposal, product needs assessment, 6.1.1.3.1.10 Request for proposal (RFP)
acquisition report, previous requests for proposals
(RFPs); concept; system requirement; software
requirements definition and analysis result; past:
scope statement, bidder instructions, terms and
conditions; acceptance strategy and condition,
acquisition recommendation.
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Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

System requirements specification, product need 6.1.1.3.1.2, Software requirements specification
assessment 6.1.1.3.1.7,
6.1.1.3.1.8,
6.1.1.3.1.11
ACTqUIsition pram, SyStem requitements spectcation 6. T 13717 Matmntenance pran
Acquisition plan, acceptance plan, requirements 6.1.1.3.6.1, Qualification test procedure
specification, contract 6.1.1.3.6.2
Other supplier selection procedures, acquisition 6.1.1.3.3.1 Supplier selection procedure
plan, other requests for proposals
Contract, problem report, monitoring and control F.3.2, F.3.3.2.1 Change request
report
SUPPLY
Requirements specification, request for proposal 6.1.2.2, Contract
6.1.2.3.3.1,
6.1.2.3.6.2,
B.3.2.2.1,
B.3.2.2.2
Contract, supplier's project management plan, | 6.1.2.3.4.8, Evaluation report
quality assurance plan 6.1.2.3.44%
Project management plan 6.12:3:4.15 Review minutes
Monitoring result 6.4.2.3.4.8, Monitoring and control report
6.1.2.3.4.15
Proposal review record, proposal, contract, other. 6.1.2.3.4.3, Project Management Plan
project management plans, information security 6.1.2.3.4.5
policy
Customer inquiry or request, request.fofr_proposal, 6.1.2.2b), Proposal
other proposals B.3.2.1.2
Problem management procedute 6.1.2.3.4.15, Problem report
B.3.2.3.2
Project management p|an 6.1.2.3.4.15 PrOgreSS repor‘t
Audit p|any contract 6.1.2.3.4.15 Audit report
LIFE CYCLE'MODEL MANAGEMENT
Organizational procedures 6.2.1.1, 6.2.1.2, | Life cycle policy and procedure
6.2.1.3.1.1,
6.2.1.3.3.1
Assessment report, organizational procedure 6.2.1.3 Tmprovement plan
Life cycle procedure, Process description, review 6.2.1.3.2.2 Audit plan
minutes, process improvement analysis report, audit
report, improvement plan, project management plan
Life cycle policies, process description 6.2.1.3.2.1 Process assessment procedure
Assessment report, progress report, problem report, | 6.2.1.3.3.2, Process improvement analysis report
audit report, customer satisfaction report B.3.3.1.2,
B.3.3.2.2,
B.3.3.3.2
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Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

INFRASTRUCTURE MANAGEMENT

Organizational procedure, strategic plan, system 6.2.2.2 System requirements specification
requirements specification 622311

6.2.2.3.2.1
Work [breakdown structure, infrastructure system 6.2.2.3.1.2 Project management plan
requirements specification.
PROJECT PORTFOLIO MANAGEMENT
Orgaijizational procedures, project plan, business | 6.2.3.3.2.1, Project management plan
action plan, Life cycle procedure 6.2.3.3.1.6
HUMAN RESOURCE MANAGEMENT
Employee Skill records, project management plans 6.2.4.3.21, Training plan

6.2.4.3.41
Know|edge area schema, evaluation reports 6.2.4.3.41 Information management plan
Trainipng plan, user documentation, validation 6.2.4.3, Training ‘doeumentation
procefures B.3.4.1.2
QUALITY MANAGEMENT
Proje¢t management plan 6.2.5.3.1.5 Quality management plan
Organjizational procedures, quality management 6.2.5.2, Quality management policy and procedure
plan, fustomer satisfaction report, problem report 6.2.5.3.1.1
Survdys, interviews, requirements specification 6.2.5.3.14 Service report
PROJECT PLANNING
Propdsal, contract, other plans, budget requests, 6.3.1.1, Project management plan
organjzational procedures, contract modification; 6.3.1.2.e),
other plans 6.3.1.3.2.1
Proje¢t management plan, contract 6.3.1.3.3.2 Resource request
PROJECT ASSESSMENT AND CONTROL
Contrhct, organizational procedures, project plan, 6.3.2.3.2.1 Problem report
quality assurance plan
Contrpct, organizational procedures, project plan, 6.3.2.2, Progress report
quality assurance plan;-other progress report 6.3.2.3.1.1,

6.3.2.3.2.2
Problgm reports, analysis of metrics and variations | 6.3.2.3.b)4 Monitoring and control report
DECISITON MANAGEMENT
Organizational procedures, contract 6.3.3.3.1.3, Problem report

6.3.3.3.3.1
Organizational procedures, contract 6.3.3.2d) Report
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Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

RISK MANAGEMENT
Risk management policies, organizational 6.3.4.3.1.1, Risk management plan
procedures 6.3.4.3.1.2,
6.3.4.3.2.1
Quality assurance procedures, problem reports 6.3.4.3.3.4, Monitoring and control report
6.3.4.3.6.3
Change request, monitoring and control report, risk | 6-3.4.3.4.1 Risk action request
register, risk profile
CONFIGURATION MANAGEMENT
Project management plan, System requirements 63531 1 Conﬁguration management plan and Pq ||Cy
specification,
INFORMATION MANAGEMENT
Organizational procedures, project management 6.3.6.3.1, Information management plan
plan 6.3.6.3.2.5
MEASUREMENT
Organizational policies, project management plan, 6.3.7.2.c), Measurement plan
contract, information management plan 6.3.7.3.1.1,
6.3.7.3.1.3,
6.3.7.3.14
Measurement plan, measurement procedures 6.3.7.1, Monitoring and control report
6.3.7.3.24
STAKEHOLDER REQUIREMENTS DEFINITION
Contract, needs assessment;-concept of operations | 6-4.1.3.2 System requirements specification
Contract, needs assessment 6.4.1.2, Concept of operations
6.4.1.3.2.3
SYSTEM REQUIREMENTS ANALYSIS
Organizatiohal procedures, contracts, quality 6.4.2.2, System requirements specification
requirements 6.4.2.3.1.1
System requirements specification, needs 6.4.2.3.2.1 Evaluation report
assessment
SYSTEM ARCHITECTURAL DESIGN
Development plan, system requirements 6.4.3.2, Software architecture description
specification 6.4.3.3.1.1
System architecture description, system design 6.4.3.2d) Interface description
description
System requirements specification, system 6.4.3.3.2.1 Evaluation report
architecture description, concept of operations
© ISO/IEC 2011 — All rights reserved
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Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

IMPLEMENTATION

[Replaced by the Software Implementation Process]

SYSTEM INTEGRATION

Systepm—Tequitements—specification, —systenT [ 64753711 tntegratiomand-testTeport
architpcture description, software user
docurhentation, software integration test plan
system requirements specification, Integration and 6.4.5.3.2.2 Evaluation report
test r¢port
SYSTIEM QUALIFICATION TESTING
System requirements specification, validation plan 6.4.5.3.21 Qualification test procedure
Requfrements, design definition, interface control 6.4.6.3.1.2 Evaluation report
descr|ption, verification plan, test procedures, test
case
Systen requirements specification, contract 6.4.6.3.1.3 Audit report
SOFTWARE INSTALLATION
Contrhct, development plan, system requirements 6.4.7.3.1.1 Installation plan
specification, system architecture description, other
installgtion plans
Contrpct, installation plan 6.4.7.3.1.2 Installation report
SOFTWARE ACCEPTANCE SUPPORT
Contrhact, Acceptance plan, acceptance procedure 6.4:8.3.1.1 Acceptance review and testing report
Test grocedures 6.4.8.2, Problem report
6.4.8.3.1.1
SOFTWARE OPERATION
Systems requirement specification 6.4.9.3.11 Service management plan
Softwpre requirements specificationydetailed 6.4.9.3.3.1, User documentation
system design description, concept of‘operation 6.4.9.3.4.1
Softwpre user documentation,'problem reports; 6.4.9.3.1.3 Operational test procedure
change requests, other operdtional test procedures
Problém reports, otherlopérational procedures 6.4.9.3.1.2, Problem management procedure
6.4.9.3.1.3
Problém reports, problem management procedure 6.4.9.34.2, Problem report
6.4.9.3.5.2
Oper:Itions plan, user documentation, problem 6.4.9.3.4.2 Change request
repor{,_customer satisfaction survey
SOFTWARE MAINTENANCE
Organizational procedures, operations plan, 6.4.10.1, Maintenance plan
development plan, contract, software user 6.4.10.3.1.1
documentation,
Maintenance plan, user documentation, installation 6.4.10.3.1.1 Maintenance procedure
procedures, test procedures
Software requirements specification, modification 6.4.10.2, Software design description
report, low-level software design document. 6.4.10.3.3.1

28

© ISO/IEC 2011 — All rights reserved
© IEEE 2011 — All rights reserved



https://standardsiso.com/api/?name=b310e3b55e814227a3f55f4007f8972f

ISO/IEC/IEEE 15289:2011(E)

Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

software design description

Release record, change request, detailed design 6.4.10.2 User documentation
document
Problem report, low-level software design 6.4.10.3.3.2 Software unit test procedure
description, verification plan
Maintenance procedures 6.4.10.3.1.2, Problem report
6.4.10.3.2.4
software unit test plan, problem report, change 6.4.10.3.3.2 Software unit test report
request
Maintenance plan, modification test and evaluation 6.4.10.3.5.6 Review minutes
criteria specification, modification requirement
report, modification notification report, modification
test report, migration plan
Contract, maintenance plan, installation plan, 6.4.10.3.5.2 Release, plan
verification plan, configuration management plan
Release plan 6.4.10.3.5.3, User notification
6.4.10.3.5.5
SOFTWARE DISPOSAL
Retirement constraints, contract 6.4.11.2 Software requirements specification
Disposal plan 6.4.11.8.2:2 User notification
Organizational procedures, contract, project 6.4.1M.3.1.1 Disposal plan
management plan
SOFTWARE IMPLEMENTATION
Life cycle model, software requirements 7.1.13.1.2 Software design description
specification, software architecture description
Software design description, software requirements | 7.1.1.3.1.2 User documentation
specification
Incidents, problem records 7.1.1.3.1.2 Problem report
Contract, supplier's project management plan, 7.1.1.3.1.3, Development plan
software requirements specification, quality 711314
assurance plan
SOFTWARE REQUIREMENTS ANALYSIS
Contract, system requirements specification, 7.1.2.2, Software requirements specification
development/plan, system architecture description, 7.1.2.3.1.1
stakeholder requirements, product needs
assessment, risk assessment, evaluations of
protetypes
Software requirements specification, concept of 7.1.2.3.1.2 Evaluation report
UPUIG:;UI o
SOFTWARE ARCHITECTURAL DESIGN
Contract, development plan, system requirements 7.1.3.3.1.1 Software architecture description
specification, software requirements specification
System architecture description, concept of 7.1.3.3.1.2 Interface description
operations, system requirements specification,
software requirements specification
Software requirements specification, high-level 7.1.3.3.1.3 Database design description
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Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

System architecture description, concept of
operations, interface description

7.1.33.14

User documentation

Development plan, system design description

7.1.33.1.5

Software requirements specification

test r

auirements—nroisct-manaagement pnlan-(master.
1 L o J J ~ \

7413315

Develonmant nlan
g g

schedule)

System architecture description, software
requitrements specification, concept of operations,
interfqze description, database design description

7.1.3.3.1.6

Evaluation report

SOFTWARE DETAILED DESIGN

Development plan, software requirements
specification, system architecture description,

714311

Software design descriptioh

Softwpre detailed design, system architecture
descr]ption, software requirements specification

714312

Interface description

Dataljase design description

714313

Database design description

Documentation plan, software requirements
specification, high-level software design description,
other software user documentation, database
descr]ption

714314

User documentation

Deve:tpment plan, acceptance plan, software
requirements specification, low-level software
desigh description, database detailed design
descr]ption

7.1.43.1.5

Software unit test procedure

Systemn architecture description, Software detailed
design, software requirements specification,
softwa'lre unit test plan

7.1.43.1.7

Evaluation report

SOFTWARE CONSTRUCTION

Softwpre items, databases, software unit test'plan

7.1.5.3.11

Software unit test procedure

Softwpre design description

7.1.5.3.11

Software unit description

Softwpre unit description, software unit test
procefdures

7.1.5.3.1.2

Software unit test report

Documentation plan, software-requirements
specification, software desigr description, other
software user documentation, database description,
software unit test pracedures, software unit test
repo

7.153.13

User documentation

Softvfre unittest'plan, software unit test report,
software requirements specification, concept of
operations,integration and test report

7.153.1.5

Evaluation report

SOFTWARE INTEGRATION

Software requirements specification, software
design description, software architecture description,
interface specifications

7.1.6.3.1.1,
7.1.63.1.5

Integration plan

Integration plan, test plan, test procedures, test
result records

7.1.6.3.1.2

Integration and test report

Documentation plan, integration and test report,
software design description

7.1.63.1.3

User documentation
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Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

Acceptance plan, software user documentation, 7.1.6.3.1.4 Qualification test procedure
development plan, system requirements
specification, integration plan, software design
description, database design description, software
requirements specification, system architecture
description
Integration plan, software requirements 7.1.6.3.1.5 Evaluation report
specification, concept of operations, integration and
test report
SOFTWARE QUALIFICATION TESTING
Software requirements specification, integration and | 7.1.7.3.1.1, Qualification test report
test report, qualification test procedures 7.1.73.13
Documentation plan, integration and test report, 7.1.7.3.1.2 User documentation
software design description
Concept of operations, user documentation, 71.7.313 Evaluation report
qualification test procedures, qualification test report
Acceptance plan, software user documentation, 717314 Audit report
development plan, software requirements
specification, software design description, database
design description, test report
SOFTWARE DOCUMENTATION MANAGEMENT
Program Management Plan, Development Plan, 02.1.2, Documentation plan
Audit Reports, Evaluation Reports, Contract, other 7.21.3.11
documentation plans
SOFTWARE CONFIGURATION MANAGEMENT
Contract, other configuration management.plans 722311 Configuration management plan
Configuration records, other configyration status 7.222.¢e, Configuration status report
reports 7.2.2.341,
7.2.2.3.51
SOFTWARE QUALITY ASSURANCE
Contract, project management plan, system 7.2.3.3.1.3 Quality management plan (quality assufance
requirements specifieation plan)
SOFTWARE VERIFICATION
Contract, software requirements specification 7.2.4.3.1.5, Verification plan
724316
Verification plan, test specifications, test records 724315 Verification report
SOFTWARE VALIDATION
Contract, other validation plans, software 725314 Validation plan
requirements specification
Contract, qualification test report, system 7.2.5.3.21, Validation test specification
requirements specifications, software requirements 7.253.2.2
specification
Validation test specification 7.2.5.3.1.4.d) Validation report
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Typical Input information items

ISO/IEC 12207:
2008

(IEEE Std 12207
-2008)

Output information item

SOFTWARE REVIEW

Contract, review agenda, problem reports, plans, 7.2.6.2, Review minutes
schedules, standards 7.2.6.3.15
SOFTWARE AUDIT
Organizational policies and procedures, 7.2.73.14 Audit procedure
Audit feport 7.2.7.3.1.6 Audit acknowledgement report
Contrpct, software requirements specification, test 7.2.7.3.1.6 Audit report
plans] validation test specification, test reports, user
docurpentation, plans, monitoring results, standards
SOFTWARE PROBLEM RESOLUTION
Problgm management procedure, Review minutes, 7.2.8.2, Problem report
incidgnt reports 7.2.8.3.1.1,
7.2.8.3.21
DOMAIN ENGINEERING
Configuration status report, evaluation report, 7.3.1.31.3 Change request
domajn architecture description
Proje¢t management plan, organizational 7.3.1.3.11 Domain engineering plan
procefdures, business strategy, development plan
Domgdin engineering plan, test report, change 7.3.1.3.1.3 Problem report
request
Domgin model, interface description 7312, Software architecture description
7.3.13.31,
7.31.3.3.3
REUSE ASSET MANAGEMENT
Stratdgic plan, project management plan, 7.3.2.2, Asset management plan
maintenance plan, domain engineering plan 7.3.23.1.1,
7.3.23.2.2,
Configuration status report 7.3.2.3.3.6 Change request
Change request, problem report 7.3.2.3.3.6 Maintenance plan
Problém report 7.3.2.3.3.8 User notification
Assefjreuse data 7.3.2.3.3.5, Monitoring and control report
7.3.2.3.3.7
Test neport, auditreport 7.3.2.3.3.6 Problem report
REUSE PROGRAM MANAGEMENT
Proje¢timanagement plan, organizational 7.3.31, Reuse plan
proc 'hlrne’ business cfra'fngy, Hn\/nlnpmnnf l_r_\l:nn’ 733321 .
domain engineering plan 7.3.3.3.3.3,
7.3.3.34.1,
7.3.3.34.2,
7.3.3.34.3
Reuse plan, configuration management procedure 7.3.3.3.5.3 Problem report
TAILORING
standards, organizational policies and procedures A.2.3.1 Life cycle procedure
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8.3 Mapping of information items to the service management processes

Table 3 maps information items to the 13 service management processes as defined in
ISO/IEC 20000-1:2005 and ISO/IEC 20000-2:2005. There are six Service Delivery processes, two
Relationship Processes, two Resolution Processes, two Control Processes, and a Release Process. In
addition, there are a number of information items required by all service management processes as part of the
Plan-Do-Check-Act cycle.

NOTE 1 ISO/IEC 20000-2:2005, Information technology — Service management — Part 2: Code of practice takes the

form of guidance and recommendations. It should not be quoted as if it were a specification and particular care shpuld be
taken to ensure that claims of compliance are not misleading.

NOTE 2  As stated in Table 3 and required by ISO/IEC 20000-1:2005, subclauses 3.1 and 3.2, all procésses [require
policies, plans and procedures. In Table 3, policies, plans and procedures are shown for specific services’when additional
detail is available in the referenced ISO/IEC 20000-1 or ISO/IEC 20000-2 clause.

Service Delivery Processes
1. Service Level Management
2. Service Reporting
3. Service Continuity and Availability Management
4. Budgeting and Accounting for IT Services
5. Capacity Management

6. Information Security Management

Relationship Processes

1. Business Relationship Mahagement

2. Supplier Management
Resolution Processes

1. IncidentManagement

2. Problem Management

Control Processes

1 (‘nnfigumtinn l\llsmngnmnnf

2. Change Management

Release Process

1. Release Management
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Table 3 — Mapping of ISO/IEC 20000-1:2005 and ISO/IEC 20000-2:2005 Clauses to Information Iltems
for Each Service Management Process

Typical Input information items ISO/IEC 20000-1:| Output information item
2005 or
ISO/IEC 20000-2:
2005 clause
APPLICABLE ACROSS SERVICE MANAGEMENT
PROCESSES (MANAGEMENT SYSTEM)
Organizational policy 1: 3.1, 3.2, 4, | service management policy (see generic
4.2 Policy information item)
2: 31
Servi¢ge management policy, contract 1: 3.1, 3.2, 4.1, | service management plan
42,443,5
2: 32, 4141,
4.1.2, 4.1.3,
4.1.4,
Servi¢ge management plan, SLA 1:3.2,4.43 Procedure’( Plan generic information item)
2:32
Contrhct (if applicable), service management plan 1:32,5 Service level agreement (SLA)
SLA, pervice management plan 1: 42, 442, Progress report
44.3,5
SLA, pervice management plan 1:4,3 Audit plan
2:43
Contrpact, SLA 2:7.2.1 Review minutes
Auditplan, SLA 1:4.3 Audit procedure
Audit procedure 1:4.3 Audit report
Organjizational policies, service plans 1:4.4.1 Improvement policy
Servi¢ge managementptan, SLA, service 1: 43, 442, Improvement plan
improjvement policy, measurement plan, monitoring | 4.4.3
and cpntrol reports, review minutes, audit results
243
Sel‘VIL,c Illdlldyclllcllt P:dll 7. A q Mcaamclllcut p:dll
SERVICE LEVEL MANAGEMENT
Service management plan, contract, service 1:6.1 Service level agreement (SLA)
catalog, change request, service report, service | 5.5 4 o
management procedures, organizational B
procedures, or customer procedures
SLA, service procedure 1:6.1 Monitoring and control report
2:6.1.3
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Typical Input information items

ISO/IEC 20000-1:

Output information item

2005 or
ISO/IEC 20000-2:
2005 clause
Review minutes, monitoring and control report, 1:6.1 Improvement plan
problem report 2613
Service management plan, SLA 2:6.1.1, Service catalog
SERVICE REPORTING
monitoring and control report; SLA; incident report; 1:6.2 Service report
problem report; release record; service reporting 2:6.2 6.2.1
requirements specification; monitoring and control 6.2 2 ,6 2 3 ’
records for performance data, non-conformity with e e
standards, workload characteristics and volume
information, trend information by period (e.g. day,
week, month, period); future and scheduled
workloads
SERVICE CONTINUITY AND AVAILABILITY
MANAGEMENT
business plan; SLA; risk assessment; service 1:6.3 Service availability and continuity plan
availability and continuity requirements; service 2:6.12 634
recovery procedure; change request e
Availability records, service level agreement, service | 2: 6.3.2 Monitoring and control report
availability and continuity plan, test results, action
plans
BUDGETING AND ACCOUNTING FORIT
SERVICES
Business policies and financial procedures, previous\ | 1:6.4 Financial management, budgeting, ang
budgets and cost reports, financial forecast reports 2:6.4.1 6.4.2 accounting policies and procedures
NOTE: Business policies and financial procedures Budget
relating to budgeting, financial accounting, and Cost t
reporting on costs are outside the scope-ofthis ost repo
standard. NOTE: The contents of these financiallitems
are not further specified in this Standafd.
CAPACITY MANAGEMENT
Service management plan. SLA, capacity and 1: 6.5 Capacity plan
performance requirements (current and future), 2:65
capacity usage data.and analyses, change T
management reports
Capacity plan 1::6.5 Capacity management procedure
INFORMATION SECURITY MANAGEMENT
QOrganizational policies, regulations 1:6.6 Information security policy
2:6.6.1,6.6.6
Information security requirements specification, 1:6.6 Information security plan
Information security risk assessment procedure, .
security control procedure 2:6.6.6,6.6.7
information security plan, incident management plan | 1: 6.6 Incident management procedure
Information Security plan, monitoring and control 1:6.6 Incident report
report, incident management procedures, incident 2:6.6.6
records T
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Typical Input information items ISO/IEC 20000-1:| Output information item
2005 or
ISO/IEC 20000-2:
2005 clause
Incident record, problem record 2:6.6.7 Improvement plan
BUSINESS RELATIONSHIP MANAGEMENT
SLA, contract, service management plan, problem 1:7.2 Review minutes
repor - mnhifnring and control rnpnrf, cost ropnrf,
busingss relationship management procedure 2:7.2.1
SLA, fontract, service management plan, problem 1:7.2 Change request
repor{, incident report (complaint)
SLA, pervice management plan, complaint 1:7.2 Complaint
proceflure 2:729
Agregment, SLA, service management plan 2:722,723 Complaint procedure
Problém report, customer satisfaction survey 2:722,723 Improvement plan
(meagurements)
SLA, pontract, compliment, complaint 2:7.2.3 Customer satisfaction survey
SUPHLIER MANAGEMENT
Organjizational policy, service management plan, 1:7.3 Supplier management procedure
servide level agreement 2:7.31,7.3.3,
7.34
Servi¢e management plan, contract 1:7.3 Service level agreement (SLA)
System requirements specification 1:7.3 Interface description
Servige level agreement, service management plan, | 2: 7.32, 7.3.3, Contract (and contract changes)
servide catalog, change request 7.34
Contrpct, SLA, monitoring and control report 2:73.2 Service report
Servi¢e management plan 2:73.3 Service catalog
INCIQENT MANAGEMENT
known error and problem resolution, service request | 1: 8.2 Incident report
2:8.2.1
Change management procedure) service 1:8.2 Incident management procedure
manapgement plan, configuration management 2:829
databpse R
Probleém report, Review minutes 2:822 Improvement plan
PROBLEM MANAGEMENT
Incidgnt report 1:8.3 Problem report
SLA, B€rvice management plan 1:8.3 Problem management procedure
2:8.3.7
Service management plan, SLA, problem report, 1:8.3,8.3.9 Improvement plan
monitoring and control report, review minutes
Problem report, Review minutes, user 2:8.3.10 Training documentation
documentation
Problem report 1:8.3 Change request
2:8.3.4
Problem report, Review minutes 2:8.3.9,8.3.10 User documentation
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Typical Input information items ISO/IEC 20000-1:| Output information item
2005 or
ISO/IEC 20000-2:
2005 clause
CONFIGURATION MANAGEMENT
System design description 1:9.1 Interface description
System management policies, System design 1:9.1 Configuration management plan and policy
dascrintion carvica laval aaraamant svustam
requirements specification, configuration 2:9.11
management policy
Configuration management plan 1:9.1 Configuration management procédure
Configuration management procedure, configuration | 2: 9.1.4 Configuration status report
records
Configuration management procedure 2:915 Audit report
incident record, monitoring and control report 2:915 Improvementplan
CHANGE MANAGEMENT
System management policies, change requests, 1:9.2 Configuration management plan and pplicy
service catalog, service availability and continuity 2:921 (change management plan and policy)
plan, Service management plan, problem T
management procedure, SLA, service availability
and continuity plan, changes to cost estimates
Problem report, configuration status report 1:9.2 Change request
2:5.122°9.2.1,
9.2.2
Configuration management plan, problem 1:9.2 Configuration management procedure
management procedure, SLA, (change management procedure)
SLA, change request, Configuration management 1:9.2 Monitoring and control report
procedure, 2:9.2.1,9.24
SLA, problem report 1:9.2 Improvement plan
2:9.22
Change request 2:922 Evaluation report
Configuration managementjplan, audit plan, 1:9.2 Audit procedure
Configuration managenment database
RELEASE MANAGEMENT
Change mapagement policy, Release policy and 1: 101 Configuration management plan and pplicy
plan, Release record 2:10.1.4 (release management plan and policy)
Testplan, verification plan, acceptance plan, 2:10.1.2,10.1.3, | Release plan
disposal plan 10.1.8
Release record, release management plan 2: 10.1.1,10.1.7 | Service level agreement (SLA)
Change request, SLA 1: 101 Configuration management procedure
2:10.1.2,10.1.7 (release management procedure)
SLA, problem report 1:9.3 Improvement plan
2:10.1.9
Release plan, installation plan, integration and test 2:10.1.5,10.1.7, | User documentation
plan 10.1.8
Service level agreement, release plan 2:10.1.8 Customer satisfaction survey
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9 R

ecords

This clause identifies the generic and specific content of records called out in ISO/IEC 12207:2008

(IEEE

Std 12207-2008), ISO/IEC 15288:2008 (IEEE Std 15288-2008), and ISO/IEC 20000-1:2005 and

ISO/IEC 20000-2:2005. The project, organization, or service shall maintain the records needed for the
required information items (documents). Records contain data structured in a permanent, readable form.
Records may be generated for any life-cycle process, task, or activity in a project or organization, to include
data on requirements, policies, decisions and their rationale, designs, source code, problems, reviews,

measurements, and test data, as well as product, quality, legal and official, financial, and historical data.
Recorfls should be maintained for retrieval in registers, repositories, or databases.
9.1 Record — generic content
Purpase: Organize the data an organizational entity retains.
NOTE Consistent with the ISO 9000 series, the purpose of a record is to state results achieved or to provide
evidenge of activities performed by an organizational entity.
A recard shall include the following elements:

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

b)| Scope

c)| Subject or category

d)| Issuing organization

e)| References

f)| Body

g)| Unique record identifier
9.2 | Specific record contents
Table § provides references for the.applicable life cycle process and content of specific records referenced in
ISO/IHC 12207:2008 (IEEE Std 12207-2008), ISO/IEC 15288:2008 (IEEE Std 15288-2008), 1SO/IEC 20000-
1:200%, and ISO/IEC 20000-2:2005. The generic content of records is presented in clause 9.1. Table 4 does
not indlude every reference to records of results that are required to be collected, stored, and verified, such as
measyrement data. Problem records are included in the Problem Report in Clauses 8 and 10. Annex B,
Table B.2 compares Records by Source.
NOTE |l The term.fconfiguration record” may be used for either a record of an individual component (item) in a
configyration or therecord of a system's configuration at a point in time (baseline).
NOTE p ISO/IEC 20000-1 and ISO/IEC 20000-2:2005 distinguish between complaints, incidents and problems. A
problerh is-the underlying root cause of one or more incidents or complaints. For information management purposes in this
standare—the—+ecords—ferecomplaints—irecidenis—and—problems—have-similar—contenrt-and-eften—use—the—same—er—related

records management systems.
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Table 4 — Record References and Contents

Record Process Reference Record Contents
Assessment Life cycle model 12207: 6.2.1.3.21, Information and data related to the
record management, Project | 6.2.1.3.3.2, 6.3.2.2, use of the standard process for
assessment and B.3.3.2.2 specific projects and services
control, Service
management, 20000-2: 4.3, 6.6.3,
illfUlIIIdiiUll bb‘buliiy U‘IS
management
Availability Service continuity and | 20000-2: 6.3.2 Response time compared to'SLA
record availability actual available time divided by
management planned available time
Complaint Business relationship | 20000-1: 7.2 Variance, detect, or non-
record management conformange; complaint category
(compliment 20000-2: 7.2.2,7.3.5 correction‘actions, known error,
record) assigned responsibility, resolution.

See'\problem report, change requ

Configuration
record (asset
record,

Configuration
Management,
Implementation,

15288: 6.2.5.3b),
6.4.4.3b)

Functional and physical
characteristics, configuration staty
approvals and authorizations; the

change Maintenance, 12207: 6.3.5.3.1.2, rationale for approval of the baseljne;
record) Disposal, Reuse 6.3.5.3.2.1, 6:3:5.3.2.2, | changes to baseline; association {o
Asset Management, 7.2.2.3.3.1 requirements; indication that the ifem
Domain engineering or element fulfilled the agreement or
Transition, 20000-1: 9.1, 9.2, 10.1, | requirements; maintenance, failure
Information security and lifetime data; disposal record
management, 20000-2: 5.1.2, 6.6.2, owner, use and criticality of asset
Problem 8.3.3,9.1.1,9.1.2, 9.1.4, | and activities performed, such as
management, 9.1.5,9.2.1,9.2.4, backup, storage, archiving, handling
Release management | 10.1.8 and delivery of configured items.
See also change request, problem
record, release record, software item
configuration record, system element
description.
Decision Decision Making 15288: 6.3.3.1, Decision, assumptions, and rationale
record 6.3.3.3.1
12207: 5.1.2,6.3.3.1
Disposal Disposal 12207: 6.4.11.1, Disposal actions for future risk and
record 6.4.11.2.e) impact analysis
Incident Maintenance, Supply, | 15288: 6.4.10.3.b)2) Incident, variance, defect, or non-
record Information security conformance; incident category, fault
(security management, 20000-1: 6.6, 7.2, 8.2 correction actions, known error,
incident Incident assigned responsibility, resolution.
record, service | management, 20000-2: 8.2.1, 8.3.3,
request Change 8.3.6,8.3.7,9.2.1,9.2.2, | See incident report, change request
record) management, 101.7
Problem
Management,

Release management
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Record Process Reference Record Contents
Information Information 12207: 6.3.6.2, Information status, version
item storage Management 6.3.6.3.2.2 description, distribution record,
record security classification
15288: 6.3.6.2d),
6.3.6.3 b)
Kno Ipdgp Human resource 12207: 624335 Knnwlpdgp recommended
manggement Management, applicability
record Disposal, Incident 15288: 6.2.4.3,
management, 6.4.11.3b)
Problem
management 20000-2: 8.1.2, 8.2.1,
8.3.3
Personnel Human resource 15288: 6.2.4.3a)2) Employee identifier,‘skill, level of
skills|record management proficiency.
20000-2: 3.3.1
See also SkillKdevelopment record
Problem Decision 15288: 6.3.3.3, 6.4.5.3, | Problent)variance, defect, or non-
record management, 6.4.10.1, 6.4.10.2 conformance; problem category,
Integration, associated configuration item, fault
Maintenance, Project | 12207: 6.1.2.3.4.8, correction actions, known error,
assessment and 6.3.2.3.2.1, 6.3.3.3.1.3,5¢| ‘assigned responsibility, resolution.
control, Software 6.3.3.3.3.2,6.4.9.3.1.2,
review, Software 6.4.9.3.4.1,6.4.10.3.1.2, | See also problem report, change
audit, Software 7.2.3.2.c), 7.2.3:31.4, request
operations, Software | 7.2.4.2.d), 7.2.5.2.d),
quality assurance, 7.2.6.2.€),7:2.6.3.1.4,
Software problem 7.2.7.2,7.2.7.3.1.5,
resolution, Software 7.2.8.2)b). 7.2.8.3.1.1,
verification, Software | 7.3.3.3.5.3
validation,
Domain engineering, \]20000-1: 8.2, 8.3, 9.1
Reuse management,
Configuration 20000-2: 6.3.2, 8.2.1,
management; 8.3.3, 8.3.6, 8.3.7,9.2.1,
Incident 101.7
management,
Problem
management
Procgss Service Management | 20000-2: 3.2,4.4.2 Data on the results of applying the
contrpl record process, service quality level
Quality activity | Software quality 12207: 7.2.3.3.1.3.¢), Execution of the quality activity,
record assurance, 7.2.3.3.1.4,7.2.3.31.5 Assessment activity
mprovement
Quality cost Life Cycle Model 12207:6.2.1.3.3.3 Establish the cost of preventing and
data Management resolving problems and non-
conformities and support process
improvement
© ISO/IEC 2011 — All rights reserved
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management,
Configuration
management

20000-2: 9.1.2

Record Process Reference Record Contents
Release Supply, Software 12207: 6.4.9.3.1.3, Identifies, tracks, and controls a
record Operation, Release B.3.2.3.2 configuration item at the time a

version (including the baseline
version) is released. For software
identifies a software version

consisting of one or more software
items. It lists items being delivered

, it

including system and software ite
versions, traceability to specificati
or previous releases, what™has be
changed; known errors(problems|
workarounds. It mayrefer to

installation or delivery’procedures,

m

ons
en
and

Requirement
record

Stakeholder
requirements
definition

Service reporting

15288: 6.4.1.3

12207: 6.4.1.3.5.1

20000-2: 6.2.1

Traceability,priority, constraints,
required sérvices, usability of
interactions, health and safety,
secufity, environment

Risk profile

Risk Management,
Stakeholder
Requirements
Definition.
Operations, Software
review, Service

15288: 6.3.4.3 b)

12207: 6.3.4.3.2,
6.3.4.3.3.4, 6.4423:2.5,
6.4.9.3.1.1,7:26.2.e)

Source, probability, consequence
acceptability threshold, priority, ris
action requests, treatment strateg
status. Stored in a risk register.

k

Management, 20000-1:4:2

Information Security

Management 20000-2: 6.6.3
Software item | Software 12207: 7.2.2.2.¢e), A software configuration index may
configuration Configuration 7.2.2.3.2.1,7.2.2.3.4.1, | contain software item configuration
record Management 7.3.1.2.e),7.3.1.3.4.2, records for one software item or g set
(software 7.3.2.2.€) of software items. A software iten
asset record) configuration record should identify

generic record information, the

software product (source), executable

object code, archive and release
instructions for building the
executable object, and data integ
checks for the executable object,
reuse of assets

jata,

ity
and

Skill

Human Resource

12207: 6.2.4.3.2.3,

Skill area, employee identifying data,

devetopment Management 6.2.4.3.3.5 duration of training, proficiency leyel,
record certifying authority
Itra:n:nn 4:200- 6.2 4 2Kb\4)
\ v TV&RUU . \.I-L-_r-\JU}_r}
record)
20000-2: 3.3.1, 3.3.2
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Record Process Reference Record Contents
Test result Development, system | 12207: 6.4.6.2, Result of testing, includes verification
qualification testing, 7.1.6.2.e),7.1.7.2, and validation records

software integration, 7.1.7.3.1.1
software qualification

testing, service 20000-1: 6.3
continuity and

availability 20000-2: 6.3.4
management

10 Specific information item (document) contents

10.1 | General

Specifjc contents of the information items shall be provided as required in this clause\For each information
tem, the generic contents as specified in Clause 7 shall be part of the required item\content. The information
item cpntents serve as a checklist that can be satisfied by the organization’s content’'mapping, templates and
informption models. This clause is not intended to address all possible information item contents, or to
mandate the title of the information item, nor the order or titles of the sections’i’an information item.

Some|contents are duplicated or adapted in multiple information items and information item types. A single
sourcq repository (such as a content management system) should be used for similar contents for consistency
and ease of development. The Information Management Plan, Development Plan, and Documentation Plan
shoulq include the type of information and level of detail to be provided in each information item where
duplicdtions in content exist.

The cgntents of the information items identified in Clause*10 include those explicitly identified (but may not be
requirgd for conformance) and those implicitly identified in ISO/IEC 12207:2008 (IEEE Std 12207-2008),
ISO/IHC 15288:2008 (IEEE Std 15288-2008), and ISO/IEC 20000-1:2005 and 20000-2:2005.

In this|International Standard, the project has been chosen as the context for describing processes concerned
with planning, assessment and control. The principles related to these processes may be applied in any area
of an grganization’s management (for example, for a program or organization).

Qualifiers and adjectives (such as“Software,” “Architecture,” “Component’, “Summary”, “Preliminary”,
“Custgmer’s,” “Stakeholders”, “Entetprise”) may be applied as part of the information item or document title.

Informiation items for system§ may be specialized for software.

EXAMPLE A system(element description produced for a software item may be called a software element description.
A chanpe request for software may be called a software modification request.

10.2 | Acceptance plan

ISO/IHC 16288:2008 (IEEE Std 15288-2008) reference: 6.3.1.3.b)

ISO/IEC 1220772008 ({EEE Std—12207-2008) Teference: 6.1.1.3. 1.9

Generic type: Plan

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

See also: software integration test plan
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10.3 Acceptance review and testing report
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.8.3.1.1
Generic type: Report

The acceptance review and testing report states that an acquirer has reviewed and tested a product. It
indicates whether the product is accepted.

10.4 Acquisition plan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.1.8, 6.1.1.3.1.9, 6.1.1.3.1.12
Generic type: Plan
The acquisition plan includes the following:
a) a definition of the technical and managerial processes necessary to satisfy the software acquisition
requirements, that is, the following acquisition activities: process initiation, request for proposal|(RFP)
(tender) preparation, contract preparation and maintenance, supplietzmonitoring, and acceptan¢e and

completion

b) system requirements, planned employment of the %system, contract type, organizhtional
responsibilities, and the concept of support

c) risks and methods to manage risks
d) acquisition options and criteria to include risk, cost, and benefits for each option considered.
Acquisition options include off-the-shelf product, product developed internally or contracted out, and
reuse or enhancement of existing product‘or service, or any combination thereof.
The acquisition plan should include the following:
a) supplier selection criteria
b) the purpose of the system or software

c) adescription of the general nature of the system and components, including software

d) an outline of the.expected life cycle processes and the need for system development, operation, and
maintenance

e) identifieation of the project sponsor, acquirer organization, user organizations, and support agercies
f) theyproject review and audit milestones

g)~current and planned operating sites.

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

10.5 Asset management plan

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference 7.3.2.2, 7.3.2.3.1.1, 7.3.2.3.1.3, 7.3.2.3.2.2

Generic type: Plan

The asset management plan defines the strategy, management and technical processes for asset

management. It defines an asset classification scheme, the asset storage, handling and retrieval mechanism;
and asset acceptance, certification, and retirement procedures.

© ISO/IEC 2011 — All rights reserved
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10.6

Audit acknowledgement report

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

Generic type: Report

The a

udit acknowledgement report acknowledges audit results and presents the planned resolution of

problems to the auditing party.

10.7

ISO/IH
ISO/IH
ISO/IH
Gener
The a

to be
and re

10.8

ISO/IH
ISO/IH
Gener
The a

outling
correc

10.9

ISO/IH
ISO/IH
ISO/IH
Gener

The 3
certifig

Audit plan
C 12207:2008 (IEEE Std 12207-2008): 6.2.1.3.2.2, 7.2.7.3.2.1
C 20000-1:2005 reference: 4.3
C 20000-2:2005 reference: 4.3
c type: Plan
dit plan defines the overall audit program, as well as the specific processes;.services, or other activities

udited. It includes the audit objectives and priorities, the subjects of the audits, including work products
cords to be reviewed, and plans for recording and communicating the audit results.

Audit procedure
C 12207:2008 (IEEE Std 12207-2008) reference: 7.2.7.3.1:4,
C 20000-1:2005 reference: 4.3, 9.1, 9.2
c type: Procedure
udit procedure includes the audit criteria,. scope, frequency, and methods for conducting audits. It

s how deficiencies will be recorded and reported and who is responsible for initiating and performing
live action.

Audit report
C 12207:2008 (IEEE Std12207-2008) reference: 6.1.2.3.4.15,6.4.6.3.1.3,7.1.7.3.1.4,7.27.3.1.6
C 20000-1:2005 reference: 4.3
C 20000-2:2005 reference: 9.1.5
c type: Report

udit, report provides audit results and is delivered to the audited party. It identifies participants,
ation*of auditor’s independence, agreement on resources involved in the audit, audit schedule, list of

andited—sdit-ccan. PV

items

B o P~ H - Adirac i and ot aritaria eafaranoan to e Ak rda _aootion
O oCautmC U auttTSCOPCTaut T pProCCUaTC Sttty anG CATC Ot o ToTCTe o CtoO o ooTiCT T T CC OO ST attuon

item responsibilities and closure criteria and compliance/conformity. It may include an audit strategy, the
names of organizations audited, product or service being audited, name of auditor, date and location of audit,
audit criteria, status of previous audit action items, new action items (including responsible person or
organization and due date), and findings.
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10.10 Capacity plan
ISO/IEC 20000-1:2005 reference: 6.5
ISO/IEC 20000-2:2005 reference: 6.5

Generic type: plan

The capacity plan documents the predicted or actual performance of the infrastructure systems in terms of

component and resource utilization. It includes estimates of tuture workload (capacity requirements). It g
the approach for predictive analysis to determine when and how much additional capacity should be ag
to upgrade the service. It includes or references proposals with cost estimates for recommended sol
The capacity plan should be updated at least annually.

10.11 Capacity management procedure
ISO/IEC 20000-1:2005 reference: 6.5

The capacity management procedures explain how the organization monitors'and provides adequate c4
and tunes service performance.

10.12 Change request

efines
quired
utions.

pacity,

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1¢1.34.3, 6.1.2.3.3.2, 6.3.9.3.4.3, 6.4.9.3.1.
6.49.34.1, 649342, 6.4.10.3.1.2, 6.4.10.3.2.1, 6.4.10.324, 7.2.2.3.3.1, 7.2.8.2, 7.3.1.3.1.3, 7.3.1.3.5.

7.3.2.3.3.6,7.3.2.3.3.7, F.3.2, F.3.3.2.1,

ISO/IEC 20000-1:2005 reference: 2.11, 4.4.2, 6.5, 7.2,/91, 9.2, 10.1.
ISO/IEC 20000-2:2005 reference: 5.1.2, 9.1.3, 9,213, 9.2.2

Generic type: Request

A change request identifies a configuration item, system, service, hardware, software, interface, as
documentation problem or desired improvement, and requests modifications. It is the input to initiate ¢
changes and the change management process. It may reflect requests and related actions from cus
and users for assistance and consultation, or a request to retire a configuration item. The change r
should present the benefit and\scope of the change, including the new or modified asset, functions or p
to be corrected; priority, assumptions and constraints. It may address the impact to schedules, cost, prg
and test.

See also: problem report

NOTE Change requests should be recorded and may use the same system that records complaints, incide
problems.

10.13-"Complaint procedure

set, or
bntract
omers
bquest
oblem
ducts,

hts and

ISO/IEC 20000-1:2005 reference: 7.2

ISO/IEC 20000-2:2005 reference: 7.2.2
Generic type: Procedure

The complaint procedure defines what constitutes a complaint (a record of perceived non-compliance

with a

service level agreement or customer dissatisfaction with service). It identifies the service provider's point of
contact for formal complaints. It documents how to receive record, prioritize, investigate, review, escalate,

resolve, and close complaints, and how to report on complaints and provide feedback.

See also: incident management procedure, incident report, problem management procedure, problem report

© ISO/IEC 2011 — All rights reserved
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10.14 Concept of operations

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.4.1.2.a), D.4.a

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.1.1, 6.4.1.2, 6.4.1.3.2.3
Generic type: Description

The concept of operations (or operations concept) includes the following:

a)| a description of how a system will work from the users' point of view

b)| identification of stakeholder needs and the anticipated types of system users

c)| identification of interfaces to existing and future systems

d)| summary of operational, organizational and development impacts

e)| reviews of cost, criticality and feasibility of the intended system.
The cg@ncept of operations may include the following:

a)| the intended interaction of the system in its operational environment, such as scenarios, models, or
activity sequences of business processes handled by the systemj.as the basis for defining the system
requirements. Scenarios (or use cases) should include events, actions, stimuli, information, and
interactions.
b)| context of use of services, such as user culture, systetw constraints, operational situation, needs and
requirements imposed by society, the constraintsimposed by a supplier organization, and the
capabilities and limiting characteristics of staff
c)| a description of the current system or situation, including background, operational policies and
constraints, modes of operation, operational environment, user classes, interfaces to external systems
or procedures, capabilities/functions,.performance characteristics, and support environment

d)| comparison of the as-is processés o the future processes to be handled by a new system

e)| ldentification of change ,iSsues, including priorities, assumptions and constraints, and changes
considered but not recommended.

See also: product need assessment, system requirements specification

NOTE IEEE 1362-4998" (R2007) IEEE Guide for Information Technology-System Definition -Concept of Operation
Document provides additional guidance.

10.15| Configuration management plan and policy

ISO/IHCG15288:2008 (IEEE Std 15288-2008) reference: 6.3.5.3

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.5.3.1.1, 7.2.2.3.1.1
ISO/IEC 20000-1:2005 reference: 9.1, 9.2, 10.1
ISO/IEC 20000-2:2005 reference: 9.1.1, 10.1.2, 10.1.4

Generic type: Plan, Policy

© ISO/IEC 2011 — All rights reserved
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The configuration management (CM) policy (or change management or release policy) includes the pol

11(E)

icy for

how a configuration item and its components are defined. The change management policy defines what
constitutes an emergency change, and responsibilities for authorizing and implementing normal and

emergency changes. The release policy establishes the expected frequency and type of releases, autho

rity for

the release into acceptance test and production environments, schema for uniquely identifying a release and
its contents, and the approaches for grouping changes into a uniquely identified release, automating the

release, and verifying and accepting the release.

NOTE 1 Configuration management policy may be included in the configuration management plan or as a separate set

release management plan) describes the responsible organization for authorizing and. (performing
suppliers and subcontractors, and maintenance. For a review board or special organization establish
performing CM activities on a project, the plan shall describe its purpose and objectives; membershi
affiliations; scope of authority; and operational practices.

For software, the CM plan should include how the organization will perform;

item records and information items and their versions, and the-establishment of baselines
b) configuration control and change management

c) configuration status accounting

reporting.

the applicable details for a specific release.

See also: release plan

10.16 Configuration.management procedure
ISO/IEC 20000-1:2005reference: 9.1, 9.2. 10.1
ISO/IEC 20000=2:2005 reference: 9.2.1, 10.1.2, 10.1.7

Generic type: Procedure

pfesents how to perform the detailed activities for the configuration management or change manageﬂ

integrated with the configuration and change management processes.
The procedures include the following:

a) process implementation

b) configuration identification

c) configuration control

© ISO/IEC 2011 — All rights reserved
© IEEE 2011 — All rights reserved

of policies. Similarly, Release policy may be included In a release management plan or as a separate set of poI|C|e§|.

As stated in ISO/IEC 20000-1:2005, configuration management should be planned and implementgd with
change and release management. The configuration management (CM) plan (or change management or

these

activities, and their relationship with other organizations, such as software development{.asset managgment,

ed for
p and

a) configuration identification, including the scheme for the identification and classification of sqftware

d) configuration audit and evaluation, including,recording deficiencies, initiating corrective actions, and

A Release management plan provides overall/direction for release planning. A specific Release plan ingcludes

NOTE 2 IEEE 828-2005 IEEE Standard:for Software Configuration Management Plans provides additional guidgnce.

Theteonfiguration management procedure (or change management or release management procedure)

ent or
Id be
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d) change management

e) procedures to validate the completeness and correctness of systems and software releases
f) configuration status accounting

g) configuration evaluation

h) release management and delivery

i) | a defined procedure for management of emergency changes or releases when the normal procedure
is insufficient.

j) | how an unsuccessful change can be backed out or corrected.
They ghould include the following:
a)| procedures for initial baselining of work products
b)[ logging and analysis of the impact of change requests
c)| documenting the scope of changes
d)| change control board operations
e)| tracking of changes in progress
f) | updating configuration data
g)| notifying concerned parties when baselines are first established or later changed.

They may include asset management procedures, such as asset retirement.

10.17| Configuration status report

ISO/IHC 12207:2008 (IEEE Std 12207-2008) reference: 7.2.2.2.€), 7.2.2.3.4.1,7.2.2.3.5.1

ISO/IHC 20000-2:2005 reference 6:5;9.1.1, 9.1.4, 9.2.1

Generjc type: Report

The configuration status-report (or change management report) provides the status of controlled configuration
items,|including baselines, release identifiers, and location of the item or software master version. It may

include the number,of changes for a project, version history, number of releases and comparisons of releases.
It may|be in the(same format as an Audit Report.

10.18| Contract

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.1.1.2,6.1.1.3, 6.1.2.2,6.1.2.3,6.1.3.3

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.

1.1.2,6.1.1.34.2, 6.1.1.3.4.3, 6.1.2.2, 6.1.2.3.3.1,
6.1.2.3.6.2,6.4.1.3.2.1,B.3.2.21,B.3.2.2.2,B.3.1.2.2,B.3.1.3.2

,F.3.3.1.1,F.3.3.1.2, F.3.3.51
ISO/IEC 20000-2:2005 reference: 7.3.2, 7.3.3, 7.3.4

Generic type: Specification

© ISO/IEC 2011 — All rights reserved
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A contract is the formal agreement between an acquirer and a supplier. It addresses the following:

a) identification of the performing organizations

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

or software life-cycle model, and scope of tasks

c) system requirements and software requirements definition and analysis results

a) nedotiated price arna payment scriedulie
e) deliverables, including off-the-shelf products identified
f) schedule for suppliers to deliver the product or service

g) proprietary rights to systems and technical data and software intellectual property rights:
ownership, warranty and licensing rights

h) provisions for monitoring; reporting, verification, validation, and acceptance’criteria
i) procedures for contract changes, exceptions, resolving disputesiand closeout, such as s
responsibilities in the event of expected or early termination of/the ‘contract or formal agreeme

the transfer of services to another party.

The contract may specify best practices, to include standards and strategies for processes, activitig
tasks.

Informally, commitments or agreements may be specified:between parts of the same organization (som
called a memorandum of understanding).

10.19 Customer satisfaction survey

ISO/IEC 12207:2008 (IEEE Std 12207-2008), reference: 6.2.5.3.1.4
ISO/IEC 20000-2:2005 reference: 7.2:3, 10.1.8

Generic type: request

The customer satisfaction-survey requests opinions on service performance from the customers. Se
surveys may be issued to track trends in customer satisfaction.

10.20 Database-design description
ISO/IEC 1220%:2008 (IEEE Std 12207-2008) reference: 7.1.3.3.1.3, 7.1.4.3.1.3
Generigitype: Description

The database design description is the top-level design for databases. It includes the following:

I database overview arnd-dentification

Isage,

Lpplier
nt and

bs and

etimes

ries of

b) database design (including descriptions of applicable design levels, for example, conceptual, internal,

logical, and physical)
c) reference to design descriptions of software used for database access or manipulation

d) rationale for database design

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

performance requirements.

© ISO/IEC 2011 — All rights reserved
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The database detailed design description covers software items used to access or manipulate data. It
provides visibility into the design and information needed for database management. It is used as the basis for
implementing a database and related software items. It includes the following:

a)
b)

c)

A summary of the history of the database development, use and maintenance
the database design at the conceptual, internal, logical and physical levels

identification of each software item used for database access or manipulation

d)
e)

f)

any constraints, limitations or unusual features in the design of the database software items
the types of errors affecting the database and the handling of those errors

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

The database detailed design may specify

a)
b)
c)
d)
e)
10.21
ISO/IH
Gener|

The d
softwa

a)

b)

c)

d)

database access methods

data entities and their relationships
security and integrity constraints
data retention requirements

expected size of the data elements.

Development plan
C 12207:2008 (IEEE Std 12207-2008) reference:*'7.1.1.3.1.3, 7.1.1.3.1.4, 7.1.3.3.1.5
c type: Plan

pvelopment plan presents how the-organization or project plans to conduct development activities (the
re implementation strategy). It includes the following:

identification of the objectives and standards to be used in the system or software development
process

identification of the“system or software life-cycle model to be used to satisfy the product or service
requirements, based on the project’s scope, magnitude and complexity

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

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

e)

f)

)]

50

qualiricaton or all requirements, Including sarety and security

references to separate plans or procedures to address different activities in the development stage or
process, such as development process implementation, system requirements analysis, system
architecture design, system and software requirements specification, high-level and low-level system
or software design, software construction or coding, system element test or software unit test, system
or software integration test, system or software qualification test, system or software installation, and
acceptance

Identification of notations and naming conventions used in development.

© ISO/IEC 2011 — All rights reserved
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10.22 Disposal plan

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.4.11.3
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.11.3.1.1
ISO/IEC 20000-1:2005 reference: 5

Generic type: Plan

The disposal plan (or retirement plan) presents how activities will be conducted to retire systems-or.sqftware
items or services and related documents. It identifies stakeholders and user organizations or) users| to be
notified of the planned withdrawal from service, replacement systems and services, if any;Ja*schedle for
cessation of support; and plans for system disposal or archiving of the software andydoecumentation. It
includes the schedules, actions and resources for disassembly or destruction of a system, bringing it{into a
socially and physically acceptable state in accordance with relevant safetyy, security, privacy and
environmental standards, directives and laws, and avoiding subsequent adversé effects on stakehgplders,
society and the environment. It considers the associated enabling systems and sterage locations.

10.23 Documentation plan

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.6.3, 7.2.42) 7.2.1.3.1.1
Generic type: Plan

The documentation plan identifies and specifies the projeet’'s’ documentation (information items). It specifies
the purpose, audience, content, structure, media, and format of each document and document set. It idgntifies
the documents and information to be acquired, re-used, or developed, and includes schedule, resqurces,
methodology, tools, content management or reuse stfategy for the documentation, action items, and rolgs and
responsibilities, consistent with the information “management plan. It includes schedules for dodument
development, review and approval. It identifies:who will receive or have access to restricted documents. The
documentation plan should include the controlling template or standard for each document.

See also: information management plan.

10.24 Domain engineering plan
ISO/IEC 12207:2008 (IEEE 'Std 12207-2008) reference: 7.3.1.3.1.1
Generic type: Plan

The domain engineering plan presents how the organization intends to conduct domain engineering
procedures and/activities. It describes the process for handling change requests.

10.25 “Evaluation report

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.2.5.3

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.1.15, 6.1.2.3.4.8, 6.1.2.3.4.15, 6.4.2.3.2.1,
6.4.3.3.2.1,6.4.53.2.2,64.6.3.1.2,71.23.1.2,71.3.3.1.6, 7.1.4.3.1.7, 7.1.5.3.1.5, 7.1.6.3.1.5, 7.1.7.3.1.3

ISO/IEC 20000-2:2005 reference: 9.2.2
Generic type: Report
The evaluation report provides results of reviews and evaluations, such as an evaluation of design constraints,

customer satisfaction, analysis of change records, or financial variances. It includes evaluation criteria.
Evaluations may be based on criteria of traceability, consistency, testability, usability and customer
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satisfaction, and feasibility. It provides information and recommendations to assist future decision-making, and
it may indicate trends and recommendations for future comparable situations. For software configuration
management evaluations, the report provides information about functional completeness of the software items
against their requirements and the physical completeness of the software items (whether their design and
code reflect an up-to-date technical description).

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

10.26| Implementation procedure
ISO/IHC 15288:2008 (IEEE Std 15288-2008) reference: 6.4.4.3.b)
Generjc type: Procedure

The implementation procedure details how the system or system elements will be produced to satisfy the
desigr| requirements. Implementation procedures may address system hardware and software configuration;
software creation and compilation, and operational readiness.

See also: operational test procedure, training documentation

10.27| Improvement plan

ISO/IHC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.3, 6.3.4.31.5

ISO/IHC 15288:2008 (IEEE Std 15288-2008) reference: 6.2.1.3, 6.314.3

ISO/IHC 20000-1:2005 reference: 4.3, 4.4.2,4.4.3, 6.1, 8.3, 8.3:9, 9.2, 9.3, 10.1

ISO/IHC 20000-2:2005 reference: 4.3,4.4.2,6.1.3,6.6.7, 7:2.2,7.2.3,8.2.2,8.3.9,9.1.5,9.2.2, 10.1.9
Generjc type: Plan

The impprovement plan presents how the organization plans to improve a service (service improvement plan)
or progess (process improvement plan). The-improvement should be linked to organizational objectives. The
plan ifjcludes how processes will be reviewed, and recommended improvements and change requests will be
identifled, recorded, prioritized, authorized, performed, measured, assessed, and communicated. The
improyement plan references baseline documentation of the process or service level to be improved and may
specify a service or process improvement target (new level).The improvement plan identifies what information
items (policies, procedures, and;plans) will need to be updated to reflect the improved process or service. The
improyement plan may include an assessment of the organizational culture and managers' attitudes and
ability [to adapt; the available resources, facilities, and tools; and financial constraints on the improvement
projeci.

NOTE ISO/IEC\15504-4, Information technology — Process assessment — Part 4: Guidance on use for process
improvement andprocess capability determination provides additional guidance.

10.28| Improvement policy

ISO/IEC 20000-1:2005 reference: 4.4.1

ISO/IEC 20000-2:2005 reference: 4.4.1

Generic type: Policy

The improvement policy expresses the organization's commitment to improving its services or products by
making them more effective and efficient. Following the 'Plan-Do-Check-Act’ methodology for continual

improvement, the policy outlines how improvement will be incorporated into plans for specific processes and
services. It identifies roles and responsibilities for improvement activities.

© ISO/IEC 2011 — All rights reserved
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10.29 Incident management procedure
ISO/IEC 20000-1:2005 reference: 6.6, 8.2, 8.3
ISO/IEC 20000-2:2005 reference: 6.6.6, 8.2.2, 8.3.7.

Generic type: Procedure

The_incident management procedure (or security incident management procedure) defines how to receive

record, prioritize, escalate, resolve, and close incidents or service requests, including security incident
how to provide feedback. It includes the definition of what constitutes an incident, a major incident,
problem. It covers action initiation, notification, classification, trend analysis, escalation, resolution,
tracking and reporting, and incident records management. It includes a procedure to ensurethat all s
incidents are investigated and receive management response.

See also: problem management procedure

10.30 Incident report

ISO/IEC 20000-1:2005 reference: 6.6, 8.2
ISO/IEC 20000-2:2005 reference: 6.6.6, 8.2.1
Generic type: Report

The incident report, or security incident report, addresses issues or non-conformance (deviance) with ¢

requirements, reported customer concerns. The report may be a consolidation of incidents or complaintg.

It should include information for future reference.4o prevent problems (lessons learned) and ide
duplication of issues and trends.

It may include
a) reporting control number and related control information
b) identification of the incident reporter
c) the date and timeofiincident occurrence, escalation, resolution, and closure
d) location (environment) of the incident in the system, software or information configuration item
e) applicableycontract provision or conformance requirement
f) cause, nature, and impact (severity) of the incident

g)—immediate corrective action recommended

s; and
and a
status
ecurity

bntract

ntify a

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

i) references to similar incidents, previously reported problems, and known errors

j) responsible person or organization, along with appropriate confirmation showing approval and

implementation of the solution
k) incident closure information

[) information from organizational (internal) reviews.

© ISO/IEC 2011 — All rights reserved
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NOTE

ISO/IEC 20000-1:2005 and ISO/IEC 20000-2:2005 distinguish between incident reports and problem reports.

An incident response deals with the restoration of service to the users, whereas a problem resolution is concerned with

identify
events.

ing and removing the causes of incidents. An opportunity report is similar, but includes analysis of potential positive

See also: problem report, change request

10.31

Information management plan

ISO/IF

ISO/IF
6.3.6.9

Gener
The in
preser

manag

a)

b)

c)

d)

e)
f)
)]

The k
contrib
and th

See a

10.32

ISO/IF

C 15288:2008 (IEEE Std 15288-2008) reference: 6.3.6.3, D.4.m)

C 12207:2008 (IEEE Std 12207-2008) reference: 6.2.3.3.3.2, 6.2.4.3.4.1, 6.2.4.3.4.5, 6.3:6:3.1,
.2.5,7.24.3.25

c type: Plan

formation management plan (or documentation management plan or knowledge<management plan)

ts how the project or service provider plans to conduct information management or knowledge
ement activities during the life cycle. It includes

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

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

resources, methodology, tools, action items, and roles and-tesponsibilities, consistent with the overall
project management plan

provisions for content management or reuse strategy and version control (document configuration
management)

schedules for information development, review; and approval
who will receive or have access to restricted information

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

howledge management planyincludes the definition of the infrastructure and training to support the
utors and the users of the,organization’s knowledge assets, the classification schema for the assets,
e asset criteria.

so: Documentation-plan

Information security plan

C 20000-1:2005 reference: 6.6

ISO/IE

C-20000-2:2005 reference: 6.6.6, 6.6.7

Generic type: plan

The information security plan includes the following:

54

a) description of how the organization will identify, control, and protect the physical and logical
security of systems, assets, and information

b) description of how requirements for confidentiality, integrity, and availability of information will be
implemented

© ISO/IEC 2011 — All rights reserved
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c) description of how the system or service will deny unauthorized access, permit authorized a

ccess,

secure data in transmission, storage, and processing, and provide security in a cost-effective

manner

d) description of how security risks and related controls, including access controls, will be identified

e) description of systems monitoring, monitoring to detect security incidents, and security
analysis

trends

T)—specific_procedures for the protection of sensitve personal data and security-classified
investigation of security problems, and reporting

g) procedures for analysing the effectiveness of information security policy, procedureg
activities
NOTE ISO/IEC 27002:2005, Information technology — Security techniques — Code of 'practice for info

security management provides guidelines for information security management. ISO/IEC,27001:2005, Info
technology — Security techniques — Information security management systems — ,Réquirements address
Information Security Management System (ISMS) processes for establishing, implementing, operating, mon
reviewing, maintaining and improving information security.

10.33 Information security policy

ISO/IEC 12207:2008 (IEEE Std 12207-2008): reference 6.1.2.3.4.53)
ISO/IEC 20000-1:2005 reference: 6.6

ISO/IEC 20000-2:2005 reference: 6.6.1, 6.6.5

Generic type: policy

The information security policy includes the following:

a) the organization's commitmentxto’ identify, control, and protect the physical and logical secd
information and systems usedte store, transmit, and process information

b) objectives for preserving the confidentiality, integrity, and availability of information
c) rules for need-to-kKnow and access-to-information at each project organization level

d) methodology for risk management and for establishing and monitoring security controls, ing
audits

e) approach for information security training and awareness for employees and customers.

10.34 “Installation plan

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference 6.4.7.3

data,

5, and

rmation
rmation
es the
itoring,

rity of

luding

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.7.3.1.1

Generic type: Plan

The installation plan provides the approach for installing a configuration item in its target environment. It

includes software and hardware prerequisites, problems resolved, workarounds for unresolved pro

blems,

provisions for user training, conversion from existing systems, an installation checklist, and installation
instructions. It provides a point of contact for questions relating to the installation, supporting material and any
issues concerning security, safety and privacy. For software installation, it provides information on software

application and database initialization, execution, and termination.

© ISO/IEC 2011 — All rights reserved
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10.35
ISO/IE

ISO/IE

Installation report
C 15288:2008 (IEEE Std 15288-2008) reference 6.4.7.3

C 12207:2008 (IEEE Std 12207-2008) reference: 6.4.7.3.1.2

Generic type: Report

The in

stallation report provides results of the installation, including the related events, installation location,

versio

10.36
ISO/IH
ISO/IH
Gener
Based
integrg

hardw
integrg

N being installed, installation dates, and completed Installation checklist.

Integration and test report
C 12207:2008 (IEEE Std 12207-2008) reference: 6.4.5.3.1.1, 7.1.6.3.1.2
C 20000-2:2005 reference: 9.1.2
c type: Report
on the system or software requirements, the integration and test report_presents the results from
tion and testing of the system, which may include software components ersoftware combined with the

bre configuration items and manual operations. The results should demonstrate conformance with the
tion test plan and item requirements and the integration of items into the next version of the integrated

baseline. It includes an item identification, date of testing, integration andjtest requirements and criteria, test

identiff
and de

10.37
ISO/IH
ISO/IH
Gener

The i
assenmn
integra
goverr
define
the se
define
item. |
testre

See a

NOTE

er, overview of results, detailed results, and rationale for decisions. It describes problems encountered
viations from the planned test procedures.
Integration plan
C 15288:2008 (IEEE Std 15288-2008) reference: 6.4.4.3, 6.4.5.3
C 12207:2008 (IEEE Std 12207-2008) reference: 7.1.6.3.1.1, 7.1.6.3.1.2, 7.1.6.3.1.5
c type: Plan
tegration plan (or implementation yplan) describes the approach to implementation, integration or

bly of system elements, including provision of facilities, tools and resources and preparation for
tion testing. For systems, thesimplementation plan defines the scheme of actions, timing and resources
ing the build, buy or reuse'actions that make available a system element ready for system assembly. It
5 the tasks for the design-ef system elements; the fabrication processes and constraints appropriate to
ected fabrication medium, technology, enabling tools and equipment. For software, the integration plan
5 how the softwareunits and components will be linked or combined to form the deliverable software
includes traceability to the system or software requirements. It includes or references the test plan with
guirements and-test procedures.

so: Improvement plan

in'service management, an implementation plan may be prepared for the project of implementing a new

service

orimproving an existing service, as described in ISO/IEC TR 20000-5: 2010.

10.38

Interface description

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.4.3.3

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

ISO/IEC 20000-1:2005 reference: 7.3, 9.1

Gener

56

ic type: Description
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The interface description describes the interface entity characteristics of one or more systems, subsystems,
domains, hardware items, software items, manual operations (processes) or other system components. It
presents interface characteristics, including systems or configuration items performing the interface (including
human-system and human-human interfaces), standards and protocols, responsible parties, interface
operational schedule, and error handling. It includes interface diagrams to depict the interfaces. It should

define existing or permanent interface characteristics and those that are being developed or modified.

10.39 Life cycle policy and procedure

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.2.1.2, 6.2.1.3, 6.2.3.3 b) 1) iii), A.2.3, B.2.3
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.1,6.2.1.2,6.2.1.3.1.1, 6.2.1.3.3.1,'A.2.3.1
Generic type: Policy, Procedure

The life cycle policy and procedure includes high-level policy guidance and specific steps to select, tailg
implement a life cycle model in a project. It defines roles, responsibility, accountability, and authority
cycle process management, including process improvement. It identifies \the/ criteria for enterin

completing each life cycle stage. It identifies and describes the organization's processes to be app
projects.

10.40 Maintenance plan

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.4.10¢3

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1¢1.3.1.7, 6.4.10.1, 6.4.10.3.1.1, 7.3.2.3.3.6
Generic type: Plan

The maintenance plan presents how the organization or project plans to meet system availability requirg
and conduct maintenance (logistics) activities(t includes the following:

a) the objectives, strategy, and approach for the system or software maintainer to resolve pro
update the system and test new updates

b) criteria for performing maintenance

c) the approach to(the following activities: maintenance process implementation (how to r
maintenance); problem and modification analysis; modification implementation; maintenance U
review, and aceeptance; migration; and software retirement

d) the outputs of the maintenance process

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

f) scheduled periods for performing maintenance

r, and
for life
g and
lied in

ments

blems,

pquest
pdate,

brm all

g) special procedural requirements during maintenance (for example, security, access rights, and

documentation control).

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

maintenance activities.
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10.41 Maintenance procedure

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.4.10.3

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

Generic type: Procedure

The m

chang
provid

and re

needs
techni

10.42

ISO/IE

ISO/IE
6.3.7.3

ISO/IE

Gener

The m

aintenance procedure covers the processes for receiving, recording. and tracking problem reports and

b requests (modification requests) from users, performing preventive and corrective maintenance, and
ng customer support feedback to the users. It should identify the specific standards, methods, tools,
sponsibilities for maintenance activities. It may identify system or software areas that could change'and
for training. Maintenance procedures for systems cover the disassembly strategy, fault _diaghosis
hues, and re-assembly and testing sequences.

Measurement plan
C 15288:2008 (IEEE Std 15288-2008) reference: 6.3.7.3

C 12207:2008 (IEEE Std 12207-2008) reference: 6.3.7.2.c), 6.3.7.3.14{6.3.7.3.1.3, 6.3.7.3.1.4,
2.1

C 20000-2:2005 reference: 4.3
c type: Plan

easurement plan identifies the needs and requirements fer-measurement in an organization, project, or

servicg. It identifies the selected measures and the data-Tcollection, storage, analysis, and reporting

proced

ures. It defines how the process and the measurements will be evaluated. Items to be measured

includ¢ the achievement of service targets, customer, satisfaction, resource utilization, major issues, and

trends

10.43
ISO/I

ISO/IE
6.3.4.4

ISO/IB
ISO/IE
Gener

The m
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a)
b)

c)

d)

e)

Monitoring and control report
C 15288:2008 (IEEE Std 15288-2008) reference: 6.3.2.3, 6.3.4.3b), 6.3.7.1, 6.3.7.3 b)

C 12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.8, 6.1.2.3.4.15, 6.3.2.3, 6.3.4.3.34,
.6.3,6.3.7.1,6.3.7.3.2.4, 7(3.2.3.3.5, 7.3.2.3.3.7

C 20000-1:2005 reference: 4.c), 6.1, 9.2
C 20000-2:2005-reference: 6.1.3, 6.3.2, 1: 9.2,9.2.1,9.2.4
c type: Report

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

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

measurements of processes and services against objectives and requirements

monitoring the progress of technical performance, risk mitigation, cost and schedules; and reporting of
project status

an analysis of the effects of risks on the achievement of system quality, timeliness and profitability
results of asset reuse, including information on the original developer or owner of the asset, cost of

reusing the asset, and savings and benefits derived from reusing the asset.
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10.44 Operational test procedure

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.9.3.1.3, 6.4.9.3.2.2

Generic type: Procedure

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

intended environment. It includes acceptance criteria, version identification of the system or software being
tested, test data, and post-test analysis procedure to ensure testing occurred as planned. It explains use of

the organization’s problem resolution procedure.

See also: qualification test procedure

10.45 Problem management procedure

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.3.2.1, 6.4.9.3.1.2, 6.4,9.3.1.3, 7.2.8.3.1.1
ISO/IEC 20000-1:2005 reference: 6.6, 8.3

ISO/IEC 20000-2:2005 reference: 7.2.2, 7.2.3, 8.3.7.

Generic type: Procedure

The problem management procedure defines how to receive«ecord, prioritize, escalate, resolve, and close
problems; how to control the impact of problems; and how<o) provide feedback. It includes the definition of
what constitutes a major problem or an incident. It covérs action initiation, notification, classificatiop, root
cause analysis, trend analysis, problem escalation, problem resolution, status tracking and reporting, and

problem records management.

NOTE For ISO/IEC 20000, the problem management procedures are separate from, but related to the procedtres for
incidents, fulfilment of service requests, and customér complaints.

See also: incident management procedure

10.46 Problem report

ISO/IEC 15288:2008 (IEEE.Std 15288-2008) reference: 6.3.3.3a) 2), 6.4.5.3b), 6.4.6.2.b), 6.4.6.3b), 6.4.7.2.¢),
6.4.7.3b), 6.4.8.3b), 6.4.927¢), 6.4.10.2.¢, 6.4.10.3b)

ISO/IEC 12207:2008((IEEE Std 12207-2008) reference: 6.1.2.3.4.15, 6.3.2.3.2.1, 6.3.3.3.1.3, 6.3.3.3.3.1,
6.4.8.2,6.4.8.3.1.1v6.4.8.3.1.3, 6.4.9.3.1.3,6.4.9.3.4.2,6.4.9.3.5.2, 6.4.10.3.1.2, 6.4.10.3.2.1, 6.4.10.3.2.4,
7.1.1.3.1.2,7.2.82f),7.2.8.3.1.1,7.2.8.3.2.1,7.3.1.3.1.3, 7.3.2.3.3.6, 7.3.3.3.5.3, B.3.2.3.2
ISO/IEC 20000-1:2005 reference: 8.3

ISO/UEC 20000-2:2005 reference: 8.3.6

Generic type: Report

The problem report (also called non-conformance report or corrective action request) reports problems or non-
conformance (deviance) with contract requirements. It may be a consolidation of problem records. It serves as
input to the ISO/IEC 12207:2008 (IEEE Std 12207-2008) Problem Resolution Process.

It should include information for future reference to prevent problems (lessons learned) and identify a
duplication of issues and trends.
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It may

include
a) a problem reporting control number and related control information
b) identification of the problem reporter
c) the date and time of problem occurrence, escalation, resolution, and closure

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

e) applicable contract provision or conformance requirement

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

g) solution or corrective action recommended

h) related action items, the responsible person or organization, and the due date
i) references to similar problems previously reported

j) responsible person or organization, along with appropriate confirmation showing approval and
implementation of the solution

k) problem closure information

I) information from organizational (internal) reviews.

For problems occurring during testing or operation, it should:include the inputs, expected results, actual

results
obseny

NOTE

An inci
identifyj
events

See a

10.47
ISO/IE
Gener

The p
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10.48

, anomalies, date and time, procedure step, environment, attempts to repeat the problem, and
ers. It may report a temporary or permanent solution.tora problem.

ISO/IEC 20000-1:2005 and ISO/IEC 20000-2:2005' distinguish between incident reports and problem reports.
Hent response deals with the restoration of service.to the users, whereas a problem resolution is concerned with
ng and removing the causes of incidents. An opportunity report is similar, but includes analysis of potential positive

so: change request, incident report

Process assessment procedure
C 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.3.2.1
c type: Procedure

focess assessment procedure describes how to conduct life cycle process improvement and how to
te the sujtability and effectiveness of organizational processes. It may include assessment goals.

Process improvement analysis report

ISO/IEC T5288:2008 (IEEE Std 15288-2008) Tfeference: 6.2.1.3 ¢), 6.3.7.3 C)

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.3.3.2, B.3.3.1.2, B.3.3.2.2, B.3.3.3.2, 6.3.7.3.3

Generic type: Report

Based

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

approaches to improve processes, to recommend changes and to determine technology advancement needs.

It may

60

include quality cost data to improve an organization’s processes and to determine the cost of quality.
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10.49 Product need assessment
ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.1.2.3
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.2, 6.1.1.3.1.1

Generic type: Report

11(E)

The product need assessment is used to obtain consensus among an acquirer, developer. and support and

user organizations on the demand for a proposed system. It may focus on communicating the user’sng
a developer or a developer’s ideas to a user and other stakeholders. It includes the following:

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

eds to

b) description of a proposed system in terms of user needs to be fulfilled, the system’s relationghip to
existing or planned systems or procedures, and the way the system should’be used (the cong¢ept of

operations).

The product need assessment may include

a) analysis of improvements, disadvantages and limitations, and censidered alternatives and tradepffs

b) assessments for technical, strategic, economic and markettbases, and trade-off studies

c) preliminary information on system requirements, systém prototypes, possible system emplo
possible support concepts

d) preliminary information on contract type
e) current and potential organizational responsibilities
f) risk identification and risk management methods.

See also: concept of operations

10.50 Progress report
ISO/IEC 15288:2008 (IEEE"Std 15288-2008) reference: 6.1.2.3, 6.2.3.3, 6.3.2.2, 6.3.2.3, 6.3.3.2, 6.3.3.3

ISO/IEC 12207:2008((IEEE Std 12207-2008) reference: 6.1.2.3.4.15, 6.3.2.2, 6.3.2.3.1.1, 6.3.2.3.2.2, 6
6.3.3.3.3.1, 6.3.3.3:3)1

ISO/IEC 20000-1:2005 reference: 4.2,4.3,4.4.2,44.3,5
Generictype: Report

The progress report provides results of monitoring the execution of the defined plan or processes for i
oerexternal distribution. It includes a summary of decisions, monitoring results, action items, process or s

yment,

3.3.2,

hternal
ervice

pertormance data, and recorded process improvements. It assesses the degree of adherence 10 the p

ans. It

provides information about projected cost, performance, and schedule risks; any changes to previously
approved plans and the related impact to the project; corrective actions; risk treatment actions; and problem

tracking and problem analysis.
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10.51 Project management plan

ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.1.2.3, 6.2.3.3, 6.3.1.1, 6.3.1.2, 6.3.1.3

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.4.3, 6.1.2.3.4.3, 6.1.2.3.4.5, 6.1.2.3.4.6,
6.2.2.3.1.2, 6.2.3.3.16, 6.23.3.21, 6.3.1.1, 6.3.1.2, 6.3.1.3.21, 6.3.1.3.3.3, 6.3.2.3.2.1, 6.2.3.3.1.6,
7.26.3.1.1,7.26.3.2.1,F.3.3.5.3

Generic type: Plan

The pfoject management plan presents how the project processes and activities will be executed to assure
the prpject’s successful completion, and the quality of the deliverable product or service. It includes-the
following:

a)| identification of the selected system or software life-cycle model to satisfy contractual regtirements,
and mapping of processes, activities and tasks to the selected life-cycle model

b)| the project’s organizational structure, showing authority and responsibility of each organizational unit,
including external organizations and responsibilities of acquirers, suppliers, and\users

c)| requirements for resource needs and the acquirer’s involvement in providingresources

d)| the expected acquirer involvement in joint reviews, audits, informal meetings, reports, change
requests, implementation, approval, acceptance, and access to facilities

e)| the expected user involvement in requirements specificationj\reviews, and evaluations

f) | security policies for the control of access to systems.and software items, project information, data,
and infrastructures

g)| the means of reporting and the documents and information items to be delivered
h)| other plans to be produced as separate doeuments during the project
i) | risks and risk analysis for technical, cast, and schedule risks

It shoyld include a Work Breakdown Structure (WBS) of the life cycle processes and activities, including the
produgts, services, and non-deliverable items to be provided, such as establishing the project infrastructure.

It maylinclude the following:
a)| procedures for replanning

b)| options for devéloping the product or providing the service and an analysis of the risks associated with
each option

c)| plansfersubcontractor management, including subcontractor selection and involvement between the
subContractor and the acquirer, if any

d) plans for project closeout _including dphripfingc of project personnel and staff reassignment_archiving

project materials, and preparation of a final report to include lessons learned and analysis of project
objectives achieved.

See also: service management plan

NOTE 1 In addition to projects, management plans may be prepared for programs, organizations, or processes,
including the portfolio management process.

NOTE 2  IEEE 1058-1998, IEEE Standard for Software Project Management Plans provides additional guidance.
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10.52 Proposal
ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.1.1.3, 6.1.2.2, 6.1.2.3
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.2b), B.3.2.1.2

Generic type: Description

The proposal is information prepared by a potential supplier to support the offer of a contract bid, including
cost, schedule, risk statements, methodology to satisfy the Request for Proposal (RFP), experiencgs and

capabilities, any recommendations to tailor the RFP or contract, and the signature of the supplier’s"app
authority. Informally, proposals may be prepared within an organization, such as for software reuse:

10.53 Qualification test procedure

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.6.1, 6.1.1.3.6.2,{6.4.5.3.2.1. 7.1.6
7.27.3.2.1

Generic type: Procedure
The qualification test procedure (acceptance procedure) documents how)acceptance review and testin
deliverable product or service will be conducted, and the conditions thabare to be satisfied before accep
The acceptance procedure is initially prepared by the acquirer_¢onsistent with the Acquisition Pla
qualification test procedure provides a set of tests so that each qualification requirement is addressed
system or software items. It includes mapping of requirements to qualification tests and overall requirg

to perform qualification testing, test objectives, test criteria, test configurations, preparations, test
(inputs, steps, and outputs), expected results, and post-test analysis procedures.

10.54 Qualification test report

ISO/IEC 12207:2008 (IEEE Std 12207-2008).réference: 7.1.7.3.1.1, 7.1.7.3.1.3, 7.2.7.3.2.1.

Generic type: Report

The qualification test report indicates that the system was tested for conformity with each system requir
produced the expected results, ‘and is feasible to operate and maintain. It provides the results o
qualification test and states_‘Whether all requirements were satisfied. It includes system identificatig

overview, qualification requirements and criteria, overview of results, identification of items tested and d
testing, detailed results,\problems encountered, and rationale for decisions.

10.55 Quality-management plan
ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.2.5.3, 6.3.1.3
ISO/IEC42207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.3, 6.2.5.3.1.5,6.3.1.3, 7.2.3.3.1.3

Generic type: Plan
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The quality management plan (or quality assurance plan), in accordance with ISO/IEC 9001:2008 or other
quality standard, presents the approach to fulfil the quality aspects of the program, project, product or service.

It includes the following:
a) the project or organization's quality objectives and the organization’s quality policies
b) product or service improvement plans

c) product and service assessment plans, with assessment requirements, criteria, responsibilitie
allocations
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d) standards, methods, procedures or tools needed for quality management

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

f) the configuration management of records

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

h)| assessment of configuration control practices for system or software configuration items and media

i) | required coordination of software quality assurance activities with other project activities.

10.56| Quality management policy and procedure

ISO/IHC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.5.2, 6.2.5.3.1.1
ISO/IHC 15288:2008 (IEEE Std 15288-2008) reference: 6.2.5.2, 6.2.5.3, 6.2.5.3.1.1
ISO/IHC 20000-2:2005 reference: 4.4.1

Generjc type: Policy, Procedure

The qpality management policy and procedure (or quality assurance)procedure) defines the framework for
establishing and reviewing quality objectives. It explains how quality objectives will be met and expresses the
persoral contribution of all involved to the quality of the product.er service. The quality procedure details how
the qulality aspects of the program, product or service will beperformed. It includes procedures for contract
reviews, inspections, assessments, reviews and audits.dt“addresses procedures for the tasks of testing,
problem reporting, process improvement, and corrective’ action; as included in the quality management,
software quality assurance, software audit, verification;;validation, and process improvement processes.

NOTE Quality management policy may be included in the quality management plan or quality management
procedlires or in a separate set of policies.

10.57| Release plan

ISO/IHC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.10.3.5.2, 6.4.11.3.2.1
ISO/IHC 20000-1:2005 reference: 10.1

ISO/IHC 20000-2:2005 feference: 10.1.1, 10.1.3, 10.1.8

Generjc type: Plan

The rglease_plan (or migration plan or roll-out plan or deployment plan) presents how a system, service, or
software product or software release will be transferred to a new environment, with the release dates. It
includ¢s-the deliverables, including updates to related SLA, operational procedures, and user documentation.
It refexmmmm
include identified risks, potential problems, and suggested resolutions. It covers how the release is authorized,
scheduled, coordinated, and tracked. The migration plan includes the description of deliverables,
dependencies, and scheduled dates, the expected configuration of the target environment at the time of
migration, the backout or recovery plans, verification and acceptance procedures, and communication and

training for the customer and support staff. It should include planning for decommissioning of replaced
systems or services.

See also: configuration management plan and policy (release management plan and policy), configuration
management procedure (release procedure).
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10.58 Request for proposal (RFP)
ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.1.1.3

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 4.24, 4.36, 6.1.1.3.1.10, 6.1.1.3.1.11, 6.1.1.3.2.1,
6.1.2.2,6.1.2.3.2.1,6.1.2.3.2.3,6.4.1.3.2.1

Generic type: Request

The request for proposal (RFP) is the acquirer’s request for information and commitments neededfrgm the
supplier that are required to be included in the potential supplier's proposal. It announces the “acquirer's
intention to potential bidders to acquire a specified system, software product or software service;-It includes
the following:
a) the stakeholders’ system requirements
b) scope statement
c) bidder instructions
d) the scope of tasks to be referenced in the draft contract.
e) deliverable product list
f) terms and conditions
g) contract milestones (for example, review and audit.of supplier progress)
h) control of subcontracts
i) procedural and technical constraints (forexample, target environment)
j) supporting processes and theircperforming organizations, including responsibilities (if other than
supplier), so suppliers may, intheir proposals, define the approach to each of the specified supporting
processes.

It may outline the supplier selection criteria.

NOTE Actual contents ‘depend upon the legal environment. Also known as acquisition requirements, acquisition
document, call for proposals/{CFP), invitation to tender (ITT), request for tender.

10.59 Resource request
ISO/IEC 15288:2008 (IEEE Std 15288-2008) reference: 6.3.1.3.d), 6.3.2.3.b
ISO/IEE-12207:2008 (IEEE Std 12207-2008) reference: 6.3.1.3.3.2

A-request for resources arises from project or service planning and is directed to management who can

P Iy e - s s 4
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10.60 Reuse plan

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.3.3.1, 7.3.3.3.2.1, 7.3.3.3.3.3, 7.3.3.34.1,
7.3.3.3.4.2,7.3.3.34.3,7.3.3.3.5.2

Generic type: Plan
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The reuse plan presents how activities will be conducted to support the reuse of systems or software assets
and related documents. It defines the reuse strategy, domains where reuse will be managed, and the
implementation approach, including infrastructure support.

10.61

Review minutes

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.15,6.4.10.3.5.6, 7.2.6.2, 7.2.6.3.1.5

ISO/I

C 20000-1:2005 reference: 7.2

ISO/IF
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C 20000-2:2005 reference: 7.2.1
c type: Report

eview minutes (or joint review minutes or service review minutes) provide a report of a review
cted by the acquirer and the supplier. Minutes include attendees, agenda, product{er, service under
, entry and exit points for the review, main discussion topics, assumptions, présentation material,
als, action items and their status and closure criteria. Minutes document the evaluation of status and
Mmity of products and services, and activities and schedule status. Minutes include problems found and

their resolution or anticipated resolution.
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Risk action request
C 15288:2008 (IEEE Std 15288-2008) reference: 6.3.4.3.
C 12207:2008 (IEEE Std 12207-2008) reference: 6 3.4.3.2,316.3.4.3.4.1
c type: Request

k action request is submitted from the project orservice management organization to the stakeholders.
des recommended alternatives for risk treatment.

Risk management policy and plan
C 15288:2008 (IEEE Std 15288-2008) reference: 6.3.4.3
C 12207:2008 (IEEE Std 12207-2008) reference: 6.3.4.3.1.1, 6.3.4.3.1.2, 6.3.4.3.2.1
c type: Plan, policy
k management policy’and plan presents the conditions under which risk management will be performed

e context of riSk~management, such as management and technical objectives, assumptions, and
bints. It defines” the approach to the identification, assessment, treatment (including avoidance,

mitigafion, and eontingency plans), and monitoring of risks, as well as the approach for registering risks,

creatir
asses

g and maintaining risk profiles (records), and reporting risk status. It establishes risk categories and risk
Ement eriteria.

NOTE

ISO/IEC 16085:2006, Systems and software engineering — Life cycle processes — Risk management,

provides additional guidance.

10.64

Service availability and continuity plan

ISO/IEC 20000-1:2005 reference: 6.3

ISO/IEC 20000-2:2005 reference: 6.1.2, 6.3.4

Generic type: Plan
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The service availability and continuity plan describes the provisions to make services available in the event of
failure of a site or a system component. The service continuity plan shall be available in printed media to all
concerned. A copy of the service continuity plan and applicable agreements and contracts shall be available
at a secure remote location where it is planned that alternate service will be provided. It includes the following:

a) availability requirements for the service as stated in the service level agreements

b) the business impact of services unavailability for various durations, and priorities for restoring services

CJ__procedures and alternate means of providing Service (SUuch as paper-based records) while aut
systems are being restored

d) roles and responsibilities for system recovery, including points of contact of people: authori
invoke contingency plans and act in emergencies

e) procedures for restoring service
f) procedures for testing the continuity plan

g) advance activities to prepare for service disruptions, such as off-site System backups or arrangs
with emergency service providers.

10.65 Service catalog

ISO/IEC 20000-2:2005 reference: 6.1.1, 7.3.3

Generic type: Description

The service catalog describes the information technology services available for customers. For each sef
defines the service; identifies those responsible for providing the service; includes the schedule of s

availability and unavailability, access control provisions, and contact points for requesting assista
reporting incidents; and summarizes service.levels as further specified in the service level agreement (S

10.66 Service level agreement (SLA)

ISO/IEC 20000-1:2005 referencei 2113, 3.2, 5, 6.1, 7.3
ISO/IEC 20000-2:2005 referenee: 6.1.2, 10.1.1, 10.1.7
Generic type: Specification

The service level-agreement (SLA) is between a service provider and a customer, and should be auth
by the service supplier and acquirer. It specifies the following:

a) therequirements for the service

b)~scope, and workload limits (upper and lower)
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c) responsibilities of both supplier and customer

d) details of service availability (hours of service), which may be referenced in the service catalog

e) the procedures for incident and problem management, escalation, notifications, and complaints

f) the measures and acceptance criteria, such as performance, availability, service period, and operator

and maintenance responsiveness
g) the communication process for periodic reporting on the achieved service level to the customer

It may include targets beyond the minimal acceptable level of service.
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