INTERNATIONAL ISO/IEC/
STANDARD IEEE
15289

Third edition
2017-06

Systems and software engineering +—
Content of life-cycle information itegms
(documentation)

Ingénierie des systéemes et du lpgiciel — Contenu des articles
d’information du cycle de vie (documentation)

-
ISO I EC Reference number
- . ISO/IEC/IEEE 15289:2017(E)

$IEEE o ts0/15C 2017
® © IEEE 2017


https://standardsiso.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

! S COPYRIGHT PROTECTED DOCUMENT

© ISO/TEC 2017, Published I Switzertand

© IEEE 2017

All rights reserved. Unless otherwise specified, no part of this publication may be reproduced or utilized otherwise in any form or
by any means, electronic or mechanical, including photocopying, or posting on the internet or an intranet, without prior written
permission. Permission can be requested from either ISO or IEEE at the address below or ISO’s member body in the country of
the requester.

ISO copyright office Institute of Electrical and Electronics Engineers, Inc
Ch. de Blandonnet 8 « CP 401 3 Park Avenue, New York
CH-1214 Vernier, Geneva, Switzerland NY 10016-5997, USA

Tel. +41 22 749 01 11

Fax +41 22 749 09 47

copyright@iso.org stds.ipr@ieee.org
WWW.is0.0rg www.ieee.org

ii © ISO/IEC/IEEE 2017 - All rights reserved


https://standardsiso.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

Contents Page
) a0 ) vi
ntroduction
Scope
Normative references
Terms, definitions, and abbreviated terms......... b b 3
N | Terms and definitions
2 AbDbreviated tEIMS......cooii s ————————— s
APPLCADIIILY v s
1 PUIPOSE ...
2 Intended users of this document
3 Applicability to work efforts.........ccoourinrnsesesesesssennns
4 Applicability to information item audiences
CONfOIrMANCE ....cverrrrns s
N | Definition of CONfOrMANCE ... aegs s e
2 Conformance situations ........uussmsessssnsesssns
3 B 072 0100 000 1000 g (0 s U
Life-cycle data and information items........cccoeues Siudinnnncsnsennsannns
N | Life-cycle data characteristics .........cccocveeunne
2 Records compared to information items (documents)
3 Management of life-cycle data (Frecords) i . ————
4 Management of information items (doc¢uments)
4.1 Developing the documentation Plan ... —————————————
4.2 Managing and controlling information items.........c———————

Generic types of information items

N | General .11
2 Description - generic content .11
3 Plan — eNeric CONTEME.......ccoccviiiiiiis AR w12
4 POliCy — ZENETiC COMTEML.....cccceririis AR .. 14
.5 Procedure - géneric content .15
.6 Report - generic content.........ccumsmsssssssesssnss ..16
7 Request £generic content.........cocvesmsesssssnsesesens ..18
.8 Specification - generic content .18
Mapping of information items to the life cycle and service management processes .19

1 Mapping of information items to the system life cycle .........ccummmmnmsmnmnnmnsmsss. .. 20
2 Mapping of information items to the software life cycle.......c.um——————— w25
3 Mapping of information items to the service management ProCesSes .......ouummmmssmssssssssssssssssssssnsns w32

9 Records....correrenes

9.1 Record - generic content

9.2 R L0 Ui el a0 o o0 1 L)

10 Specificinformation item (document) contents

10.1 General.......cvcrnncne

10.2  Acceptance plan......——————n

10.3  Acceptancereport
104  Acquisitionplan
10.5 AsSet ManagemMeNt PLAN ... AR
10.6 Auditacknowledgementreport
10.7  Audit plan ....ss—————————

© ISO/IEC 2017 - All rights reserved
© IEEE 2017 - All rights reserved


https://standardsiso.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

10.8
10.9
10.10
10.11
10.12
10.13
10.14
10.15
10.16
10.17
10.18
10.19
10.20
10.21
10.22
10.23
10.24
10.25
10.26
10.27
10.28
10.29
10.30
10.31
10.32
10.33
10.34
10.35
10.36
10.37
10.38
10.39
10.40
10.41
10.42
10.43
10.44
10.45
10.46
10.47
10.48
10.49
10.50
10.51
10.52
10.53
10.54
10.55
10.56
10.57
10.58
10.59
10.60
10.61
10.62
10.63
10.64
10.65
10.66
10.67
iv

a0 Q07T L1 43
2 0 1 ) ] 0 ) o 43
L0107 1 1,7 0 ) 1V 43
Capacity management ProCEAUTE. ... n s e e ann e 44
00 (B0 0T e T 1T 44
ComMMUNICAION PIOCEAUIE. ..ciuiuiimiresessssssmssssisssssnssssssssssssssssssssss s sssssasss s sr s sssas s R SRR E R AR R R RE SR AR R AR R SRR AR R R SRR R R SRR RRRR R R RS 44
L0000 001 0) E 1T 0] QLT L1 o 44
L0000 0 Lol o 1o 0] 00 0 T=) = Lo () 4 45
Configuration management plan and POLICY ... sssssssesssssssasssesas 45
Configuration management ProCEAUIE ...t sssssssssssssssss s s s s asssasssassssssnss 46
Configuration STAtUS FEPOT L. ... e e s E R 47
CONTACE .. ———————————————— e 47
Customer satiSfaction SUIVeY ... babbedanss 48
Database design deSCription........crrsmms ot 48
1D 2303 1000 10 T 4 1 0 - (U (0 49
LD )T 00T ] b S, 49
Documentation Plan ... ——————————————anfs s s 50
Documentation ProCEAUIE ... g s ssssssssssasasasssssnnnas 50
Domain engineering Plamn...... oo s ———————— 50
| 272 110 = a0 0 (=) 010 ) o R 0/ 50
Implementation ProCeAUTE ... e i e s a e 51
IMProvemMent Plan.... s o e m s R e 51
IMProvement ProCeAUTE ... s fensesn s s s s ssasassnss 51
Incident Management ProCEAUIE ... Sk asasasnsnnss 52
09U 6 U] 0 T 0 01 ) 52
Information management plam ..ol s —————————————— 53
Information management ProCEAUIE.. ... atig s sssssssssssssssss s s e a e 53
00000 9 o BT L) (T L0 1 53
Information SECUrity POLICY ..o s n e 54
INformation SECUIitY PrOCEAUI ... sass s e s s 54
L 0T Yo 1) 1 0] L 55
L 00T =1L 1041 0] 0 X0 o O e, 55
Integration and teSE TP OT ... gty e AR 55
INEEZIAtION PLAN ey eSS 55
00U cd 2 Loy o LTl g 0 () o 56
Life-cycle policy and ProCedure L..b ... sssss s sssssssssssssssssasssess 56
L7 TR LS 0B (Lot 0 ) ) 56
MaiNteNANCE PIrOCEAUIE . peuiiiiursisnrssssssnsnssssssisssssssssssssssssssssssss s s s s sesa s s s E SR AR R R SRR R R R R R AR R RERE AR R AR R R R RERRRRR R ERER SRR R RS 57
MEASUIEMENT PLAT ..uver i iswtesssessssnsnsssssssssssssssssssssssssssssssasssssssssssssssrsssesssassessaEARE AR SR SRR ERE R AR R SR SR AR R AR R R R RERRR SRR R SR RER SRR SRR 57
MEaASUIEIMENT PIOCEMAULE......cuirerrreesesesssssssssssssssass s s s E e A R AR AR AR R AR AR AR R E AR R RE R R R R AR R AR AR AR AR AR R AR AR AR 57
Monitoring and CONLFOl FEPOTT... ..o e 57
OPeratioNal tESEPFOCEAUIE ... s s s e e RS E RS RS E A e R AR AR RS E R AR AR SRR R R SRR R AR R R RS 58
Problem management PrOCEAUIE .......ouimiimissssmsssissssssssssssss s ssssssssassss s s s s ssas s ssasssasssnssanas 58
50 400 1 123 00 W) 5 02 o 58
ProcessasseSSMENt PrOCEAUIE ...uuiiuimimsmsmssmsmsssnsessssssssssssssssssssssssssssssssssssssssasssssssssssssssssssssssssassssnsssssssassnsssssnsassnsnss 59
|5 OToL=TCN T 00} 0 JWORTZ=) 10T 1 Lo q ) 0 L0 ) o 59
50 o Ta L Tt 0TS0 B T LT 14 ) 1 P, 59
5 800123 W =TT o] 010 o

Proposal......cinnnenesennnennns e 61
Qualification tESE PrOCEAUIE .......ccouecirccciiris st e e s a R 61
L0 10T U0 Cor Lo 00 0B Aoy Y 0 10 o 62
Quality management PIAN ... —————————————— 62
Quality management policy and ProCeAUTe ... sassssssssssssns 62
Release plan (@Nd POLICY) .cumimmsmsssmsmsssssssssssssssssssssssssssssssssssssssssss st sssssssss s sessss s s ssssss s e sssnssassssess 63
Request for Proposal (RFP) ... ssssssssssssssssssss s ssssssss s s s s ssasssssssnss 64
RESOUICE FEQUEST ... ciuiitiaiiisnrinssssmssssisssssss s s a R R AR AR AR R AR R AR AR AR R R AR R AR R AR R AR R AR R AR RS 64
3T T ] - 1 64
REVIEW ININULES 1ot AR R AR RS AR RS RS 65
LT = T 0 1) 11 T LT 65

© ISO/IEC 2017 - All rights reserved
© IEEE 2017 - All rights reserved


https://standardsiso.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

10.68 Riskmanagement policy and Plamn ... —————————————— 65
BT T oty Tt o U | Y 65
10.70 Service continuity and availability plan......—————————————————— 65
10.71 Service level agreement (SLA) ... ssssss st s asns 66
10.72 Service management plan (@nd POliCY) ... ——————————— 67
0T T Y ) o2 T ) 1 67
LT T ) o2 T Y 4 T o 68
10.75 Software architecture deSCriPtion ... —————————————— 68
10.76 Software deSiZn deSCIIPLION .....uiciiiiiiiiriiiiriisisris s s ae s s e seas e e saa s e an e aaesmeaan s neaanesanesnnsn 69
0.77 Softwarerequirements SPeCifiCation ... ——————————C s .70
0.78 Software UNit deSCriPioN ... s Shs s .. 71
0.79 Software unit test ProCedure ... ——————————————————_—_—_———"dta s L. 71
0.80 Software Unit teSt rePOIt.....cimimmmi s ——————————_——_————_——_—_——_——_ b2 22r2r2ss w71
0.81 Supplier management ProCEAUTIE ... et sases w71
0.82 Supplier selection ProCEAUTE ... asbeesssssassssssssssasass w72
0.83 System architecture deSCription...... i ——————fap s ————— w72
0.84 System element deSCription......nnsn e e .73
0.85 Systemrequirements SpecifiCation ... s ———— .. 73
0.86 TrainingdoCUMENtAtION .....cciieiiesisisisrsrssssss s as e e w74
0.87 TrainIng PlAm .. g AR .. 74
0.88 UserdoCUMENtAtiON ...couuiuisrssmsmssssssssssssssssssssssssssssssssssssssassssssssssassssssssssassfEoiihasssssssssssssasssssssssssssssnsssssnsssssssssnssssass .. 74
(02535 T 1575 o 1 0108 i or: U () o T e .. 75
0.90 Validation plan .75
0.91 Validation procedure (validation test specification) .........fukcnnnn s —— w75
0.92 Validation FePOIt....ccumimmmmmmsmsmsmssssmsssssmssssssssssssssssssssssssssssasoinstsssssssssssssssssssssssssssssssssssssassssnss 75
0.93  Verification Plan .....cuimsmmmsmsmmmissssssmsssssssssssssssiosten bermsmsmsssssss s s s sssssssssssssssssssssssssssassssssnsssasass ... 75
0.94 Verification PrOCEAUTE .......ciieireresmsmsmssssssssss s s e s eSS e w77
(020 R VA7) & Lot 1 1) 0 10 010 ) o s ... 77
nnex A (informative) Procedure for identifying information items and their contents.........ccccurerererennas .78
nnex B (informative) Information items and records by SOUICE ... .. 80
110107 i 1) 1 et 84
ist of Tables
able 1 — Mapping of ISO/IEC/IEEE15288:2015, clauses to information items for each system life-
CYCL@ PrOCESS.uucuiiisnsscscnse s bnaiis s sa e e AR AR AR R AR AR A AR SRR SRR AR A AR SRR E AR RS E RS R AR R RS w21
able 2 — Mapping of ISO/IEC 12207:2008 (IEEE Std 12207-2008) clauses to information items
for each software Hfe=Cycle ProcCess ... w26
able 3 — Mapping of ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012
(IEEE Std 20000-2:2013) clauses to information items for each service management process...\... 33
able 4 — Record references and CONEENLS ... —————————————— .. 38
able B.1 — INformation iteMms DY SOUICE ..o ssssssss s s s ssssssssssssssssssssssnens ... 80
able B.2 — RECOTAS DY SOUICE ....cciicccciisinisissssssssssisis s s sssss st ..83
\4

© ISO/IEC 2017 - All rights reserved
© IEEE 2017 - All rights reserved


https://standardsiso.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical Commission)
form the specialized system for worldwide standardization. National bodies that are members of ISO or IEC
participate in the development of International Standards through technical committees established by the
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This third edition cancels and feplaces the second edition (ISO/IEC/IEEE 15289:2015), of which it constitutes
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with ISO and IEC, also take part in the work. In the field of information technology, ISO and IEC, hay
thed a joint technical committee, ISO/IEC JTC 1.

fandards documents are developed within the IEEE Societies and the Standards Coordinating: Committees of
E Standards Association (IEEE-SA) Standards Board. The IEEE develops its standards through a consensus
bment process, approved by the American National Standards Institute, which brings €egether volunteers
enting varied viewpoints and interests to achieve the final product. Volunteers are not\iecessarily members
nstitute and serve without compensation. While the IEEE administers the processand establishes rules tg
fe fairness in the consensus development process, the IEEE does not independently evaluate, test, or verify
uracy of any of the information contained in its standards.

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

on is called to the possibility that implementation of this documént may require the use of subject mattef
d by patent rights. By publication of this document, no position)is taken with respect to the existence ot
 of any patent rights in connection therewith. ISO/IEC and IEEE are not responsible for identifying essentia
5 or patent claims for which a license may be required, for,conducting inquiries into the legal validity or scope
nts or patent claims or determining whether any licensing terms or conditions provided in connection with
sion of a Letter of Assurance or a Patent Statement and\icensing Declaration Form, if any, or in any licensing

Palidity of any patent rights, and the risk of infriiigement of such rights, is entirely their own responsibility,
I information may be obtained from ISO or the-lEEE Standards Association.

cument was prepared by Joint Technical-Committee ISO/IEC JTC 1, Information technology, Subcommitteg
bystems and software engineering~in~cooperation with the Software & Systems Engineering Standards
ttee of the IEEE Computer Society;“under the Partner Standards Development Organization cooperatior

r revision. This third edition reflects ISO/IEC/IEEE 15288:2015, Systems and software engineering—System
e processes, which replaced ISO/IEC 15288:2008 (IEEE Std 15288:2008).
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Introduction

The purpose of this document 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 and service
processes. This document specifies the purpose and content of all identified systems 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 purpose of the
document. Information items are combined or subdivided as needed for project or organizational purposes.

Chis document is based on the life-cycle processes specified in ISO/IEC 12207:2008 (IEEE Std 12207{2008),
Cystems and software engineering — Software life cycle processes; 1SO/IEC/IEEE 15288:2015, Systemsand s¢ftware
pngineering — System life cycle processes; and the service management processes specified in ISQ/IEC R0000-
1:2011 (IEEE Std 20000-1:2013), Information technology — Service management — Part 1: Service Management
Cystem Requirements; and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013), Information téchnology — [Service
management — Part 2: Guidance on the application of service management systems.

SO/IEC 12207:2008 (IEEE Std 12207-2008) and ISO/IEC/IEEE 15288:2015 define"a set of procesges for
managing and performing the stages of a system life cycle. They define\ab/ Information Management
process, but they do “not detail information items in terms of name, formaf, explicit content, and re¢ording
media”. ISO/IEC/IEEE 15288:2015, and ISO/IEC 12207:2008 (IEEE Std~12207-2008) establish a c¢mmon
framework for systems and software life-cycle processes and identify or require a number of documentatior] items.
Their process reference model does not represent a particular process’)implementation approach, nor Hoes it
prescribe a system/software life-cycle model, methodology, or technique. ISO/IEC 12207:2008 (IEEE Std {12207-
P008) does not always specify when software information items-are to be prepared, nor does it identify
nformation item contents. ISO/IEC 20000-1:2011 (IEEE ¢Std 20000-1:2013) establishes comprehensive
Fequirements for documents and records, with some specifi¢ requirements. ISO/IEC 20000-2:2012 (IEEE Std
P0000-2:2013), Information technology — Service management — Part 2: Guidance on the application of fervice
management systems provides guidance on the use of Part\I:

EEE contributed IEEE 12207.1-1997, Industry Implementation of International Standard ISO/IEC 1220f:1995.
(ISO/IEC 12207) Standard for Information Technology — Software life cycle processes — Life cycle data, as a [source
for the first edition of this document.

vil
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Systems and software engineering — Content of life-cycle
information items (documentation)

1 Scope

This document specifies the purpose and content of all identified systems and software life-cycle and
management information items (documentation). The information item contents are defined accord

generic document types, as presented in Clause 7, and the specific purpose of the document (Clause 10)

This document assumes an organization is performing life-cycle processes, or practicing service manag
using one or more of the following:

— ISO/IEC 12207:2008 (IEEE Std 12207-2008), Systems and software engineeting — Software lifg
processes;

— ISO/IEC/IEEE 15288:2015, Systems and software engineering — System lif€ eycle processes;

— ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013), Information techfglogy — Service management —
Service management system requirements; and

— ISO/IEC 20000-2 (IEEE Std 20000-2:2013), Information technology — Service management — Part 2: GU
on the application of service management systems.

This document provides a mapping of processes from ‘the above standards to a set of information it
provides a consistent approach to meeting the information and documentation requirements of systern
software engineering and IT service management

This document does not establish a service management system.

ISO/IEC 12207:2008 (IEEE Std 12207-:2008) and ISO/IEC/IEEE 15288:2015 define a set of procesj
managing and performing the stages ofia software or system life cycle. They define an Information Manag
process, but do not “detail information items in terms of name, format, explicit content, and recording mediz

ISO/IEC/IEEE 15288:2015 and ISO/IEC 12207:2008 (IEEE Std 12207-2008) establish a common framew
system and software life-gycle processes. They identify or require a number of documentation items
process reference model” does not represent a particular process implementation approach, nor pres
system/software life-eyclé model, methodology or technique.

ISO/IEC 20000-1:20711 (IEEE Std 20000-1:2013) establishes comprehensive requirements for documen

records, with some specific requirements.

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013), provides guidance on the use of ISO/IEC 20000-1:2011
Std 2000031:2013).

The ‘generic document types defined in this document are used to identify the information necessary to s
the following:

service
ing to

ement,

cycle

Part 1:

idance

ems. It
hs and

es for
rfement

»”

.

brk for
Their
ribe a

ts and

(IEEE

upport

— the ISO/IEC/IEEE 15288:2015 agreement;
— organizational project-enabling;
— technical management and processes;

— the ISO/IEC 12207:2008 (IEEE Std 12207-2008) primary, supporting, and organizational life-cycle pro
and
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— the

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) service management system (SMS), service delivery,

relationship, resolution, and control processes.

The generic document types (which can be referred to as information item types) are used to identify the

inform

ation necessary to support the ISO/IEC/IEEE 15288:2015 agreement, organizational project-enabling,

technical management, and technical processes; the ISO/IEC 12207:2008 (IEEE Std 12207-2008) primary,
supporting, and organizational life-cycle processes; or the ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013)
service management system (SMS), service delivery, relationship, resolution, and control processes.

For ea
well a
schem
12207
selecti
that nj
model
with t
Applic

The sc

a)

b)

NOTE 1
prepar

NOTE 2
service

systems.

d)

Ch life-cycle process or service, it would be possible to prepare a policy, plan, procedures, and reports, as
numerous records, requests, descriptions and specifications. Such an elaboration of the documentation
h would be more rigorous than specified by ISO/IEC/IEEE 15288:2015 or ISO/IEC 12207:2008 (IEEE-Std
£2008). As ISO/IEC/IEEE 15288:2015 points out (1.4), “The users of this document are responsible for
hg a life cycle model for the project and mapping the processes, activities, and tasks in this document into
odel. The parties are also responsible for selecting and applying appropriate methodolggiées, methods,
5 and techniques suitable for the project.” Thus, information items are combined or subdjvided consistent
he life cycle model, as needed for project or organizational purposes, as further, defined in Clause 4,
hbility, and Clause 5, Conformance.

bpe of this document does not include the following:

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 technology
for systems or software life-cycle data, records;<information items, or documentation, such as
electronic publishing systems, content management 'systems, or data repositories;

ISO/IEC 12207:2008 (IEEE Std 12207-2008) does not always specify when software information items are to be
d, nor does it identify information item contentsy

ISO/IEC/IEEE 26531, System and software engineering - Content management for product life-cycle, user, and
management documentation, provides requirements for content management and component content management

detailed content for information items related to general business, contractual, organizational, and
financial management ‘that is not specific to systems and software engineering and information
technology service,management, such as business strategies, contract change notices, human resources
and investment pelicies, 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;

ahy. ISO/IEC/IEEE 15288:2015 or ISO/IEC 12207:2008 (IEEE Std 12207-2008) subclause not explicitly

or implicitly identifying the recording of information about a process, activity or task, for example

g)

ISO/IEC 12207:2008 (IEEE Std 12207-2008), 6.4.4;

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

NOTE 3 ISO/IEC 26514:2008, Systems and software engineering — Requirements for designers and developers of user
documentation, provides guidance on formats for user documentation.
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2 Normative references

17(E)

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

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

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

— ISO/IEC/IEEE 15288:2015, Systems and software engineering — System life cycle processes

— ISU/IEC Z20000-1:Z011 (IEEE Std Z0000-1:2013), Information technology — Service management —, I
Service management system requirements

3 Terms, definitions, and abbreviated terms

For the purposes of this document, the terms and definitions given in ISO/IEC/IEEE 24765 (aV
at www.computer.org/sevocab) apply.

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

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

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

— IEEE Standards Dictionary Online: available at http://ieeexplore.ieée.org/xpls/dictionary.jsp

NOTE ISO/IEC 20000-1:2011 contains different definitions™for the terms document, procedure, record and
request. Those definitions are applicable when conforming to that‘document..

3.1 Terms and definitions

3.1.1

approval

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

Note 1 to entry: Such approval does not shift responsibility from the supplier to meet requirements under a tw
situation.

3.1.2
complaint
record of perceived1ion-compliance with a service level agreement or customer dissatisfaction with service

3.1.3
complete {[documentation]
including all critical information and any necessary, relevant information for the intended audience

344
consistent

hrt 1:

ailable

service

and is

o-party

without internal conflicts

3.1.5

Commercial-Off-The-Shelf

COTS

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

3.1.6

criteria

rules on which a judgment or decision can be based, or by which a product, service, result, or process
evaluated

© ISO/IEC 2017 - All rights reserved
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3.1.7

critical information

information 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

[SOURCE: ISO/IEC 26514:2008]

3.1.8

databgse
collectjon of data organized according to a conceptual structure describing the characteristics of the data and the
relatiopnships among their corresponding entities, supporting one or more application areas

3.1.9
description
information item that represents a planned or actual concept, function, design, or object

3.1.10

document

uniqugly identified unit of information for human use

EXAMPLE A report, specification, manual or book, in printed or electronic form.

Note 1 to entry: A document can be a single information item, or part of a larger jnformation item.
3.1.11

documentation plan
plan identifying the documents to be produced during the system otsoftware life cycle

3.1.12
include [information]
having either the information or a reference to the inforimation present in the document

3.1.13
information item
separately identifiable body of information-thatis produced, stored, and delivered for human use

Note 1 fo entry: “Information product®Nis 'a synonym. A document produced to meet information requirements can be
an infofmation item, or part of an infoymation item, or a combination of several information items.

Note 2 fo entry: An information item can be produced in several versions during a project or system life cycle.

3.1.14
information item content

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

3.1.15
inforqlation item type

group oI information 1tems consistent with a pre-arranged set oI generic criteria

Note 1 to entry: A “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.
3.1.16

modifiable

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

© ISO/IEC 2017 - All rights reserved
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3.1.17

plan

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

3.1.18
policy

17(E)

when,

clear and measurable statement of preferred direction and behavior to condition the decisions made within an

organization

[SOURCE: ISO/IEC 38500:2008]

3.1.19
presentable
retrievable and viewable

3.1.20
procedure
information item that presents an ordered series of steps to perform a process, dctivity, or task

Note 1 to entry: A procedure defines an established and approved way( or* mode of conducting businessg
organization. It details permissible or recommended methods in order to~achieve technical or managerial g
outcomes.

Note 2 to entry: According to ISO 9000:2015, procedures can be deelimented or not.

3.1.21
process
set of interrelated or interacting activities which transferms inputs into outputs

3.1.22
record
set of related data items treated as a unit

3.1.23

report

information item that describes the results of activities such as investigations, observations, assessme
tests

3.1.24
request
information itemrthat initiates a defined course of action or change to fulfill a need

3.1.25
servicegrequest
requestfor information, or for a routine change or procedure with previously evaluated risk

EXAMPLE A request to provide access to a controlled application, a request to move hardware.

in an
pals or

nts, or

3.1.26
software item
identifiable part of a software product

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

3.1.27
specification

ive and

information item that identifies, in a complete, precise, and verifiable manner, the requirements, design,

behavior, or other expected characteristics of a system, service, or process

© ISO/IEC 2017 - All rights reserved
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3.1.28

traceable
having components whose origin can be determined

3.1.29

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

3.1.30

verifigble

can be|checked for correctness by a person or tool

3.2 Abbreviated terms

CFP Call for Proposals

CM Configuration management

COTS | Commercial-Off-The-Shelf

ITT Invitation to Tender

RFP Request for Proposal

SLA Service level agreement

SMS Service management system

4 Applicability

4.1 Pyrpose

The purpose of this document is to provide requirements for users of ISO/IEC 12207:2008 (IEEE Std
12207;2008), ISO/IEC/IEEE 15288:2015,.and ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) for identifying
and planning the specific information ‘items (information products) to be developed and revised during
systen]s and software life cyclesqand service management processes. This document is intended for use as
follows:

a) To address the techni€aly information needed by those involved in ISO/IEC/IEEE 15288:2015 and ISO/IEC
14207:2008 (IEEE Stéy12207-2008) processes;

b) Ta specify infermation in an agreement process as described in ISO/IEC/IEEE 15288:2015 or a two-party
situation as_ described in ISO/IEC 12207:2008 (IEEE Std 12207-2008), ISO/IEC 20000-1:2011 (IEEE Std
2(0000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013). The two-party situation may range
from.dn'\informal agreement within an organization to a legally binding contract between organizations;

c) To develop Information 1tems that provide evidence Ior process assessment performed wWIth respect to
ISO/IEC 33001, and to guide process improvement activities; and

d) To guide a single party in self-imposed tasks.

4.2 In

tended users of this document

This document is applicable for use by the following:

a) project managers responsible for the Information Management process of ISO/IEC/IEEE 15288:2015 (6.3.6)
during a system life cycle;

© ISO/IEC 2017 - All rights reserved
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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 be developed, and what the
contents of the documents should be;

) acquirers responsible for determining what information items are needed to help ensure the quality of the
project, or delivered system, product or service;

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

items;
e) individuals responsible for identifying information items required to claim conformance (with I1$0/IEC
12207:2008 (IEEE Std 12207-2008), ISO/IEC/IEEE 15288:2015, or ISO/IEC 20000-1:2011 (IEEE Std 20000-
1:2013); and
f) individuals undertaking service, systems or software process improvement in their grganizations.

4.3 Applicability to work efforts

Use of this document is not limited by size, complexity or criticality of the_project. It may be applied|to the
following:

a) any type of project and life-cycle process;
b) any of the activities and tasks of a project and system, ot software product or service life cycle;
) all forms of information items, information item,content and document delivery media; and

d) documentation in Commercial-Off-The-Shelf {COTS) products when the COTS product is specifigd as a
deliverable under a two-party situation.

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

4.4 Applicability to information.item audiences

Users of this document should:- determine the relationship of the requirements in this document [to the
requirements and needs of-their audience (customers or users of information), or project and organizptional
procedures. The type of decision to be made, or the work to be performed, by users of the information shquld be
considered before an/nformation item is prepared. Reviewing and understanding the requirements, needs, and
background of usens.and stakeholders are essential to applying this document accurately and economically, since
some informatiortitems are designed for various purposes and user groups:

a) To provide information to specialized types of users who may not be a part of a particular project;
b) Tewaddress the same type of user but in environments not normally coexisting in the same effort; and

€) * To aid both users who are expected to understand technical concepts and terminology, and usefs who

Ty ot trave thisbackgroumnd:

5 Conformance
5.1 Definition of conformance
This document may be used as a conformance or a guidance document for projects and organizations claiming

conformance to ISO/IEC/IEEE 15288:2015, ISO/IEC 12207:2008 (IEEE Std 12207-2008), or ISO/IEC 20000-
1:2011 (IEEE Std 20000-1:2013).
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NOTE 1 Service providers can refer to ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC TR 20000-
3:2012 regarding claims of conformance for a defined certification scope, for example, organizational units, services,
location.

NOTE 2 ISO/IEC 20000-1:2011 is a management system standard stating requirements for service providers. Some
requirements of this document are not requirements of ISO/IEC 20000-1. Some requirements of ISO/IEC 20000-1 are not
requirements of this document.

If the selected systems or software life-cycle processes have been tailored in conformance with ISO/IEC 15288 or
ISO/I clatreonfornratee—to—thi OCHIMET; € S€ v S reftS1a Pprepare re—irformation
items |identified in this document applicable to the selected and tailored ISO/IEC/IEEE 15288:2015,0xk
ISO/IEC 12207:2008 (IEEE Std 12207-2008), processes.

The generic and specific record and information item titles and contents in Clauses 7, 9, and @0~of this
documlent may be tailored to satisfy requirements of an organization, its projects, or agreements/based on the
tailored conformance to ISO/IEC/IEEE 15288:2015 or ISO/IEC 12207:2008 (IEEE Std 12207-2008)-In tailoring,
information items provided in this document may be modified (added to, combined or retitled). The contents of
the information items shall correspond to the selected and tailored processes.

NOTE 3 Annex A of ISO/IEC/IEEE 15288:2015 and ISO/IEC 12207:2008 (IEEE Std 12207-2008) provide requirements
for the [Failoring process.

In thid document, for simplicity of reference, each information item is described as if it were published as a
separdte document. However, information items shall be considered as conférming if they are unpublished but
availalle in a repository for reference, divided into separate documents or volumes, or combined with
other Information items into one document. Use of the nomenclature{of the specific records in Clause 9 or the
information item titles in Clause 10 is not required to claim conformarce with this document.

Throughout this document, “shall” is used to express a provision that is normative, “should” to express a
recommendation among other possibilities, and “may” tocinidicate a course of action permissible within the
limits ¢f this document.

The vgrb “include” used in this document indicates-that either (1) the information is present or (2) a reference
to the Information is given.

5.2 (onformancesituations

Conforjmance may be claimed for-organizations, projects, multi-supplier projects, services, and information
items, ps identified in the claim of-cenformance:

a) When conformance is claimed for an organization or a service provider, the organization or service provider
shall produce a document declaring its tailoring of the records and information items, and its
interpretation of dnyClauses of this document that reference “the contract.”

b) When conferniance 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 this document
that reference “the contract.”

c) Whenconformaneetis—elaimedfor-multi-stppher-projectsit-may-be-the-—case-that no-individual-projectean
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 this document that reference “the contract.”

d) When conformance is claimed for an information item, the item shall contain the generic contents required
in Clause 7 of this document and the specific content required in Clause 10.
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NOTE 1 One possible way for an organization to deal with clauses that cite “the contract” is to specify that they will be
interpreted in the project plans for any particular project. A project’s claim of conformance is typically specified with respect
to the organization’s claim of conformance.

NOTE 2 In accordance with ISO/IEC 17000:2004, Conformity assessment — Vocabulary and general principles, an
organization or a project or a multi-supplier program can be said to comply with this document when its products (the
information items) fulfill the requirements, but the organization, project or program has not met the specific requirements
for conformance stated in items (a), (b) or (c) above.

5.3 Type of conformance

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

a) Tailored: The minimum set of required information items is determined by tailoring of processgs and
activities in accordance with Annex A of ISO/IEC 12207:2008 (IEEE Std 12207-2008) or Annek A of
ISO/IEC/IEEE 15288:2015.

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

Absolute conformance may be claimed for selected processes or information items even if absolute confoymance
with all requirements of this document is not claimed.

6 Life-cycle data and information items
6.1 Life-cycle data characteristics

This document specifies how life-cycle data is managed in information items. The required data from the life-
cycle or service process shall be organized int¢ records and presented in one or more information itenys, and
shall be consistent with an information item generic type. An information item shall include its generic

information item contents (Clause 7).

Each set of records and each infermation item produced as a document described in this document shall
support the following life-cycle data.characteristics:

a) unambiguous;
b) complete;

c) verifiable;

d) consistent;

e) modifiable;

f) traceable; and

g) presentable.

6.2 Records compared to information items (documents)

A record is a special type of documented information containing a set of structured data treated as a unit. Table 4
in Clause 9 identifies records. Consistent with ISO 9000:2015, the purpose of a record is to state results
achieved or to provide evidence of activities performed. In fact, ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013)
considers any document or information item to be a record. However, this document distinguishes between
records of data and documents (information items).
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Data records gain their value from being combined with other records in a set, typically by inclusion in structured
databases, registers, or repositories where the individual records are available for retrieval and analysis. Records
hold the factual data (evidence) for the other generic information types. Data can be aggregated into records, and
these records may be included in a report which is already defined as a particular information item (e.g. test
report), or they may exist separately for other uses defined by the project. 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.

6.3 Management of life-cycle data (records)

Life-cyfcle data results from the execution of the process or service management system activities and tasks."Data
can beja work product or an element in other information items. Many of the clauses in ISO/IEC/IEEE 16288:2015
and ISP/IEC 12207:2008 (IEEE Std 12207-2008) require life-cycle data to be produced or recorded¢However, the
clause$ of ISO/IEC/IEEE 15288:2015 and ISO/IEC 12207:2008 (IEEE Std 12207-2008) do not dictate the content,
locatiogn, format, or media to be used to record and maintain the data. When choosing apprepriate data to be
recorded, record managers 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, repositoriés, archives, or other
data nfanagement systems. Organizations or projects shall establish record retention/pelicies in consideration of
systen] life-cycle and organizational or service management needs for the data. Clausé 9 defines the content of
generif records and recommends content for specific records.

NOTE Requirements and guidance for records management are found in( ISO/IEC 16175:2010, Information and
documdgntation — Principles and functional requirements for records in electroni¢©ffice environments — Part 1: Overview and
statemg@nt of principles.

6.4 Management of information items (documents)

The mpnagement of information items shall be performed by applying the Information Management process of
ISO/IEC 12207:2008 (IEEE Std 12207-2008) and ISO/IECAIEEE 15288:2015, the Documentation Management and
Softwdre Documentation Management processes of ISO/IEC 12207:2008 (IEEE Std 12207-2008), including the
knowlg¢dge management activities of ISO/IEC/IEEE $5288:2015 clause 6.2.4, or the documentation management
activitles of ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013). The Information Management process should
support the needs of a project and the related-product or service. It should include procedures for preparing,
collectjng, identifying, classifying, distributing; storing, updating, archiving, and retrieving information.

Annex| A of this document provides ‘a summary procedure for identifying and planning for information
items pnd their contents. Information: items should be defined to be applicable to multiple related processes
used by a project or organization, or to related services (such as incident and problem management).
Informjation items may be-~combined or subdivided consistent with the project, service, or system
processes, phases, and stakeholder needs.

The information managemment process shall produce these outcomes:

a) Informationtotbe managed is identified.

b) Infformation representations are defined.

d) The status of information is identified.
e) Information is available to designated stakeholders.

6.4.1 Developing the documentation plan

The tasks to be performed in the Information 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 Information Management process for each project should be considered as part of a
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repeatable process for the acquirer and supplier. A Documentation Plan may be created for an entire
organization or for multiple projects and services that reuse document content.

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

1 | 1 £ 1 - - £ 1 1 - . 1 - | 1 1 1 - £ - - - L)
SUIITUUIT TUT UIT TILTC SUILT Ul PIdIlS TTIAUITZS LU d SIIgIT PIOJCLL,  dIIU SCHHCUUIC HITUTIIAUUIT g1VEIT T11 MpelelC
plans should relate to this master schedule.

Commercial or other existing information items may be substituted for all or part of an information item|if they
contain the desired information, meet applicable quality characteristics, and are properly referenced.| When
existing information items are readily available to users, organizations should consider providing a referdnce to
these information items rather than reproducing the information.

7 Generic types of information items

7.1 General

The use of generic types simplifies the application of consistent structure, content, and formats for pimilar
information items (records and documents), to support usability. This.decument defines the life-cycle ¢lata of
ISO/IEC 12207:2008 (IEEE Std 12207-2008), ISO/IEC/IEEE 15288:2015, and ISO/IEC 20000-1:2011 (IEEE Std
20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) by relating tasks and activities |to the
following generic types of information items:

a) description;
b) plan;
c) policy;
d) procedure;
e) report;
f) request; and
g) specification.
NOTE 1 Clause 9 identifies the generic content of data records.

NOTE 2 InISO/IEC 20000, documents, except for records, state the intent to be achieved.

The gehevic information item contents shall be included in each applicable information item. (eneric
information item (document) contents are mapped to the identified output information items shown in column 3
of'Tables 1, 2, and 3.

Thao lictc aof contantc of canarics tynac £ i forinmation o Ao ok oAy o o i o a i ure Of
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parts, or a list of 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. The level of detail involved and the presentation for
human use or for data storage determine whether information is presented as a description or as a preformatted record.

A description shall include the following elements:
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a) Date of issue and status;

b) Scope;

c) Issuing organization;

d) References;

e) Context:

f) Ndtation for description;

g) Body;

h) Suymmary;

i) Glgssary; and

j) Chpange history.

Identified information items:

— Concept of operations (operational concept);

— Database design description;

— Intterface description;

— Proposal;

— Sqrvice catalog;

— Saftware architecture description;

— Sqftware design description;

— Sqftware unit description;

— System architecture description; and

— System element description.

7.3

Plan - generic content

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

A plan|shall include the following elements:

a)
b)
0)
d)
e)

f)
12

Date of issue and status;

Scope;

Issuing organization;

References (applicable policies, laws, standards, contracts, requirements, and other plans and procedures);
Approval authority;

Introduction, containing the purpose, audience, and scope of the plan;
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g) Planned activities and tasks;
h) Identification of tools, methods, and techniques;
i)  Schedules;
j) Budgets and cost estimates;
k) Resources and their allocation, including human resources, technical resources (infrastructure), and tools;
1) Responsibilities and authority, including the senior responsible owner and immediate process or §ervice
owner;
m) Interfaces among parties involved;
n) Risks and risk identification, assessment and mitigation activities;
0) Quality assurance and performance measures;
p) Environment, infrastructure, security, and safety;
q) Training;
r) Approach for technical and management review and reporting;
s) Other plans (plans or task descriptions that expand on the details of a plan);
t) Glossary;
u) Change procedures and history; and
v) Termination process.
Identified information items:
— Acceptance plan;
— Acquisition plan;
— Asset managementplan;
— Audit plan;
— Capacity-plan;
—Configuration management plan and policy;
2 Development plan;
— Disposal plan;
— Documentation plan;
— Domain engineering plan;
— Improvement plan (process improvement plan, service improvement plan);
— Information management plan;
13
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—In

—In

—In

formation security plan;
stallation plan;

tegration plan (implementation plan);

— Maintenance plan;

—M

easurement plan;

— P11
—Q
—R
—R
—Ri
— Sq
— 5S¢
— 5S¢
— T1
—V

— V¢

7.4

Purpo
effectiy

A polid
a) Dsq
b) Sg

c) s

oject management plan;

hality management plan (quality assurance plan);
lease plan (deployment plan);

buse plan;

sk management policy and plan;

rvice continuity and availability plan;

rvice management plan;

rvice plan (plan for new or changed services);
aining plan;

lidation plan; and

rification plan.

Policy - generic content

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

y shall include the followingelements:
ite of issue, effective date; and status;
ope;

buing organization;

d) Approvaltauthority and identification of those accountable for enforcing the policy;

e) A1|1thoritative references for compliance or conformance (such as policies, laws and regulations, standards,

contracts, requirements, and vision or mission statements);

f) Body, including objectives;

g) Gl

ossary; and

h) Change history.

Policie

s may be communicated in various media or included in plans, procedures, specifications, or other

documents. Policies are implemented through Plans and Procedures. Policies may be defined for any life-cycle

proces
14

S Or service process.
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Identified information items:
— Budgeting and accounting policy (out of scope for this document);
— Configuration management plan and policy (change management policy);
— Improvement plan (and continual improvement policy);

— Information security policy;

— Life-cycle policy and procedure;

— Quality management policy and procedure;
— Release plan (and policy);

— Risk management policy and plan; and

— Service management plan (and policy).

7.5 Procedure - generic content
ISO/IEC/IEEE 15288:2015, reference: 5.5.1

ISO/IEC 20000-1:2011 (IEEE Std 20000- 1:2013) reference: 5.3

Purpose: Define in detail when and how to perform certdin“processes, activities or tasks, including tools
needed. A procedure shall include the following elements:

a) Date of issue and status;

b) Scope;

c) Issuing organization;

d) Approval authority;

e) Relationship to plans-and other procedures;
f) Authoritativereférences;

g) Inputs_ and outputs;

h):Ordered description of steps to be taken by each participant;

N -] 1 11 1 .
1) LITOI dIIU PIODICIIT TCSOUIULIUIL,

j) Glossary; and

k) Change history.
Identified information items:

— Audit procedure;
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— Capacity management procedure;
— Communication procedure;

—  Complaint procedure;

—  Configuration management procedure (asset management procedure, change management procedure,

release and deployment procedure);

— Documentation procedure;

— | Implementation procedure;

— | Improvement procedure;

— | Incident management procedure;

— | Information management procedure;
— | Information security procedure;

— | Life-cycle policy and procedure;

— | Maintenance procedure;

— | Measurement 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 decumentation;

— | User'documentation;

— | “Validation procedure; and

—  Verification procedure.

7.6 Report - generic content

Purpose: Describe the results of activities such as investigations, assessments, and tests. A report communicates

decisions.

A report shall include the following elements:

a) Date of issue and status;
16
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b) Scope;

c) Issuing organization;
d) Contributors;

e) Summary;

f) Introduction, including the purpose, audience, and scope of the report;

g) Context (assumptions);
h) Body (including methods of obtaining results);
i) Conclusions and recommendations;
j) References;
k) Bibliography;
1) Glossary; and
m) Change history.
Identified information items:

— Acceptance report;

— Audit acknowledgement report;

— Audit report;

— Configuration status report;

— Evaluation report;

— Incident repoxrt;

— Installation report;

— Integration and test report;

— Monitoring and control report;

—  Problem report;

—  Process improvement report;

—  Product need assessment;

— Progress report;
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Qualification test report;

Review minutes;

Service report;

Software unit test report;

7.7
Purpos

Arequ

g)
NOTE

Identi

User notification;
Validation report; and
Verification report.

Request - generic content
e: Record information needed to solicit a response.

est shall include the following elements:
Date of initiation;
Scope;
Subject;
Originator of request;
Identification of requested item, service, or response;
Detailed description of requested item, sexvice, or response, including due date;

Justifications.

The identification of the requested item can be a Specification.

fied information items:
Change request;
Customer satisfaction survey;

Request for proposal (RFP);

Resource request;

Risk action request; and

Service request (record).

7.8 Specification - generic content

Purpose: provide requirements for a required service, product, or process.

Specifi

cations 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. A
specification shall include the following elements:
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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; and
j) Change history.
Identified information items:
— Contract;
— Service level agreement (SLA);
— Software requirements specification;
— System requirements specification (or servicérequirements); and

— Validation test specification.

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

In Tables 1, 2, and 3, column 3, infdrmation items are identified and mapped to the process where they are
identified as output in ISO/IEC/IEEE 15288:2015 or ISO/IEC 12207:2008 (IEEE Std 12207- 2008) or 1$0/IEC
20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013). These refdrences
may be normative requiréments, recommended output, informative material, examples, or noted. This
document identifies information items that are not explicitly specified by title in the base standards. I these
cases, the base standards explicitly call out information to be documented, described, planned, spgcified,
reported, recorded,requested or specified. Annex B, Table B.1, compares information items by source

Table 1 maps ISO/IEC/IEEE 15288:2015 clauses (column 2), processes, and output information items.

Table 2 maps ISO/IEC 12207:2008 (IEEE Std 12207-2008) clauses (column 2), processes, and loutput
informatien items.

Table 3 maps ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-
2:2013) clauses (column 2), processes, and output information items.

Tables1—2-and-3-alsetistrecommendedinput-information-items{source-documents-and-datajdn—eolumin 1 to
help produce the output information items. Tables 1, 2, and 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, 2, and 3 also show the specific reference
citations from the base standards for each specified information item, not all references for a process.

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

For nearly every process, ISO/IEC/IEEE 15228:2008 and ISO/IEC 12207:2008 (IEEE Std 12207-2008) specify
that organizational policies and procedures are a source for process activities and outputs. In Tables 1, 2, and 3,
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“organizational policies and procedures” are not listed, but should be considered as input for every information
item. In contractual work, the contract/agreement and requirements should also be considered as input for
every information item, whether or not the source standard states that the process should be performed
“as specified in the contract.”

This document does not specify the format or content of recommended input data or input information
items, except for the content of those items that are 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, there are
two Agreement processes, six Organizational Project-Enabling processes, eight Technical Management processes,
and foprteen Technical processes:

Agreement processes
1. Acfuisition
2. Supply
Organjizational Project-Enabling processes
1. Life Cycle Model Management
2. Infirastructure Management
3. Poftfolio Management
4. Human Resource Management
5. Quality Management
6. Knowledge Management
Technlical Management processes
1. Project Planning
2. Prgject Assessment and Control
3. Defision Management
4. Rigk Management
5. Copfiguration Mamragement
6. Informatien:Management

7. Mdasurement

8. Quality Assurance
Technical processes
1. Business or Mission Analysis
2. Stakeholder Needs and Requirements Definition

3. System Requirements Definition
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4. Architecture Definition
5. Design Definition

6. System Analysis

7. Implementation

8. Integration

9. Verification
10. Transition
11.Validation
12.0peration
13.Maintenance

14. Disposal

Table 1 — Mapping of ISO/IEC/IEEE 15288:2015, clauses to(information items for each system
cycle process

ISO/IEC/IEEE 15289:2017(E)

life-

Typical Input information items

1SO/IEC/IEEE 15288:2015
refere

Output information item

ACQUISITION

Proposal, other contracts, needs assessment,
requirements specification

6.1.1.2.0),6.1.1.3.c), B.1

Contract (agreement)

Concept of operations, system requirements
specification, software requirements

for proposal

specification, acceptance strategy, other requests

6.1.1.2.a), 6.1.1.3.a.2), B.1

Request for proposal (RFP
(Request for supply)

Request for proposal, Proposal, Contract

6.1.1.3.b), 6.1.1.3.d), B.1

Evaluation Report (Suppligr

selection report, Supply aspessment

report).

complaint

Problem report, monitoring ahd control report,

6.1.1.3.0)2)

Change Request

Release report

6.1.1.3.e)1), B.1

Acceptance Report (Acceptance

Record)

SUPPLY

Request for proposal, other proposals

6.1.2.2.b), 6.1.2.3.b), B.1

Proposal

Proposal, othércontracts and agreements

6.1.2.2.), 6.1.2.3.), B.1

Contract (agreement)

complaint

Problem teport, monitoring and control report,

6.1.2.1,6.1.2.3.)2), B.1

Change Request

LIFE.CYCLE MODEL MANAGEMENT

Qrganizational procedure

6.2.1.1,6.2.1.2a), 6.2.1.3a), B.1

Life-cycle policy and procedures

Assessment report, organizational procedure

6.2.1.3.0)

Improvement plan

ﬂroqni7qfinnq] nrnr‘pdnl‘p nrocess assessment
(=] T T

procedure, process assessment results, audit

report, progress report, problem report

report, customer satisfaction report, assessment

6.2.1.3.c), B.1

Process improvement report

INFRASTRUCTURE MANAGEMENT

Organizational procedure, other system
requirements specification, project
management plan

6.2.2.2.a), 6.2.2.3.), 6.2.2.3.b),
B.1

System requirements specification

System architecture description

6.2.2.2.b)

System element description

System architecture description, problem
report, monitoring and control report

B.1

Change Request
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Typical Input information items

ISO/IEC/IEEE 15288:2015

reference

Output information item

PORTFOLIO MANAGEMENT

Organizational procedure, project plan,
business action plan

6.2.3.3.2)8

Project management plan

Agreement, project life-cycle policies and
procedures

6.2.3.3.2)7). B.1

Progress report (Progress Initiation
Report, Project Closure Report)

Agreement, Business strategy, risk management
plan

6.2.3.3.2)7), B.1

Evaluation report (Portfolio
analysis report)

HUMAN RESUURCE MANAGEMENT

Enjployee Skill record, project management plan

6.2.4.3)

Training plan

Knpwledge management policy, training plan, user
dogumentation, validation procedure

6.2.4.3)

Training documentation

Pr¢ject management plan, staffing plan, training
plan

6.2.4.3.a)1), B.1

Evaluation report (required skills)

QUALITY MANAGEMENT

Pr¢ject management plan

6.2.5.3.2), 6.2.5.3.)

Quality management plan

Organizational procedure, quality

management plan, customer satisfaction 6.2.5.2.2), Qua'lhty Xgyreement
6.2.5.3.a),B.1 policy.and“procedure

report, problem report

Sugvey, interview, requirements specification, Méoditoring and control report

quality assurance evaluation results, customer 6.2.5.3.c.3),, B.1 {Corrective and preventive action

satjsfaction assessment results feport)

KNPDWLEDGE MANAGEMENT

Pr¢ject management plan, configuration 6.2.6.3.2) Information management plan

management plan,

(Knowledge management plan)

Knpwledge assets, reference architectures, process
mddels, lessons learned, domains and types of
knpwledge, skills, and knowledge assets to be
collected and maintained

6.2.6.3.c)2), Bl

Training documentation

PROQJECT PLANNING

Project (technical) management

Coptract, organizational procedure, other 6311, 6.3.1.2, plan (systems engineering

plans, project objectives and constraints 6.3.1.3,B.1 management plan, software
development plan)

Prgduct need assessment, contract 6.3.1.3.b)6) Acceptance plan

Prgduct need assessment 6.3.1.3.b)6) Acquisition plan

Prgject management plan, work breakdown 6.3.1.3.0)2) Resource request

striicture, budget

PRIOJECT ASSESSMENT AND CONTROL

Coptract, organizational procedure, other 6.3.2.3.2) Project management plan

plgns

Coptract, organizational procedure, project plan,
quility assurance plan, other progress report

6.3.2.2.f), 6.3.2.3.b)6)

Progress report

Pr¢blem report, analysis of metrics and
variations

6.3.2.3.b)10), B.1

Monitoring and control report
(project assessment report)

Mdnitoring and tontrol report, decision
redord

6.3.2.3.0)1)

Review minutes

Cohtrdct, complaint, measurement results

6.3.2.3.)3), B.1

Change request (project control
request)

ICIOAM-AMNA-CEREMIEAT

DEEISION-MANAGEMENT

Organizational procedure, contract

6.3.3.3.2)2), 6.3.3.3.0)3)

Problem report

Report (see generic Report

Organizational procedure, contract 6.3.3.3.c),B.1 ) e
information item)
RISK MANAGEMENT
Project management plan 6.3.4.3.a) Risk management plan
Risk management plan, risk profile 6.3.4.3.b)2),B.1 Risk action request
Risk management plan, risk profile, quality Monitoring and control report (risk
6.3.4.3.b),B.1
assurance procedure, problem report profile report)
CONFIGURATION MANAGEMENT
Project management plan, information 6.3.5.3.a) Configuration management plan

management plan
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Typical Input information items

ISO/IEC/IEEE 15288:2015
reference

Output information item

Configuration management plan, quality

Configuration management

6.3.5.3.c)

management plan procedure

. hange r R for
Needs analysis 6.3.5.3.c),B.1 Change request ( eque.st °

change, request for variance)

Change records, inventories, configuration 6.3.23.d), B.1 Configuration status report (system
management plan, CM procedures e release report)
Change records, inventories, configuration 62520 B1 (Configuration) evaluation report

management plan, CM procedures

INFORMATION MANAGEMENT

Organizational procedure, project management
plan, configuration management plan

6.3.6.1, 6.3.6.3.a)

Information management plan

Information item records, release records,
information management plan

6.3.6.3.b),B.1

Configuratiofstatus repoit

(Information management report)

MEASUREMENT

Measurement data, information management plan

6.3.7.1,6.3.7.3.b)

Monitoring and control report

Project management plan, quality assurance plan,
measurement strategy, requirements specification

6.3.7.3.2)5)

Meadsurement procedures

Measurement results, quality assurance plan,
measurement procedures

6.3.7.2.a), 6.3.7.3.2)3), B.1

Evaluation report (Measujement
information needs)

Measurement results

6.3.7.3.0)4)

Review minutes

Measurement results, quality assurance plan,
measurement procedures

6.3.7.1,6.3.7.2.€), 6:3.%.3.b)3)

Report (see generic Report
information item)

QUALITY ASSURANCE

Quality management plan, measurement
procedures, system quality requirements, quality

assurance records, incident record, problem record,

customer satisfaction report, complaint

6.3.8.2:d), 6.3.8.3.d), B.1

(QA) Evaluation report

Quality management procedures, quality
management plan, test procedures

6.3.8.2.2)

Quality management (assyrance)
procedures

BUSINESS OR MISSION ANALYSIS

Needs assessment, portfolio evaluation report, use
case

6.4.1.1,6.4.1.2,6.4.1.3.c), B.1

Concept of Operations

(Preliminary life cycle confepts or
preliminary operational cgncepts)

STAKEHOLDER NEEDS AND REQUIREMENTS DEFI

NITION

Contract, needs assessment, life cycle concepts,
scenarios, use cases

6.4.2.2.b), 6.4.2.3.b), 6.4.2.3.0),
B.1

Concept of operations
(operational concept)

Contract, needs assessmeft, concept of operations

6.4.2.1,6.4.2.2.€), 6.4.2.3.0),
6.4.2.3.d), 6.4.2.3.€), B.1

System (stakeholder) requirements

specification

Business strategy, customer satisfaction survey

6.4.2.1,6.4.2.2.d), 6.4.2.3.b)

Product need assessment

SYSTEM REQUIREMENTS DEFINITION

Organizationalprocedure, stakeholder
requirements

6.4.3.1,6.4.3.2, 6.4.3.3.b),
6.4.3.3.0), B.1

System requirements specification

Concept.of operation, system
requirements specification

6.4.3.2.a), B.1

System architecture description

AREHITECTURE DEFINITION

Development plan, system requirements
specification, concept of operations

foperational-conceptl-technolosyroadmans
P )7 (SN T

6.4.4.1,6.4.4.2, 6.4.4.3b),
6.4.43.0),B.1

System architecture description
(architecture report)

System architecture description, system
design description

6.4.4.3.0),6.4.4.3.d)

Interface description

System architecture description,
stakeholder and system requirements
specifications

6.4.3.3.€),B.1

Evaluation report (architecture
assessment report)

DESIGN DEFINITION

System architecture description

6.4.5.2.d), 6.4.5.3.d), B.1

Interface description

System architecture description, technology
assessment report, product specifications

6.4.5.1,6.4.5.2.b), 6.4.5.3,B.1

System element description (design

characteristics report)

SYSTEM ANALYSIS
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Typical Input information items

ISO/IEC/IEEE 15288:2015

reference

Output information item

System requirements specification, change
request, problem report, test report

6.4.6.1,6.4.6.3.c),B.1

Evaluation report (system analysis
report)

IMPLEMENTATION

System design descriptions, interface descriptions 6.4.7.3.a) Implementation procedure

Stakeh_older requlremenjcs, use case, concept of 6.4.7.3.b) User documentation

operations, design descriptions

Implementation procedure 6.4.7.3.b),B.1 Irpteglratlonta?d test repfrt
Uluylculcu\.auuu I UIJUI Lj

INTEGRATION

Integration procedure, test procedure 6.4.8.2.g),B.1 Integration and test report
User d tati I

IntLgration procedures, design description 6.4.8.3.b) ser documentation (asgembly
procedure)

Copfiguration record 6.4.8.3.c) Problem report

VERIFICATION

Refjuirements specification, verification strategy,

design definition, interface control description, 6.4.9.3.b) Verification pfocedure

tegt procedures, progress report, problem report,

tegt case

Vetification procedures, progress report, problem Integration and test report

6.4.9.3.c), B.1 7o

report, test case (verification report)

Teft procedures, test report 6.4.9.2.d) Problem report

TRANSITION

Indtallation procedure, transition strategy, Release plan (contingency back-ou

. 6.4.10.3.a)
opgrational procedures plan)
Indtallation plan, problem report, progress 6.4.10.3.0), B.1 Installation report (Transition

report

report)

Pr¢blem management procedure

6.4.10.1, 6.4.10.3,¢)

Problem report

VALIDATION

Stdkeholder requirements, validation strategy, test

prcedures, test case, problem report 6.4.11.3'h) Validation procedure
Quplity management plan, validation procedures 6.41.2.f), B.1 Validation report
Test procedure, test report 6:4.11.3.c) Problem report
OPERATION
Pr¢blem report, evaluation report 6.4.12.3.d) User documentation
Infprmation s.ecurlty plan, operational strategy, 6.4.12.3.2) Information security procedure
thijeat analysis
Opkgrational procedures, safety strategy,service Monitoring and control report
6.4.12.3.b),B.1 .
level agreement, measurement data (operation report)
Inc1der'1t and problem reports, cémplaints, 6.4.12.3.d) Customer satisfaction survey
operational procedures
Usg¢r documentation, incidefit report, service .
6.4.12.3.c),B.1 (Operational) problem report
level agreement
MAINTENANCE
Organizational precedure, operations plan, 6.4.13.3.d) Maintenance plan (life cycle

deyelopmentplan

support plan)

Malintenan€e-plan, user documentation

6.4.13.3.b), 6.4.13.3.c)

Maintenance procedure

Prgblem réport, incident report, product need

—

Change request (maintenance

asdessment, complaint 6:4.13.3b), B.1 request)

Pl L}Clll I ClJUl t, lllailltcllall\,c l)}all, D)’ Dtclll aua}_y D;Q . . .

report 6.4.13.3.d),B.1 Service report (logistics report)

Malntenance. procedures, change requests, incident 6.413.3.), B.1 (Maintenance) problem report

reports, service requests

DISPOSAL

Disposal records, knowledge management records, Configuration status report
6.4.14.3.c),B.1 :

asset management records (archive report)

TAILORING

Standard life-cycle model, standard,

organizational policies and procedures, A23 Life-cycle procedure

tailoring decision, agreement, stakeholder
requirement
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8.2 Mapping of information items to the software life cycle

Table 2 maps information items to the software life cycle as defined in ISO/IEC 12207:2008 (IEEE Std 12207-
2008). ISO/IEC/IEEE 12207 has processes the same as the system life cycle: two Agreement processes, five
Organizational Project-Enabling processes, and seven Project processes. There are also distinctive processes
for the software life cycle: eleven Technical processes, seven Software Implementation processes, eight Software
Support processes, and three Software Reuse processes.

Agreement processes

1. Acquisition
2. Supply
Organizational Project-Enabling processes
1. Life Cycle Model Management
2. Infrastructure Management
3. Project Portfolio Management
4. Human Resource Management
5. Quality Management

Project processes

1. Project Planning

2. Project Assessment and Control
3. Decision Management

4. Risk Management

5. Configuration Management

6. Information Management

7. Measurement

Technical processes

1. Stakeholder Requirements Definition

2¢ System Requirements Analysis

3. System Architectural Design
4. Implementation

5. System Integration

6. System Qualification Testing
7. Software Installation

8. Software Acceptance Support
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9. Software Operation

10.Software Maintenance

11.Software Disposal

Software Implementation processes

1.

6.

7.

. So

. So

. So

. So

So

So

So

frware-tmplementation

‘tware Requirements Analysis
ftware Architectural Design
ftware Detailed Design

‘tware Construction

ftware Integration

ftware Qualification Testing

Software Support processes

1.

7.

8.

. So

. So

. So

. So

. So

So

So

So

ftware Documentation Management
ftware Configuration Management
Ftware Quality Assurance

ftware Verification

ftware Validation

ftware Review

ftware Audit

Ftware Problem Resolution

Software Reuse processes

1.

2.

3.
Tabl

Do

Re

Re

main Engineering
ise AssetManagement

useProgram Management

p 2°— Mapping of ISO/IEC 12207:2008 (IEEE Std 12207-2008) clauses to information items for

each software life-cycle process

Typical Input information items

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

Output information item

ACQUISITION

Acquisition report, contract product need assessment, acquisitio

report, other acquisition plans

6.1.1.3.1.8,
6.1.1.3.1.9,
6.1.1.3.1.12

Acquisition plan
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Typical Input information items

1SO/IEC 12207:
2008 (IEEE Std
12207 -2008)

Output information item

Proposal, other contracts

6.1.1.2,6.1.1.3.4.2,
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

Contract

Other product need assessments

6.1.1.2,6.1.1.3.1.1

Product need assessment

other system descriptions, concept of operations 6.1.1.3.1.1 Concept of operations

Rpr}npcf for prnpnc:\] prndnrf needs assessment acquisition

report, previous requests for proposals (RFPs); concept; system

requirement; software requirements definition and analysis

. . - 1.1.3.1.1 R f 1 (RER

result; past: scope statement, bidder instructions, terms and 6.11.3.1.10 equest for proposal (RER)

conditions; acceptance strategy and condition, acquisition

recommendation.
6.1.1.3.1.2,

. I 6.1.1.3.1.7, . e L.

System requirements specification, product need assessment 611318 Software requirements specification
6.1.1.3.1.11

Acquisition plan, system requirements specification 6.1.1.3.1.7 Maintenance plan

Acquisition plan, acceptance plan, requirements specification, 6.1.1.3.6.1, Qbedification test procedure

contract 6.1.1.3.6.2

Other supplier selection procedures, acquisition plan, other 6.1.1.33.1 Supplier selection procedure

requests for proposals

Contract, problem report, monitoring and control report F.3.2,F.3.3.21 Change request

SUPPLY

6.1.2.2,6.1.2.3.3.1,

Requirements specification, request for proposal 6:123.6.2, Contract
B3.2.2.1,B.3.2.2.2

Contract, supplier’s project management plan, quality 6.1.2.3.4.8, Evaluation report

assurance plan 6.1.2.3.4.15

Project management plan 6.1.2.3.4.15 Review minutes

Monitoring result 6.1.2.3.48, Monitoring and control report
6.1.2.3.4.15

Proposal review record, proposal, contract, otherproject 6.1.2.3.4.3, .

marg)agement plans, inforll)nagon security policy. o 6.1.2.3.4.5 Project Management Plan

Customer inquiry or request, request for preposal, other 6.1.2.2b), B3.2.1.2 | Proposal

proposals

Problem management procedure gééggls' Problem report

Project management plan 6.1.2.3.4.15 Progress report

Audit plan, contract 6.1.2.3.4.15 Audit report

LIFE CYCLE MODEL MANAGEMENT

6.2.1.1,6.2.1.2,

Organizational procedures 6.2.1.3.1.1, Life-cycle policy and procedure
6.2.1.3.3.1

Assessment&eport, organizational procedure 6.2.1.3 Improvement plan

Life-cycle procedure, process description, review minutes,

process‘improvement analysis report, audit report, 6.2.1.3.2.2 Audit plan

improvement plan, project management plan

Life-cycle policies, process description 6.2.1.3.2.1 Process assessment procedure
6.2.1.3.3.2,

ADDCDDIUCUL TCPUIL, PruUglcss TCPUIR, Pl U:JlClll ICpPUIL, dul.‘lil,
report, customer satisfaction report

B.3.3.1.2,B.3.3.2.2,
B.3.3.3.2

Process improvement analysis report

INFRASTRUCTURE MANAGEMENT

Organizational procedure, strategic plan, system requirements

6.2.2.2,6.2.2.3.1.1,

System requirements specification

specification 6.2.2.3.2.1
Worl_{ breakdown s.truct.ure, infrastructure system 622312 Project management plan
requirements specification.
PROJECT PORTFOLIO MANAGEMENT
Organizational procedures, project plan, business action plan, 6.2.3.3.2.1, .
life-cycle procedure 6.2.3.3.1.6 Project management plan

HUMAN RESOURCE MANAGEMENT
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. . 6.2.4.3.2.1, .

Employee Skill records, project management plans 624341 Training plan

Knowledge area schema, evaluation reports 6.2.43.4.1 Information management plan

Training plan, user documentation, validation procedures 6.2.4.3,B.3.4.1.2 Training documentation

QUALITY MANAGEMENT

Project management plan 6.2.5.3.1.5 Quality management plan

Orgarfizational procedures, quality management plan, customer

satisfjction report, problem report

6.2.5.2,6.2.53.1.1

Quality management policy
and procedure

Survejs, interviews, requirements specification

6.2.5.3.1.4

Service report

PROJECT PLANNING

Propdsal, contract, other plans, budget requests, organizational

6.3.1.1,6.3.1.2.¢),

Project management plan

procefdures, contract modification, 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

Contrpct, organizational procedures, project plan, quality 632321 Problem reporé
assurance plan

Contrpct, organizational procedures, project plan, quality 6.3.2.2,6.3.2.3.1.1,

assurance plan, other progress report 6.3.2.3.2.2 Progress peport

Problgm reports, analysis of metrics and variations

6.3.2.3.2,6.3.2.3.3

Monitoring and control report

DECI$ION MANAGEMENT

Orgarilizational procedures, contract 6.3.33.13, Problem report
& P ’ 6.33.33.1 P
Orgarjizational procedures, contract 6.3.3.2d) Report
RISKMANAGEMENT
6.3.4.3.11,
Risk rhanagement policies, organizational procedures 6.3.4:31.2, Risk management plan
6.3:4.3.2.1
Risk rhanagement plan 6.3.4.3.1.5 Improvement plan
) 6.3.4.3.34, I
Qualify assurance procedures, problem reports 634363 Monitoring and control report
C.hang e r_equest, monitoring and control report, risk register, 634341 Risk action request
risk pyofile
CONHIGURATION MANAGEMENT
Proje¢t management plan, system requirements’specification, 6.3.5.3.1.1 ggﬁzl};’guratlon management plan and
INFORMATION MANAGEMENT
Orgarfizational procedures, project(mahagement plan 2?23; 5 Information management plan
Inforpation management plan 6.3.6.3.1 Documentation plan
MEASUREMENT
6.3.7.2.c),
Orgarfizational polici€s).project management plan, contract, 6.3.7.3.1.1,
inforthation management plan 6.3.7.3.1.3, Measurement plan
6.3.7.3.14

Measyirement plan, measurement procedures

6.3.7.1,6.3.7.3.2.4

Monitoring and control report

STAKEHOLDER REQUIREMENTS DEFINITION

Contrpct/needs assessment, concept of operations

6.4.1.3.2

System requirements specification

Contract, needs assessment

6.4.1.2,6.4.1.3.2.3

Concept of operations

SYSTEM REQUIREMENTS ANALYSIS

Organizational procedures, contracts, quality requirements

6.4.2.2,6.4.2.3.1.1

System requirements specification

System requirements specification, needs assessment

6.4.2.3.2.1

Evaluation report

SYSTEM ARCHITECTURAL DESIGN

Development plan, system requirements specification

6.4.3.2,64.3.3.1.1

Software architecture description

System architecture description, system design description

6.4.3.2d)

Interface description

System requirements specification, system architecture
description, concept of operations

6.4.3.3.2.1

Evaluation report

IMPLEMENTATION
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[Replaced by the Software Implementation process]

SYSTEM INTEGRATION

System requirements specification, system architecture
description, software user documentation, software integration | 6.4.5.3.1.1 Integration and test report
test plan

P . s . T - 1 P a2 T :
O Y S LCIIT TCYUITTITICIILS SPTUIIICALUUILL, IS T AUUIT dIIULESUTCPUIT 0.9.0.0.4.4 LVdlUudUUIT TCpPUIT

SYSTEM QUALIFICATION TESTING

System requirements specification, validation plan 6.4.5.3.2.1 Qualification test procedure

Requirements, design definition, interface control description,

verification plan, test procedures, test case 6:4.63.1.2 Evaluation report
System requirements specification, contract 6.4.6.3.1.3 Audit report
SOFTWARE INSTALLATION
Contract, de\/"elopment plap, s.ystem requiremepts specification, 6.4.7311 Installationplan
system architecture description, other installation plans
Contract, installation plan 6.4.7.3.1.2 Installation report
SOFTWARE ACCEPTANCE SUPPORT
Contract, acceptance plan, acceptance procedure 6.4.8.3.1.1 Agcceptance review and testing r¢port
Test procedures 6.4.8.2, 6.4.8.3.1"1\\| Problem report
SOFTWARE OPERATION
System requirements specification 6.4.9.3.1.1 Service management plan
Software requirements specification, detailed system design 6.4.9.3.34, .
description, concept of operation 6.49.3.4.1 User documentation
Software user docume.ntation, problem reports; change 649313 Operational test procedure
requests, other operational test procedures
. 6.4.9.3.1.2,
Problem reports, other operational procedures 649313 Problem management procedursg
6.49.3.4.2,
Problem reports, problem management procedure 649357 Problem report
Opclsratio.ns plan, user documentation, problem repott, customer 6.4.9.3.42 Change request
satisfaction survey
SOFTWARE MAINTENANCE
Organizational procedures, operations plan;-development plan, | 6.4.10.1, .
cor%tract, softwallore user doculr:’nentationr,) P P 6.4.10.3.1.1 Maintenance plan
Maintenance plan, user documentation; installation procedures, 6410311 Maintenance procedure
test procedures
Software requirements specification, modification report, low- | 6.4.10.2, Software design description
level software design docament. 6.4.10.3.3.1
Release record, changerequest, detailed design document 6.4.10.2 User documentation
Pro'b.lem. report, low-leyel software design description, 6.4.10.3.3.2 Software unit test procedure
verification plan
Maintenance procedures 21183;2' Problem report
Softwape uhit test plan, problem report, change request 6.4.10.3.3.2 Software unit test report
Maintenance plan, modification test and evaluation criteria
specification, modification requirement report, modification 6.4.10.3.5.6 Review minutes
notification report, modification test report, migration plan
€ontract, maintenance plan, installation plan, verification plan
' : ¥ : * 6.4.10.3.5.2 Release plan
configuration management plan
Release plan 2:18222 User notification
SOFTWARE DISPOSAL
Retirement constraints, contract 6.4.11.2 Software requirements specification
Disposal plan 6.4.11.3.2.2 User notification
Organizational procedures, contract, project management plan | 6.4.11.3.1.1 Disposal plan
SOFTWARE IMPLEMENTATION
Life-cycle model, software requirements specification, software 711312 Software design description

architecture description
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Softv.vgre .de51gn description, software requirements 711.3.1.2 User documentation
specification
Incidents, problem records 7.1.1.3.1.2 Problem report
Contract, supplier s }.:)r0]_ect manggement plan, software 7.1.1.3.1.3, Development plan
requirements specification, quality assurance plan 7.1.1.3.14

SOFTWARE REQUIREMENTS ANALYSIS

Cont HCL, SYSUEIIT FEeqUITreINIenIls SPECHICAatiOn, devVelOPHIIeIt plall,
system architecture description, stakeholder requirements,
prodyct needs assessment, risk assessment, evaluations of
protogypes

7.1.2.2,71.23.1.1

Software requirements specification

Softwpre requirements specification, concept of operations 7.1.2.3.1.2 Evaluation report
SOFTWARE ARCHITECTURAL DESIGN 7 (],U

Contrhct, devel_opment plan, §}_Istem requirements specification, 713311 Software architecture déscription
softwhre requirements specification
Systg m archltectur-e.des.crlptlon, concept o.f operations, s.y.sterln 713312 Interface description
requifements specification, software requirements specification
Softwpre requirements specification, high- level software . .

: . 7.1.3.3.1.3 Database design description
desigh description
Syste m archlte.ctu.re description, concept of operations, 713314 User ddcumentation
interfhce description
Develppment plan, system design description 7.1.3.3.1.5 Seftware requirements specification
Test fequirements, project management plan (master schedule)| 7.1.3.3.1.5 Development plan
System architecture description, software requirements
specifiication, concept of operations, interface description, 7.1.3.3.1.6 Evaluation report
databpse design description
SOFTWARE DETAILED DESIGN RN
Deve}opment plan., solftware requirements specification, system CP4311 Software design description
architlecture description,
Softwpre detallled design, sys.t.em érchltecture description, 714312 Interface description
softwhre requirements specification
Softwar(.e requirements specification, system architecture 714313 Database design description
descr|ption
Documentation plan, software requirements specification, high-
level §oftware design description, other software, tiser 7.1.4.3.14 User documentation
docurhentation, database description
Develppment plan, acceptance plan, software, requirements
specifiication, low-level software design«description, database 7.1.4.3.1.5 Software unit test procedure
detailpd design description
System archltgcture descrlpt_lo.n, S_oftware detalleq design, 714317 Evaluation report
softwhre requirements specificatiph, software unit test plan
SOFTWARE CONSTRUCTION)
Softwpre items, databases;Software unit test plan 7.1.5.3.1.1 Software unit test procedure
Softwpre design description 7.1.5.3.1.1 Software unit description
Softwpre unit description, software unit test procedures 7.1.5.3.1.2 Software unit test report
Docuinentation plan, software requirements specification,
softwpre deslgn description, otk.ler. software user . 715313 User documentation
docurhentdtion, database description, software unit test
procefyres, software unit test report
Softwhretnittestplan—software-tmit-testreport-—software
requirements specification, concept of operations, integration 7.1.5.3.1.5 Evaluation report
and test report

SOFTWARE INTEGRATION

Software requirements specification, software design 716311
description, software architecture description, interface 7..1..6..3..1..5' Integration plan
specifications
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 716313 User documentation

design description
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Acceptance plan, software user documentation, development
plan, system requirements specification, integration plan,

software design description, database design description, 7.1.6.3.1.4 Qualification test procedure
software requirements specification, system architecture
description
Integration plan, §ofth.are requllrements specification, 716315 Evaluation report
concept of operations, integration and test report
SOFTWARE QUALIFICATION TESTING
Software requirements specification, integration and test 7.1.7.3.1.1, I
P Qualification test report
report, qualification test procedures 7.1.7.3.1.3
D tati lan, int ti d test t, soft .
oc.umen a 1'on.p an, integration and test report, software 717312 User documentatioft
design description
Concept ofopera.tl'ons', user documentation, qualification test 717313 Evaluation report
procedures, qualification test report
Acceptance plan, software user documentation, development
plan, software requirements specification, software design 7.1.7.3.14 Auditdepeort

description, database design description, test report

SOFTWARE DOCUMENTATION MANAGEMENT

Program management plan, development plan, audit reports,
evaluation reports, contract, other documentation plans

7.2.1.2,7.2.1.3.} 4,

Documentation plan

SOFTWARE CONFIGURATION MANAGEMENT

Contract, other configuration management plans 7223112 Configuration management plan
7.2.2{2.e,
Configuration records, other configuration status reports 7.2.23:4.1, Configuration status report
72.2.3.5.1

SOFTWARE QUALITY ASSURANCE

Contract, project management plan, system requirements Quality management plan

specification 7.233.1.3 (quality assurance plan)

SOFTWARE VERIFICATION

. P 7.2.4.3.1.5, P

Contract, software requirements specification 724316 Verification plan

Verification plan, test specifications, test records 7.2.4.3.1.5 Verification report
SOFTWARE VALIDATION

Cont.rz.act, .other validation plans, software-requirements 725314 Validation plan

specification

Cont_r?flct, gualification test report, system n.e(_quir.ements 7.2.5.3.2.1, Validation test specification

specifications, software requirements specification 7.2.5.3.2.2

Validation test specificatiof 7.2.5.3.1.4.d) Validation report
SOFTWARE REVIEW

Contract, review agenda; problem reports, plans, schedules, 7.2.6.2, Review minutes

standards 7.2.6.3.1.5
SOFTWARE AUDIT

Organizational policies and procedures, 7.2.7.3.1.4 Audit procedure

Audit report 7.2.7.3.1.6 Audit acknowledgement report

Contract,’software requirements specification, test plans,

validation test specification, test reports, user documentation, 7.2.7.3.1.6 Audit report

plans, monitoring results, standards

SOFTWARE PROBLEM RESOLUTION

Problem management procedure, review minutes, incident

7.2.8.2,7.2.8.3.1.1,

Problem report

reports 7.2.8.3.2.1
DOMAIN ENGINEERING
Conf_lguratlon Statl:lS report, evaluation report, domain 731313 Change request
architecture description
Project management plan, organizational procedures, business 731311 Domain engineering plan
strategy, development plan
Domain engineering plan, test report, change request 7.3.1.3.1.3 Problem report
. . o 7.3.1.2,7.3.1.3.3.1, . L
Domain model, interface description 731333 Software architecture description

REUSE ASSET MANAGEMENT
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Stratgglc ple.m, prplect management plan, maintenance plan, 7.3.2.2,7.3.2.3.1.1, Asset management plan
domain engineering plan 7.3.2.3.2.2,
Configuration status report 7.3.2.3.3.6 Change request
Change request, problem report 7.3.2.3.3.6 Maintenance plan
Problem report 7.3.2.3.3.8 User notification
7.3.2.3.3.5, o
Asset reuse data Monitoring and control report
7322337
Test report, audit report 7.3.2.3.3.6 Problem report

REUSH PROGRAM MANAGEMENT

7.3.3.1,7.3.3.3.2.1,

. N . 7.3.3.3.3.3,
Proje¢t management plan, organizational procedures, business
) . . 7.3.3.3.4.1, Reuse plan
strategy, development plan, domain engineering plan
7.3.3.3.4.2,
7.3.3.3.4.3
Reusq plan, configuration management procedure 7.3.3.3.5.3 Problem report
TAILORING
Standprds, organizational policies and procedures | A23.1 | Life-cycle procedure
8.3 Mapping of information items to the service management processes

Table

3 maps information items to the 14 service management processes—as defined in ISO/IEC 20000-

1:2017 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013). The 14 processes include

the de

bign and transition of new or changed services, six Service Deliveryprocesses, two Relationship processes,

two Rgsolution processes, and three Control processes. In addition,€lause 4 of ISO/IEC 20000-1:2011 (IEEE Std

20000

£1:2013) requires some information items for the service management system in general, applicable to all

processes. In Table 3, policies, plans and procedures are shown for specific services when additional detail is
availajle in the referenced ISO/IEC 20000-1 (IEEE Std 20000-1:2013) or ISO/IEC 20000-2 (IEEE Std 20000-
1:2013) Clauses 5to 9.

ISO/IEC 20000-2:2012, Information technology — Seryice management — Part 2: Guidance on the application of
servicd management systems takes the form of guidahce and recommendations. It should not be quoted as if it
were g specification and particular care should be. taken to ensure that claims of conformance are not misleading.

Design and transition of new or changed-services process

Service Delivery processes

w
%)
@

4. By

5. Ca

'vice Level Management

vice Reporting

'vice Continuity and Availability Management
dgeting and’Accounting for Services

pacity Management

6. Information Security Management

Relationship processes

1. Bu

siness Relationship Management

2. Supplier Management

Resolution processes
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1. Incident and Service Request Management

2. Problem Management

Control processes

1. Configuration Management

ISO/IEC/IEEE 15289:2017(E)

2. Change Management

3. Release and Deployment Management

Table 3 — Mapping of ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE

Std 20000-2:2013) clauses to information items for each service management process

Typical Input information items

1SO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or |
ISO/IEC 20000-2: O
2012 (IEEE Std
20000-2:2013‘1\
clause . O

\%ﬁtput information item

\%V

APPLICABLE ACROSS THE SERVICE MANAGEMENT SYSTEM-TO ALL PROCESSES

SERVICE MANAGEMENT

Service management policy, contract, objectives,

scope, customer requirements, performance reports

1:1:1,4.1.1,4.1.2,
4331)4.5.1,4.5.2
2:4.1.1.1,4.1.1.4,
4.1.15,4.1.1.6,4.1.2.1,
4.1.2.2,4.1.3.1,4.1.4.2,
4.24,43.1.1,4.5.2.1,
4.5.2.2,4.5.2.4,4.54.1

Service management plan (inclydes service
management policy)

review minutes, audit results

Service management plan including policy ; iii& 41.3.2 Communication procedure
Service management plan, SLA 1:4.3.1 Service catalog
i 2:43.1.1
g:rnvtirczlci a(toar1 (z)agreement), service management plan, ; ii13 . Service level agreement (SLA)
Documentation plan, infogmation management plan 1:4.3.1,4.32 Documentation procedure
’ 2:4.1.3.1,4.3.1.2,4.3.2
Configuration management plan, information 1:4.3.3 Information management procedure
management plan 2:4.3.3,4.4.2.2 (records management procedurg)
Service description, process description ; igi 4524 Interface description
. ) 1:4.1.4.e),4.5.3.),
Service management plan, service level agreement, .
audhdport 4.5.5.2 Service report
2:4.1.4.4,45.4.2
SLA, service management plan ; igi% 4.5.4.2 Audit plan
anf—wqrf-' Sl A' Service. mqnqgamm—n— p]')n' custormer
satisfaction survey, resource information, risk 1:4.5.4.1,4.5.4.3 Review minutes
register, audit results, changes, improvements 2:41.1.2,41.2.16)
meeting decisions and actions,
Audit plan ; igig Audit procedure
Audit procedure ; igig Audit report
Service management plan, SLA, improvement policy, 1: 4551
measurement plan, monitoring and control reports, 2 4:5:5:2 Improvement procedure
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Typical Input information items

ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

Organizational policies, service plans Improvement
policy, service management plan, problem reports,

1:455.1,4.5.5.2

2:. 4501 4C0C9
OO OO

Improvement plan (includes improvement

Balicw)

tesf reports

PoeeEyy

Seifvice management plan, service requirements,

2:4.2.1,425,43.1.1,

Contract (agreement)

service design 4.5.2.3,4.5.3,
DESIGN AND TRANSITION OF NEW OR CHANGED SERVICES
Serfvice management policy, change management 1:51 52 53 System requirements specification (service
poliicy, contract, customer requirements T requirements)
Ser_Vlce managemept p_ollcy, change management 1:5.2,53 Service Plan (plan for new or changed
poliicy, contract, objectives, customer requirements, .
; ) 2:5.2.7,5.3.3.1 services)
service requirements, performance reports
Serv.lce mar_lagement plan, service requirements, 1:5.2.5.3 Contract (agtéetent)
service design 2:5.2.8
Serfvice management plan, service plan, service 1:5.2 .
dedign 2:528h Interfacedescription
Serfvice management plan, service catalog ; gg 8 DiSposal plan
Seijvice management plan, SLA 1:53 Service catalog
Comtract (or agreement), service management plan, 1:5.3 .
service catalog 2:53.1,55 Service level agreement (SLA)
Serjvice management plan, SLA 1:5.3 Procedure (generic information item)
Serjvice management plan, service level agreement, 1:54 Service report
audlit report 2:5.2.8,5.4)5.5 P
SERVICE LEVEL MANAGEMENT
SLA, service management plan ; 21 4 Contract (agreement)
Serfvice management plan, contract (underpinning or
opé¢rational level agreement), service catalog, change 1:6.1
request, service reporF, service management 2:6.1.3.2,6.1.3.3, Service level agreement (SLA)
prdcedures, organizational procedures, or customer 6.13.4 614
prqcedures, security policy, service performanee, e
coijtinuity, and availability requirements
. 1:6.1 .
Serfvice management plan, SLA 2:6.1.3.4,6.1.4 Service catalog
SLA, contract, service plan, problem report,
o . 1:6.1 . .
monitoring and control reporf, cost report, business 2:6.1.4 Review minutes
relgtionship management procedure T
Serjvice report, service management plan 2:6.1.4 Improvement plan
f;,é:),ra:jvallablhty record,)incident record, complaint 2:6.1.3.1,6.1.3.4 6.1.4 Service report
SLA, service procédure 2:6.14 Monitoring and control report

SERVICE REPORTING

Serjvice continuity plan, monitoring and control
refort; SLA; incident report; problem report; release
redordyservice reporting requirements specification;

monitoring and control records for performance
data, non-conformity with standards, workload
characteristics and volume information, trend
information by period (e.g. day, week, month,
period); future and scheduled workloads

162
2:6.2.1,6.2.2,6.2.3,
Table A.3

Service report

SLA, audit plan

2:6.2.3.0)

Audit report

SERVICE CONTINUITY AND AVAILABILITY MANAGEMENT

Business plan; SLA; risk assessment; service
availability and continuity requirements; capacity
plan, service recovery procedure; change request

1:6.3
2:6.3.2,6.3.3.2,6.3.3.3,
6.3.4,6.3.5

Service availability and continuity plan

(includes service availability and continuity

policy)
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Typical Input information items

ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

Availability records, service level agreement, service
availability and continuity plan, test results, action

1: 6.3.3

2: 6242 620
OSSO0

Evaluation report

plans, Risk management plan, service continuity plan

Integration and test report/(seryice

NOTE : Business policies and financial procedures
relating to budgeting, financial accounting, and
reporting on costs are outside the scope of this

2:44.1.2,64.1,64.2

SLA, Verification plan 2:6.3.5 continuity and availability test report)

Service availability and continuity plan, SLA 2:6.3.5 Monitoring and control report

Service availability and continuity plan, SLA 2:6.35 Zj;lf;ﬁﬂ?;tzﬁzggwce continuity and

BUDGETING AND ACCOUNTING FOR SERVICES

Business policies and financial procedures, previous . . )

budgets and cost reports, financial forecast reports, F1nanc1a.1 management, budgeting, and

service management plan, SLA at_:coun.tmg p011c1e_s and procedyres Budget
1: 6.4 Finaneial accounting report (cogt report)

NQOTE :The contents of these financial
itéms are not further specified in this
document.

performance requirements (current and future),
capacity usage data and analyses, change
management reports

1654, 6.5.2,6.5.3.2,
5.4

AN N

document.

CAPACITY MANAGEMENT
Capacity plan 2332 &4 Capacity management procedure
Service management plan. SLA, capacity and £ 6.5

Capacity plan

Capacity and performance data, problem report,
monitoring and control report

2:6.5.3.1,6.5.4

Service report

INFORMATION SECURITY MANAGEMENT,

Organizational policies, regulations

1:6.6.1
2:6.6.2,6.6.3.1, 6.6.4,
Table A.7

Information security policy

Information security plan, security control

description, incident report; problem report, process ; 22121- Evaluation report
assessment T
Information security policy and'plan, problem 1:6.6.2 ) ) I
management procedures 2:6.6.2,6.6.4 Information security procedure
Information security plan/monitoring and control
L S 1:6.6.2,6.6.3 )
report, incident manageiment procedures, incident Incident report
2:6.6.3.4,6.6.4
records
Information séeurity policy, requirements
spec1f1cat10n., Information security risk a.ssessment 2:6.6.2,6.64 Information security plan
procedures risk management plan, security control
procedute
Information security policy and plan 2:6.6.3.4.n) Training plan
Incident report, problem report, assessment report 2:6.6.3.5 Change request
BUSINESS RELATIONSHIP MANAGEMENT
1:71

SLA, service management plan, complaint procedure

2:7.1.3.1,7.1.3.3,7.1.4,
Table A.8

Complaint (record)

SLA, contract, compliment, complaint

2:7.1.3.3,7.1.4, Table
A8

. 1:7.1 )
Agreement, SLA, service management plan 2:7.1.33,7.14 Complaint procedure
SLA, Communications plan 2:71.1 Communications procedure
1:6.2.53.14,7.1

Customer satisfaction survey

SLA, contract, service management plan, problem
report, monitoring and control report, cost report,
business relationship management procedure

1:7.1
2:7.1.4

Review minutes
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Typical Input information items

ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

SLA, Problem report, customer satisfaction survey,

serjvice level agreement

2:7.1.4 Service report
Performance measurements
SUPPLIER MANAGEMENT
Setvice level agreement, service management plan,

i tal hange t, information ri 1:7.2 Contract (and contract changes)
seifvice catalog, change request, information security 2:7.22.7231,7.2.4 ontract (and contract changes
policy

. 1:7.2 o
Contract, supplier management procedure 2:724 Interface description

. . 1:7.2 .

Seivice management plan, contract, supplier's SLA 2:7.2.2,7.2.3.2 Service level agreement'(SLA)
Contract, SLA, monitoring and control report ; ;; 31 Service report

o . . 1:7.2 .
Organizational policy, service management plan, 2:7992 Suppliermanagement procedure

INCIDENT AND SERVICE REQUEST MANAGEMENT

Chainge management procedure, service
management plan, configuration management
dafabase, known errors, catalog of services, SLA

1:8.1
2:8.1.2,8.14,8.1.5

Incident management procedure or service
request management procedure

Indident procedure, known error and problem

- . . 2:8.15 Incident report
redolution, configuration records
PROBLEM MANAGEMENT
Pr¢blem report 1:82 Change request
. 1:8.2 A
SLA, service management plan, 2:822.823,8.2.4 Problem management procedure and policy
Indident report, information on known errors, 1:8.2 Problem report
pr¢blem management procedure 2:8.2.4 P
. 1:8.2 . .

Pr¢blem review, problem reports 2:82.4.) Review minutes
CONFIGURATION MANAGEMENT
Configuration management procedure, configuration 1:9.1 .
stafus report 2:9.1.3.2,9.1.4 Audit report
Configuration management procedure ; 31 35 Change request

. . 1:9.1 . .
Copfiguration management plan 2:9.1.3.2,9.1.3.3,9.1.4. Configuration management procedure
Seivice management plan, 1:9.1 Interface description

Sy4tem management polities, System design
degcription, serviceleyel agreement, system
requirements specification, configuration
managementpolicy

2:9.1.2,9.1.3.2,9.1.3.3,
9.1.4

Configuration management plan and policy

Aufit plan,sconfiguration management plan and
policy, configuration records

2:9.1.3.2,9.1.3.5.

Audit procedure

Copfiguration management procedure, configuration
redards

2:9.1.1,9.14

Configuration status report

CHANGE MANAGEMENT

Incident report, Problem report, configuration status
report

1:9.2
2:9.2.2,9.2.3.2,9.2.3.3,
9.2.4

Change request

Contract, System management policies, change
requests, service catalog, service availability and
continuity plan, Service management plan, service
requirements, problem management procedure, SLA,
service continuity and availability plan, capacity plan,
changes to cost estimates

1:9.2
2:9.2.3.1,9.2.3.2,9.2.4

Configuration management plan and policy
(change management plan and policy)

Configuration management plan, problem
management procedure, SLA,

1:9.2
2:9.2.2,9.24

Configuration management procedure
(change management procedure)
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Typical Input information items

ISO/IEC 20000-
1:2011 (IEEE Std
20000- 1:2013) or
ISO/IEC 20000-2:
2012 (IEEE Std
20000-2:2013)
clause

Output information item

Change request, change management plan, change

management procedures 2:9.24 Release plan (deployment plan)
Change request 2:9.2.3.2,9.2.4 Evaluation report
RELEASE AND DEPLOYMENT MANAGEMENT
1:9.3 Configuration management'pro¢edure

Change request, SLA 2:9.3.3.2,9.3.3.3 (release managementprocedur¢)
Release plan, release management plan ; gg 4 Evaluation report
Change management policy, service management

e 1:9.3 .
plan, test plan, verification plan, acceptance plan, Release plan,and policy

) 2:9.3.3.1,9.3.3.2,9.34
disposal plan, release schedule, change request
Test plan, incident reports or records 2:9.3.34,9.34 Integration and test report
Release management plan, release plan; change 2:9.3.34,93.4 Verification plan (Test plan)
request, problem report
Release plan, service management plan 2:9.34 Commum.catlf)n procedure
(communications plan).
Release management plan, service management plan 2:9.34 Training plan
E]G;lﬁase plan, installation plan, integration and test 2:9.3.4 User documentation
9 Records

This clause identifies the generic and specific content of records called out in ISO/IEC 12207:2008 (IEEE Std
12207-2008), ISO/IEC/IEEE 15288:2015, ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-
2:2012 (IEEE Std 20000-1:2013). The project, organization, or service shall maintain the records needed ffor the
required information items (documents). Records contain data structured in a permanent, readabld form.
Records may be generated for any life-cycle-process, task, or activity in a project or organization, to includle data
on requirements, policies, decisions and(their rationale, designs, source code, problems, reviews, refuests,
measurements, and test data, as well-as product, quality, legal and official, financial, and historical data.

Records should be maintained for retrieval in registers, repositories, or databases.

9.1 Record - generic content

Purpose: Organize the data\an organizational entity retains.

A record shall include/the following elements:

a) Date of re¢ond, date recorded, and status;

b) Sceps;

¢) ' Subject or category;

d) Issuing organization;

e) References;

f)  Body; and

g) Unique record identifier.
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9.2 Specificrecord contents

Table 4 provides references for the applicable life-cycle process and content of specific records referenced in
ISO/IEC 12207:2008 (IEEE Std 12207-2008), ISO/IEC/IEEE 15288:2015, ISO/IEC 20000-1:2011 (IEEE Std
20000-1-2013), and ISO/IEC 20000-2:2012 (IEEE Std 20000-2-2013). The generic content of records is
presented in clause 9.1. Table 4 does not include every reference to records of results that are required to be
collected, stored, and verified, such as measurement data. Problem records are included in the Problem Report in
Clauses 8 and 10. Annex B, Table B.2 compares Records by Source.

NOTE 1
configyl

NOTE 2
betwee|
For infj
content

The—term—“configuratiomr Tecord*—tam beusedfor—either—aTecord—of am imdividuatcompoment—{iterm)—im =
ration or the record of a system's configuration at a point in time (baseline).

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) distinguish
h complaints, incidents and problems. A problem is the underlying root cause of one or more incidents or:complaints.
rmation management purposes in this document, the records for complaints, incidents, and problems have similar
and often use the same or related records management systems.

Table 4 — Record references and contents

Recorfl Process Reference Record Gontents
Acceptlance Acquisition 15288: 6.1.1.3.e.1) Acquiter acknowledgment that
record; Service management 20000-2:5.4,7.2.3.2 acceptance criteria have been met
Lif | del ¢ ot 12207:6.2.1.3.2.1,
te-cycle modet management, projec 6.2.1.3.3.2, 6.3.2.2, B.3.32.2Y Information and data related to the use
Assesgment assessment and control, service o
. : : . 15288: B.1 of the standard process for specific
record| (audit management, information security : S .
record management, configuration 20000-1: 4.5.4.1,45.4.2, projects and services; result of the aydit
mana ement‘ 5.2 or assessment.
& 20000-2: 6.6.3.3,9.1.3.2
Availapility Service continuity and availability 20000-1:6:3.3 ;{:tsug(;r;f;itll;ﬁecg?g a(liri?/? dt:dsé A
record management 20000:2: 6.3.4.2,6.3.5 . . y
planned available time
Customer, customer type, variance,
defect, conflicting requirement, or nop-
Complhint record Business relationship manasement 20000-1: 7.1 conformance; complaint category,
(compliment supplier mana emeﬁt 8 L 20000-2:7.1.3.3,7.1.4, correction actions, known error,
record PP & 7.2.3.4, Table A.8 dispute information, assigned
responsibility, resolution. See problem
report, change request
Functional and physical characteristifs,
version, location, configuration statug;
approvals and authorizations; associgted
items, associated incident or problem
records, associated known errors,
12207: 6.3.5.3.1.2 associated change requests, associatqd
Configliration management 6.3.5.3.2.1 6.3.5.3.’2.2 incident or service requests, the ratignale
) . infiastructure management' 722331 for approval of the baseline; changes o
Configphration wedlementation, transition 15288: 6.2.2.3.2, 6.2.5.3.b), baseline; association to requirementg;
record| (asset . ] ’ indication that the item or element
maintenance, disposal, reuse asset 6.4.4.3.b), 6.4.10.3.c), ) .
record} change ’ IR . fulfilled the agreement or requirements;
management, domain engineering, 6.4.13.3.d), B.1
record ’ . . g 1. maintenance, failure and lifetime datj;
) asset management, information 20000-1:3.4,9.1,9.2 . Y
maintg¢nance . i i disposal record; owner, use and critidality
security management, problem 20000-2:4.1.4.3,4.3.2, L
record| 2 . YR of asset; and activities performed, sugh as
TITATag CITCTIC CIIanT gt NTAITag CIITCTIC o, . LI, L, T Lo. 1, P .
release and deployment management | 9.1.3.3,9.1.3.4,9.1.3.5,9.1.4, bac'kup, storagel, archlv.mg, handling and
delivery of configured items.
9.15,9.22,9233,9.24 Stored in a configuration management
database (CMDB) or change log
See also change request, incident record,
problem record, release record,
software item configuration record,
system element description.
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Record

Process

Reference

Record Contents

12207:5.1.2,6.3.3.1
15288:6.3.3.1,6.3.3.3.1,

Decision record Decision management, supplier 6.463b) B1 Decision, assumptions, and rationale;
management, systems analysis 20000 1)‘ 4' 543 outstanding actions.
20000-2:4.1.1.2,5.4,7.2.4
Disposal record Disposal 12207:6.4.11.1, 6.4.11.2.e) | Disposal actions for future risk and
P P 15288: 6.4.14.1, 6.4.14.2.¢)| impact analysis
15288: 6.4.8.3.c), 6.4.9.1,
6.4.9.3.c), 6.4.10.2.1),
. . I 6.4.10.3.c), 6.4.11.3.¢),
Inc1de'n’.c record Mamt'e'nance, .suppl)ly, verlflca.tlon, 6.4.12.3.b)) 6.4.12.3.c)) Incident summary, setvice r¢quest
(transition . tran§1t10n, V.alld.atlon, oper'atlo.n., 6.4.12.3.d), 6.4.13.1, associated configuration iterjis, variance,
record, security service continuity and availability 6.413.2.d), 6.4.13.3.b) anomaly, defect;ofnion- conformance;
incident record, management, capacity management, A NEREARRIPSN, ’
service request information security management 6.4.13.3.d), B.1 priority, incident’category, rpot cause,
record m::l]'or incident and servicteyre ueft ’ 20000-1: 6.6.3,8.1 fault correction actions, knojn error,
recorc, maj 4 20000-2: 4.2.3,3.1.2,4.3.3, | assigned responsibility and ¢scalation,
incident record, management, change management, 556333 6342 654 resolutioh and closure
customer support | problem management, release and 6.6.3.4,6.6.3.5,6.6.4,8.1.2, | Séesincident report, change request
record) deployment management 81318132 815821
9.3.3.5,9.3.4, Table A.2,
Table A.10
Information item 12207: 6.3.6.2,6.3.6:3.2.2 | Information status, version
(storage) record Information management 15288: 6.3.6.2.d); description, distribution rec¢rd,
8 6.3.6.3.b), 6.2.6:3.d) security classification
Life cycle model management, Human .
Knowledge resource management, knowledge 1?23; ggigi)s 6.2.4.3 Knowledge, recommended
management management, disposal, incident and 6.2.6.3 ;1)' T applicability, usage of
record service request management, problem 6. 4' 1'3 3 ci) 6.4.14.3b), B.1 knowledge assets
management 4.13.3.d), 6.4.14.3.b), B.
Performance Service management, supplier 20000-1:6.1,7.2 g;tae(t): tslfg‘;lecseull)tes r(f)(;rama?cij agtilenst
control record management 20000-2:7.2.3.2 gets, : APDIYINg
process, service quality levell
Personnel skills 15288: 6.2.4.3.a)2), . . .
record (staff Human resource management, 6.4.13.3.c),B.1 E}{gﬁﬁgiﬁ identifier, skill, leyel of
assignment maintenance 20000-1: 4.4.2 Eee also 512,{11 development rgcord
record) 20000-2: 4.4.2.2, P
12207:6.1.2.3.4.8,
6.3.2.3.2.1,6.3.3.3.1.3,
. ) . 6.3.3.3.3.2,6.49.3.1.2,
Decision management, lntegratlon, 6.4.9.3.4.1 6.4.10.3.1.2
maintenanee, project assessment and 7.2.3.2.C) '7_2_3_31'4 ’
contrp!, quallt_y assurance, Ve_rlflcatlon, 7.2.4.2.d),7.2.5.2.d), Problem, variance, defect, orlnon-
fgahsion, va.lldatlon, operation, 7.2.6.2.€),7.2.6.3.1.4, conformance; problem categpry,
Probl d sogtware review, so&wz;:ve\/audlt, I 7.2.7.2,7.2.73.1.5, associated configuration iter, fault
roblem recor Software operations, software quality 7.2.8.2.b).7.2.83.1.1, correction actions, known erjror, root
(known errop assurance, software problem 733353 cause, assigned responsibility
record) resolution, software verification, 15288: 6.3.2.3.c), 6.3.3.3 resoll‘ltion ’
soft.ware.vahdatlon, domain 6.4.9.3.c), 6.4.10.3.c), See also problem report, chahge
engineering, reuse management, 6.4.11.3.c), 6.4.12.3.0), request
configuration management, problem 6.4.13.3.b), 6.4.13.3.d), B.1
management, release and deployment | 55000-1:3.19 8.2 9.1
management Z0000-2- 4552, 6342,
8.2.2,8.2.3,8.2.4,8.2.5,
9.3.3.5,9.3.4, Table A.10
PrOJeCt. . Portfqho man.agement, project 15288: 6.2.3.3.a), 6.3.1.3.c),| Project description, responsible
authorization planning, project assessment and B1 oreanization. authorization period
record control ) § ’ P
15288: B.1
Quality activity Quality assurance, software quality ;22230; 174273233133;)5 Execution of the quality activity, such as
record assurance, improvement, 20000 14 33 e document review or assessment activity
20000-2: 4.3.3
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Record

Process

Reference

Record Contents

Quality cost data

Life-cycle model management

12207:6.2.1.3.3.3

Establishes the cost of preventing and

resolving problems and non-
conformities and support process
improvement

Identifies, tracks, and controls a release

and its configuration items at the tim

ea

version (including the baseline version)

is released. For software, it identifies

SetTewatre—version-€onsts

Releasg record

Supply, software operation, release and

deployment management,
configuration management

12207:6.4.9.3.1.3,
B.3.2.3.2

20000-1:9.3
20000-2:9.1.2,9.3.3.5,
9.3.4

more software items. It lists items'be
delivered, including system and-softv
item versions, traceability to
specifications or previous(releases, W
has been changed; known)errors,
problems and workareunds. It may r
to installation or delivery procedures
information on'the success of the relg
or associated {problems.

a

ng
bare

hat
pfer

and
ase

Requifement
record,

Stakeholder requirements definition,
system requirements definition,
portfolio management, business or
mission analysis; infrastructure
management, operation, maintenance,
All service management processes and
services

12207: 6.4.1.3.5.1
15288: 6.2.3.3.2), 6.4.1.3,
6.4.2.1,6.4.2.2.¢), 6.4.2.3.2),
6.4.2.3.d), 6.4.3.1, 6.4.3.2.b),
6.433.b),6.4.12.1,
6.4.12.3.2), 6.4.13.3.b), Bl
20000-1 3.34, 4.1.4/4.52,
5.2,63.1,6.5, 7.7
20000-2: 4.1.1°3, 41.1.7,
4.1.1.8,4.1.19;4.1.1.10,
4.14.3,4.521,4522,
4.5.2.4,52.4,5.2.5,5.2.7,
5.3.15.5,6.1.4, 6.2.3,6.3.5,
6:5.4

Traceability, priority, resources,
constraints, capacity, continuity and
availability, usability of interactions,
health and safety, information securif
environment, statutory, regulatory,
financial, reporting, quality

See also: software requirements
specification, system requirements
specification (service requirements)

VA

Risk rg¢cord or

Risk management, stakeholder
requirements definition. operations,
software review, service mandgément,

12207: 6.3.4.3.2,6.3.4.3.3.4,
6.4.1.3.2.5,6.49.3.1.1,
7.2.6.2.€)

15288:6.3.4.3b)

Source, probability, consequence,
acceptability threshold, priority, risk
action requests, treatment strategy,

profilg ) service continuity manageément, 20000-1: 4.1.1, 4.5.5.1, 5.2, | status; also opportunities for
(opportunity) information security management, 6.3.1,6.6.1,9.2 improvement.
change management 20000-2: 4.1.1.10, 4.1.1.11, | Stored in a risk register.
5.2.3,5.2.6,6.6.3.3,9.2.4
12207:6.2.4.3.2.3,
Skill 6.2.4.3.3.5 Skill area, employee identifying data,
development Humapresource management, 15288: 6.2.4.3.b)4) duration of training, proficiency level

record| (Training
record,

information security management

20000-1: 4.4.2.
20000-2: 4.4.2.2, 6.3.5,
6.6.3.4.n)

certifying authority
See also: Personnel skills record

Softwdreitem

1')')07-77779)

A software configuration index may
contain software item configuration
records for one software item or a set

of

software items. A software item

configuration
record (software
asset record)

Software configuration management

7.2.2.3.2.1,7.2.23.4.1,
7.3.1.2.€),7.3.1.3.4.2,
7.3.2.2.€)

configuration record should 1dentity

generic record information, the software
product (source), executable object code,
archive and release data, instructions for
building the executable object, and data

integrity checks for the executable object,

and reuse of assets
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Record Process Reference Record Contents

12207:6.4.6.2,7.1.6.2.¢),

Development, implementation, 71.7.2,7.1.731.1

verification, validation, system

Test result record P -
! qualification testing, software

15288: 6.4.7.3.c), 6.4.9.3.c), | Result of testing or implementation,

(implementation integration, software qualification 6.4.11.3.c),B.1 includes verification and validation
record) testing, service continuity and ggggg:; ggg 2 0.33.2 records
availability management 9334 T mee

10 Specic miormation item (document) contents

10.1 General

Specific contents of the information items shall be provided as required in this clause. For~each infor
item, the generic contents as specified in Clause 7 shall be part of the required item content-The infor
item contents serve as a checklist that can be satisfied by the organization’s content mapping, templat
information models. This clause is not intended to address all possible information item contents,
mandate the title of the information item, nor the order or titles of the sections in an information item.

Some contents are duplicated or adapted in multiple information items and ,information item types. A
source repository (such as a content management system) should be used for-similar contents for cons
and ease of development. The Information Management Plan, Developmeiit Plan, and Documentatio
should include the type of information and level of detail to be previded in each information item
duplications in content exist.

The contents of the information items identified in Clause 10 inelude those explicitly identified (but may
required for conformance) and those implicitly identified 4myISO/IEC 12207:2008 (IEEE Std 12207
ISO/IEC/IEEE 15288:2015, and ISO/IEC 20000-1:2011 (IEEE”Std 20000-1:2013) and ISO/IEC 20000-
(IEEE Std 20000-1:2013).

In this document, the project has been chosen as the context for describing processes concerned with plJ
assessment and control. The principles related<to these processes may be applied in any area
organization’s management (for example, for a pregram or organization).

Qualifiers and adjectives (such as “Software,” “Architecture,” “Component’, “Summary”, “Prelim

“Customer’s,” “Stakeholders”, “Enterprise’) may be applied as part of the information item or document titlg.

Information items for systems may bespecialized for software.

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

NOTE ISO/IEC/IEEE 26531 includes requirements for content management of life-cycle information

10.2 Acceptance plan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.1.9

ISO/IEC/IEEE 15288:2015 reference: 6.3.1.3.b)6)
Generic type: Plan

The acceptance plan should prepare for acceptance based on the defined acceptance strategy and crit

mation
mation
es and
or to

single
stency
h Plan
where

not be
2008),
p:2012

nning,
of an

inary”,

tion. A

eria. 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

10.3 Acceptance report
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.8.3.1.1

ISO/IEC/IEEE 15288:2015 reference: 6.1.1.3.e.1), B.1

© ISO/IEC 2017 - All rights reserved
© IEEE 2017 - All rights reserved

41



https://standardsiso.com/api/?name=d7060889eed457cdf39adf8d75bdece6

ISO/IEC/IEEE 15289:2017(E)

Generic type: Report

The acceptance report states that an acquirer has reviewed (and possibly tested) a deliverable. It indicates
whether the product is accepted, and the reasons for non-acceptance if the product or service is rejected.

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

ISO/IEC/IEEE 15288:2015 reference: 6.3.1.3.b)6)

Generif type: Plan

The acpuisition plan includes the following:

a) a |definition of the technical and managerial processes necessary to satisfy the software~acquisition
reguirements, that is, the following acquisition activities: process initiation, request for pfoposal (RFP)

(tender) preparation, contract preparation and maintenance, supplier monitoring, and acceptance and

cgmpletion;

b) sylstem requirements, planned employment of the system, contract type, organizational responsibilities, and
thle concept of support;

c) rigks and methods to manage risks; and

d) adquisition options and criteria to include risk, cost, and benefits for each’option considered.

Acquisdjition options include off-the-shelf product, product developed internally or contracted out, and reuse or
enhan¢ement of existing product or service, or any combination thereof.

The acguisition plan should include the following:
a) supplier selection criteria;
b) thie purpose of the system or software;
c) a dlescription of the general nature of the system and components, including software;

d) ar] outline of the expected life-cycle processes and the need for system development, operation, and
mpintenance;

e) idpntification of the project sponsor, acquirer organization, user organizations, and support agencies;
f) the project review andaudit milestones; and
g) current and plafined operating sites.

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

10.5 Asset management plan

[SO/IECTZ2207-2008(IEEE Std 12207-2008] reterence 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.

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

Generic type: Report
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The audit acknowledgement report acknowledges audit results and presents the planned resolution of problems
to the auditing party.

10.7 Auditplan
ISO/IEC 12207:2008 (IEEE Std 12207-2008): 6.2.1.3.2.2,7.2.7.3.2.1

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.4.1, 4.5.4.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.5.4.2

Generic type: Plan

The audit plan defines the overall audit program, as well as the specific processes, services, or other\activifies to
be audited. It includes the audit objectives and priorities and the subjects of the audits,~including work
products and records to be reviewed. It defines roles and responsibilities for the audit and plans for redording
and communicating the audit results.

10.8 Auditprocedure
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.2.7.3.1.4,

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.4.2,
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.5.4.2,9.1.3.5
Generic type: Procedure

The audit procedure includes the audit criteria, scope, frequency, and methods for conducting augits. It
outlines how deficiencies are recorded and reported. It ddentifies who is responsible for planning and
conducting the audit, reporting the results, maintaining “the audit records, and initiating and performing
corrective action.

10.9 Auditreport
ISO/IEC 12207:2008 (IEEE Std 12207-2008) refetence: 6.1.2.3.4.15, 6.4.6.3.1.3, 7.1.7.3.1.4, 7.2.7.3.1.6

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.4.2,9.1
ISO/IEC 20000-2:2012 (IEEE Std 20000,2:2013) reference: 4.3.1.1, 4.5.4.2, 6.2.3.c), 9.1.3.2,9.1.4
Generic type: Report

The audit report provides audit results and is delivered to the audited party. It identifies partidipants,
certification of auditor’s independence, agreement on resources involved in the audit, audit schedule,|list of
items to be audited, audit ‘'scope, audit procedures, entry and exit criteria, reference to problem records,|action
item responsibilities and closure criteria and status of corrective actions, compliance/conformity. It may include
an audit strategy, the-names of organizations audited, product or service being audited, name of auditdr, date
and location of~audit, audit criteria, status of previous audit action items, new action items (in¢luding
responsible pefson or organization and due date), and observations and findings.

10.10 <apacity plan
ISO/AEC20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.5

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.5.1, 6.5.2, 6.5.3.2, 6.5.4

Generic type: plan

The capacity plan documents how the supplier meets the capacity and performance requirements for a
service, including continuity and availability. It identifies factors affecting capacity, including current and
anticipated demand, legal and regulatory changes, changes in agreements or organizations, and
implementation of new technology or procedures. It defines the approach for predictive analysis to determine
thresholds when additional capacity should be provided to upgrade the service. It describes how schedules
and cost estimates are prepared for recommended changes in capacity. The capacity plan should be updated at
least annually.
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10.11 Capacity management procedure
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.5

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.5.3.2, 6.5.4
Generic type: procedure

The capacity management procedures explain how the organization performs predictive analyses of capacity
based on system monitoring data, such as modelling predicted or actual performance of the infrastructure
systems in terms of component and resource utilization.

10.12] Changerequest

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.3.4.3, 6.1.2.3.3.2, 6.3.5.3.1, 6.4.9.3.1.3, 6,49.3.4.1,
6.4.9.314.2, 6.4.10.3.1.2, 6.4.10.3.2.1, 6.4.10.3.2.4, 7.2.23.3.1, 7.28.2, 7.3.1.3.1.3, 7.3.135.1, #.32.3.3.6,
7.3.2.313.7,F.3.2,F.3.3.2.1

ISO/IHC/IEEE 15288:2015 reference:6.1.2.1, 6.1.1.3.0)2), 6.1.2.3.c)2), 6.3.2.3.c)3), B.1
ISO/IEC 20000-1:2011 (IEEE Std 20000-1-2013) reference: 8.2,9.1, 9.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2-2013) reference: 6.6.3.5, 9.1.3.5, 9.2.2, 9.2,3:2,79.2.3.3, 9.2.4, Table
A14

Generic type: Request

A charge request (or request for change) identifies a problem, maintenance ne€d, or desired improvement and
requedts modifications. The requested change may affect a contract, configuration item, system, service,
hardwhre, software, interface, asset, or documentation. It is the input te initiate contract changes and the
changg¢ management process. It may reflect requests and related actionisyfrom customers and users for assistance
and cqnsultation, or a request to retire a configuration item. Thé.change request should present the benefit
and scope of the change, including the new or modified asset, service or functions, or problem to be corrected;
with the priority, assumptions and constraints. It may address the’'impact to schedules, cost, products, and test.

Routinle, preapproved maintenance requests are treated as service requests. Change requests should be recorded
and cah use the same system that records complaints, service requests, incidents, or problems.

See aldo: problem report, service request (record)

10.13] Communicationprocedure
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.1.3, 7.1

ISO/IEC 20000-2:2012 (IEEE Std 20000-1:2013) reference: 4.1.1.3,4.1.3.2,7.1.1,9.3.4
Generilc type: Procedure

pmmunication procedure€ aligns the objectives of written and oral communication with the occasions,
frequency, media, and types of communication, such as reviews, meetings, briefings, workshops, notifications, and
unschgduled discussions, as well as electronic or printed communications. It identifies communication
audierices and parties who should communicate, such as managers and team members or stakeholders,
suppligr and acquirer, or service provider and customers, users, and interested parties. It explains how
commiinications: can be escalated, with contact details. It covers how contact information on communication
recipignts¢(distribution list) is maintained, schedules for periodic communications, who is responsible for
communieating, and who has access to communication tools and source information (records). Types of

infor O O D€ CO 0 dcd ay Oae po C EW O dargecad reqguire dITP Ol d SclV

) y O

with objectives and customer expectations, and understanding of the environment for services.

10.14 Complaintprocedure
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 7.1

ISO/IEC 20000-2:2012 (IEEE Std 20000-1:2013) reference: 7.1.3.3, 7.1.4
Generic type: Procedure

The complaint procedure defines what constitutes a complaint. It identifies the service provider's point of
contact for formal complaints. It documents how to receive record, prioritize, investigate, review, escalate,
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resolve, and close complaints, and how to report on complaints and provide feedback. It may explain when
complaints become recorded as incidents.

See also: complaint (record), incident (service request) management procedure, incident report, problem
management procedure, problem report, service level agreement

10.15 Conceptofoperations
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

ISO/TEC/TEEE 1528872015 Teference: 6.4.1.1,6.4.1.2,6.4.1.3TJ, 6.4.2.20J, 6.4.2.30), 6.4.2.3TJ, B.L
Generic type: Description

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

a)
b)
c)
d)
e)

NOTE

Mission Analysis, and the Operational Concept, a detailed strategy forthe performance of system operations.

The concept of operations may include the following:

iy

2)

3)

4)

5)

See‘also: product need assessment, system requirements specification.

a description of how a system works from the users' point of view;
identification of stakeholder needs and the anticipated types of system users;
identification of interfaces to existing and future systems;

summary of operational, organizational, and development impacts;.and
reviews of cost, criticality and feasibility of the intended systemy

ISO/IEC/IEEE 15288:2015 distinguishes between the Contept of Operations, first developed in busi

the intended interaction of the system inits operational environment, such as scenarios, mod
activity sequences of business processes, handled by the system, as the basis for defining the
requirements. Scenarios (or use cases) should include events, actions, stimuli, informatio
interactions.

context of use of services,.sucli as user culture, system constraints, operational situation, nee

ness or

els, or
system
h, and

is and

requirements imposed by society, the constraints imposed by a supplier organization, apd the

capabilities and limiting characteristics of staff
a description of (the current system or situation, including background, operational policig
constraints, modes of operation, operational environment, user classes, interfaces to e
systems or.procedures, capabilities/functions, performance characteristics, and support environnj

comparison of the as-is processes to the future processes to be handled by a new system

Identification of change issues, including priorities, assumptions and constraints, and c
considered but not recommended.

bs and
kternal
ent

hanges

NOTE 2

ISO/IEC/IEEE 29148:2011 Systems and software engineering — Life cycle processes — Requirements
engineering provides additional guidance.

10.16 Configuration management plan and policy
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.5.3.1.1, 7.2.2.3.1.1

ISO/IEC/IEEE 15288:2015 reference: 6.3.5.3.a)
ISO/IEC 20000-1: (IEEE Std 20000-1:2013) reference: 5.1, 9.2, 9.3

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference 9.1.2, 9.1.3.2, 9.1.3.3, 9.1.4, 9.2.3.1, 9.2.3.2,
9.2.3.4,9.2.4,9.3.3.1,9.3.3.2,9.3.3.3,9.3.3.5,9.3.4
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Generic type: Plan, Policy

The configuration management (CM) policy (or change management policy) includes the policy for how a
configuration item and its components are defined and what items are subject to change control and release
management.

Configuration or change management policy may be included in the configuration or change management
plan or as a separate set of policies.

The change management pOlle deflnes what constltutes a ma]or change and an emergency change (emergency
releas

The c@nfiguration management (CM) plan (or change management or release and deployment management
plan) |describes the responsible organization for authorizing and performing these activities, and’)their
relationship with other organizations, such as software development, asset management, suppliers and
subcontractors, and maintenance. For a review board or special organization established for authorizing and
performing CM activities on a project, the plan shall describe its purpose and objectives; mgmbership and
affiliatjons; scope of authority; and operational practices.

For software, the CM plan should include how the organization performs:

a) codnfiguration identification, including the scheme for the identification and classification of software item
refcords and information items and their versions, and the establishment of baselines;

b) canfiguration control and change management;
c) cdnfiguration status accounting; and

d) canfiguration audit and evaluation, including recording deficiencies, initiating corrective actions, and
reporting.

NOTE IEEE Std 828-2012, IEEE Standard for Configuration Management in Systems and Software Engineering,
providgs additional guidance.

See aldo: release plan

10.17| Configuration managementprocedure

ISO/IEC 15288:2015 reference: 6.3.5.3:c)
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 9.1, 9.2, 9.3.

ISO/IEC 20000-2:2012 (IEEE,Std-20000-2:2013) reference: 4.1.4.3, 5.3.3.2.], 9.1.3.2, 9.1.3.3, 9.1.3.5, 9.1.4,, 9.2.2,
9.2.4,9.3.3.2,9.3.3.3

Generik type: Procedure

The cpnfiguration tfanagement procedure (or asset management or change management or release and
deployiment proeedure) presents how to perform the detailed activities for the configuration management or
chang¢ management or release and deployment processes.

NOTE ISO/IEC 20000 1:2011 (IEEE Std 20000-1:2013) requires that planning for the release and deployment

nH < £l Lo
managementprecessbe-coordinated-with-the-change-managementproeess:

The procedures include the following:
a) process implementation;
b) configuration identification and recording;
c) configuration control;

d) configuration status accounting (tracking);
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e) configuration evaluation;

f) logging and analysis of the impact of change requests;

g) procedures to verify the completeness and correctness of systems and software releases;
h) Release and deployment management and delivery;

i) management of emergency changes or releases when the normal procedure is insufficient; and

17(E)

j)  how an unsuccessful change or release can be backed out or corrected.
They should include the following:
1) procedures for initial baselining of work products and configuration items;
2) documenting the scope of changes;
3) change control board authority, membership, and procedures for approval or denial of change reques
4) tracking of changes in progress;
5) updating configuration data; and

6) notifying concerned parties when baselines are first established or later changed.
They may include asset management procedures, such asdsset retirement.

10.18 Configuration status report
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reférence: 7.2.2.2.€),7.2.2.3.4.1,7.2.2.3.5.1

ISO/IEC/IEEE 15288:2015 reference: 6.3.2,3.d), 6.3.6.3.b), 6.4.14.3.c), B.1
ISO/IEC 20000-2:2012 (IEEE Std 20000£2:2013) reference 9.1.1,9.1.4,9.2.3.3
Generic type: Report

The configuration status report (or change management report, information management report, system
report, or archive report) provides the status of controlled configuration items, including baselines,
identifiers, and location ;of the item or software master version. For deactivated systems, it c
information about system disposal to trace potential future environmental, safety, or security impacts.
include the numberef thanges for a project, version history, number of releases, and comparisons of releg
may be in the same format as an Audit Report.

10.19 Contract

ISO/IEC\12207:2008 (IEEE Std 12207-2008) reference: 6.1.1.2, 6.1.1.3.4.2, 6.1.1.3.4.3, 6.1.2.2, 6.1.
6.1,2:3.6.2,6.4.1.3.2.1,B.3.2.2.1,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.3.3.5.1

elease
release
ntains
[t may
ses. It

p.3.3.1,

[SO/IEC/IEEE 15288:2015 reference: 6.1.1.2.c), 6.1.1.3.c), 6.1.2.2.c), 6.1.2.3.c), 6.3.1.3, B.1

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 5.2, 5.3, 6.1, 7.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.2.1, 4.2.5, 4.3.1.1, 4.5.2.3, 4.5.3, 5.2.8, 6.1.3, 6.1.4,

7.2.2,7.2.3.1,7.2.4, Table A.14

Generic type: Specification

A contract (or agreement) is the formal agreement between an acquirer and a supplier. Informally,
commitments or agreements may be specified between parts of the same organization (sometimes called a

memorandum of understanding). A contract or agreement addresses the following:

a) identification of the performing organizations and their responsibilities;

© ISO/IEC 2017 - All rights reserved
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b) statement of work to be performed, with tasks based on a service management process or a systems or
software life-cycle model, and scope of tasks;

c) system requirements and software requirements definition and analysis results;
d) negotiated price and payment schedule;

e) deliverables, including documentation, records, and off-the-shelf products identified;

f) schedule for suppliers to deliver the product or service;

g) froprietary rights to systems and technical data and software intellectual property rights: (Usage,
wnership, warranty and licensing rights;

(@)

h) grovisions for monitoring; reporting, verification, validation, and acceptance criteria; and

i) procedures for contract changes, exceptions, resolving disputes, and closeout{/stch as supplier
esponsibilities in the event of expected or early termination of the contract or formalagreement and the
ransfer of services to another party.

= =

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

10.20] Customer satisfaction survey
ISO/IHC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.5.3.1.4, 74

ISO/IHC/IEEE 15288:2015 reference: 6.4.12.3.d)
ISO/IHC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 7.1<3.3, 7.1.4, Table A.8
Generik type: request

The cyistomer satisfaction survey requests opinionss~on service performance from the customers. Series of
surveyls may be issued to track trends in customer satisfaction.

10.21| Database design description
ISO/IHC 12207:2008 (IEEE Std 12207-2008) reference: 7.1.3.3.1.3,7.1.4.3.1.3

Generik type: Description

The database design description is-the top-level design for databases. It includes the following:
a) ddtabase overview and identification;

b) dqtabase desigf)(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 dpeign' and

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

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:

1) a summary of the history of the database development, use and maintenance;

2) the database design at the conceptual, internal, logical and physical levels;
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3) identification of each software item used for database access or manipulation;

4) any constraints, limitations or unusual features in the design of the database software items;

5) the types of errors affecting the database and the handling of those errors; and

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

The database detailed design may specify the following:

i. database access methods;

ii. data entities and their relationships;

iil. security and integrity constraints;
iv. data retention requirements; and
V. expected size of the data elements.

10.22 Developmentplan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 7.1.1.3.1.3,7.1.1.341.4, 7.1.3.3.1.5

Generic type: Plan
The development plan presents how the organization or project plans to conduct development activiti¢s (the
software implementation strategy). It includes the following:

a) identification of the objectives and standards to be-used in the system or software development process;

b) identification of the systems or software life-cycle model to be used to satisfy the product or $ervice
requirements, based on the project’s scopeidnagnitude and complexity;

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

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

e) qualification of all requirements, including safety and security;

f) references to separate plans or procedures to address different activities in the development stpge 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 flesign,
softwar€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; and

g) Identification of notations and naming conventions used in development.

10.23 I)ispnqal plan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.11.3.1.1

ISO/IEC 20000-1:2011 (IEEE Std 20000-1-2013) reference: 5.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2-2013) reference: 5.2.8

Generic type: Plan

The disposal plan (or retirement plan or service removal plan) presents how activities are conducted to retire
systems or software 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; a schedule for cessation of support. Plans for system disposal or archiving of the software and
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documentation should include the removal of sensitive or secured information. 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 safety, security, privacy and environmental standards, directives
and laws, and avoiding subsequent adverse effects on stakeholders, society and the environment. It considers the
associated enabling systems and storage locations.

10.24 Documentation plan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.6.3,7.2.1.2, 7.2.1.3.1.1

Generif type: Plan

The d¢cumentation plan identifies and specifies the project’s documentation (information items). It specifies
the pufpose, audience, content, structure, media, and format of each document and document set. It identifies the
documlents and information to be acquired, re-used, or developed, and includes schedule, (fesources,
methofology, tools, content management or reuse strategy for the documentation, action items, énd’roles and
resporsibilities, consistent with the information management plan. It includes schedules for document
development, review and approval. It identifies who receives or have access to restricted{documents. The
documlentation plan should include the controlling template or standard for each document.

See algo: information management plan.

10.25| Documentationprocedure
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.3.1, 4.3.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-1:2013) reference: 4.1.3.1, 4.3.1.2,4:3.2
Generik type: Procedure

The d¢cumentation procedure (or document management procedure) details how documents are identified,
including versions; how they are reviewed and approved, how documents are made available to users; and
how stakeholders are notified about new, changed, or archived documents. It describes how documents are
controjled to prevent unauthorized change or damage, It applies to printed, electronic, or web-accessible
documentation.

NOTE ISO/IEC/IEEE 26513-2009 Systems and Software engineering — Requirements for testers and reviewers of user
documdntation provides additional detail on documéntation review and approval.

See algo: documentation plan, information management plan

10.26 Domain engineering plan
ISO/IHC 12207:2008 (IEEE Std12207-2008) reference: 7.3.1.3.1.1

Generif type: Plan

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

10.27| Evaluationreport

ISO/IHC~12207:2008 (IEEE Std 12207-2008) reference: 6.1.2.3.4.5, 6.1.2.3.4.8, 6.1.2.3.4.15, 6.4.2.3.2.1
6433121645322 646312 712312 713316714317 715315716315 717313

ISO/IEC/IEEE 15288:2015 reference: 6.2.3.3.a)7), 6.2.4.3.a)1, 6.3.5.3.¢), 6.3.8.2.d), 6.3.8.3.d), 6.4.3.3.¢), B.1
ISO/IEC 20000-1:2011 (IEEE Std 20000-1-2013): 6.3.3, 6.6.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2-2013) reference: 5.5, 6.3.4.3, 6.3.5,9.2.3.2,9.2.4,9.3.4

Generic type: Report

The evaluation report provides results of reviews and evaluations, such as a risk assessment, quality assurance
evaluation, or an evaluation of project portfolios, design constraints, candidate architectures, suppliers, customer
satisfaction, effectiveness of security controls, analysis of change records or change requests, personnel needs,
measurement needs or financial variances. It includes evaluation criteria. Evaluations may be based on criteria
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of traceability, consistency, testability, risk reduction, usability and customer satisfaction, and feasibility.
The report 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, progress report, review minutes, service report,

validation report, and verification report.

10.28 Implementationprocedure
ISO/IEC/IEEE 15288:2015 reference: 6.4.4.3.b) Generic type: Procedure

The implementation procedure details how the system or system elements are produced totsatisfy the
requirements. Implementation procedures may address system hardware and software cenfiguration; sd
creation and compilation, and operational readiness.

See also: operational test procedure, training documentation

10.29 Improvementplan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.1.3, 6.3.4.3.1.5

ISO/IEC/IEEE 15288:2015 reference: 6.2.1.3

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.5.1, 4.5:5.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.551; 4.5.5.2, 6.1.3.1, 6.1.4,9.2.3.3
Generic type: Plan

The improvement plan (which may include the improvement policy) presents how the organization p
improve a service (service improvement plan) er-process (process improvement plan). The improv
should be linked to organizational objectives. The*Improvement Policy may be included in the Improy
Plan or as a separate set of policies.

The improvement policy expresses the organization's commitment to improving its services or proddu
making them more effective and efficient. Following the 'Plan-Do-Check-Act' methodology for co
improvement, the policy outlines how,opportunities for improvement are evaluated and how improven
incorporated into plans for specific processes and services. It identifies roles and responsibiliti
improvement activities.

The plan includes how processes are reviewed, and recommended improvements and change reque

identified, recorded, priefitized, authorized, performed, measured, assessed, and communicated.

improvement plan reférences baseline documentation of the process or service level to be improved an
specify a service of-process improvement target (new level). The improvement plan identifies what infor
items (policies, pprocedures, and plans) need to be updated to reflect the improved process or servid
improvement,'plan may include an assessment of the organizational culture and managers' attitud
ability to adapt; the available resources, facilities, and tools; and financial constraints on the improy
project,

NOTE' ISO/IEC TR 33014:2013 Information technology — Process assessment —Guide for process improvement p

design
ftware

ans to
ement
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cts by
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hent is
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mation
e. The
ps and
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additional guidance.

10.30 Improvementprocedure
ISO/IEC 20000-1:2012 reference: 4.5.5.1

ISO/IEC 20000-2:2012 reference: 4.5.5.2
Generic type: Procedure

The improvement procedure presents how improvements are identified, recorded, evaluated, prio

ritized,

authorized, performed, measured, assessed, and reported, to improve a management system, service (service

improvement procedure) or process (process improvement)
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10.31 Incidentmanagement procedure
ISO/IEC 20000-1:2011 (IEEE Std. 20000-1:2013) reference: 6.6.3, 8.1

ISO/IEC 20000-2:2012 (IEEE Std. 20000-2:2013) reference: 6.6.6,8.1.2,8.1.3.1, 8.1.4, 8.1.5
Generic type: Procedure

The incident management procedure (or service request management procedure or security incident
management procedure) defines how to receive, record and update, classify and assign responsibility, prioritize,
escalate, resolve, and close incidents or service requests, including security incidents; and how to provide

feedback. It includes the definition of what constitutes a service request or an incident, a major incident,
and a| problem. It covers action initiation, assignment of a responsible individual for major incidents,
notificption, trend analysis, status tracking and reporting, and incident records management. It includes a
procedure to help ensure that all security incidents are investigated and receive management response.

See algo: problem management procedure

10.32| Incidentreport
ISO/IEC 20000-1:2011 (IEEE Std. 20000-1:2013) reference: 6.6.2, 6.6.3

ISO/IEC 20000-2:2012 (IEEE Std. 20000-2:2013) reference: 6.6.3.4, 6.6.4, 8.1.5
Generik type: Report

The incident report or security incident report, addresses performance in, reselving issues, statistical reports
on indident processing, issues or non-conformance (deviance) with service level agreements or contract
requirgments, and reported customer concerns, links to customer complaints or problems, and improvements
made in response to incidents. The report may be a compilation or analysis of incidents or complaints.

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

It maylinclude the following:
a) reporting control number and related control information;
b) idpntification of the incident reporter;
¢) ddte and time of incident occurrence, escalation, resolution, and closure;
d) logation (environment) of the ingident in the system, software or information configuration item;
e) agplicable contract provision.or conformance requirement;
f) cause, nature, and impact (severity) of the incident;
g) injmediate corréctive action recommended or performed;

h) opportunities/for improvement, related action items, the responsible person or organization, and the due
ddte;

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; and

1) information from organizational (internal) reviews.

NOTE ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) distinguish
between incidents and problems. An incident response deals with the restoration of service to the users, whereas a
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problem resolution is concerned with identifying and removing the causes of incidents. An opportunity report is similar, but

includes analysis of potential positive events.
See also: change request, incident (record), problem report, service request (record)

10.33 Information management plan

ISO/IEC 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, 6.3.6.3.2.5,

7.2.43.2.5

ISO/IEC/IEEE 15288:2015 reference: 6.2.6.3.a), 6.3.6.1, 6.3.6.3.a)
Generic type: Plan

The information management plan (or documentation management plan or knowledge management
presents how the project or service provider plans to conduct information management or kno
management activities during the life cycle. It includes the following:

a) descriptions of the process and activities for authorizing, developing, reviewing, storing, commun
and maintaining knowledge or information in electronic and printed media;

b) identification of the information to be acquired, re-used, produced, and mdintained;

c) resources, methodology, tools, action items, and roles and responsibilities, consistent with the
project management plan;

plan)
wledge

cating,

pverall

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

management);
e) schedules for information development, review, and\approval;
f) who may receive or have access to restricted information; and

g) the organizational policy and process-for retention or disposal of information and records after
closure.

The knowledge management plamincludes the knowledge taxonomy (classification schema), definition
infrastructure to control and retrieve knowledge assets, and training to support the contributors a
users of the organization’s knogwledge assets, the and the asset retention criteria.

See also: documentation plan

10.34 Information management procedure
ISO/IEC 20000<1:2011 (IEEE Std 20000-1:2013) reference: 4.3.3

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.3.3, 4.4.2.2, 6.1.3.4, Table A.11
Generictype: Procedure

The information management procedure (or records management procedure) details how information, s

broject

of the
hd the

uch as

content or records, is managed and controlled. It includes procedures to identify, update, store, retriev

e, and

archive or remove iformation.

See also: documentation procedure

10.35 Information security plan
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.6.2, 6.6.3.2, 6.6.4, Table A.14

Generic type: Plan

The information security plan includes the following:

a) description of how the organization identifies, controls, and protects the physical and logical security of
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sy

stems, assets, and information;

b) description of how requirements for confidentiality, integrity, and availability of information are
implemented;

c) description of how the system or service denies unauthorized access, permits authorized access, secures
data in transmission, storage, and processing; and provides security in a cost-effective manner;

d) description of security risks and related controls, including access controls, and how security controls are

oy
e) ddg

f) sp

Sg

g) p

NOTE

security
Security
Managg
improvj

10.36
ISO/IE
ISO/IE
ISO/IE
Generi

The in

ot

a)

—

b)

(@]

=

d)

erated and maintained;
scription of systems monitoring, monitoring to detect security incidents, and security trends analysis;

ecific procedures for the protection of sensitive personal data and security-classified data, investigation of
curity problems, and reporting; and

ocedures for analyzing the effectiveness of information security policy, procedures, andiactivities.

ISO/IEC 27002:2013, Information technology — Security techniques — Code (of ypractice for information
controls provides guidelines for information security management. ISO/IEC 27001:2013; Information technology —
techniques — Information security management systems — Requirements addresses the Information Security
ment System (ISMS) processes for establishing, implementing, operating, monitering, reviewing, maintaining and
ng information security.

Information security policy
C 12207:2008 (IEEE Std 12207-2008): reference 6.1.2.3.4.51)

C 20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.6.1
C 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.622, 6.6.3.1, 6.6.4, Table A.7

C type: Policy

formation security policy includes the following;

he organization's commitment to identify, control, and protect the physical and logical security of
hformation and systems used to store, transmit, and process information;

bjectives for preserving the confidentiality, integrity, and availability of information;
ules for need-to-know andaceess-to-information at each project organization level;

nethodology for mandging information security risks;

e) approach for establishing, documenting, and monitoring security controls, including audits;

f) approach forjinformation security training and awareness for employees and customers.

NOTE
from in|

ThedSO/IEC 27000 series includes detailed requirements for information security, including detection and recovery
frasions.

10.37
ISO/IE

ISO/IE
ISO/IE
Generi

The in

Information security procedure
C/IEEE 15288:2015 reference: 6.4.12.3.a)

C20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.6.2, 6.6.3
C20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.6.4, Table A.9
c type: Procedure

formation security procedure details how the organization controls and protects the physical and logical

security of information and systems used to store, transmit, and process information. Procedures cover how
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the organization establishes, documents, and monitors security controls. It includes how the organization
manages information security threats, events and incidents. It includes how the organization protects sensitive
and personally identifiable information.

See also: incident management procedure

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

Generictype: rlan

The installation plan provides the approach for installing a configuration item in its target envitonnjent. It
includes software and hardware prerequisites, problems resolved, workarounds for unresolvéd” prdblems,
provisions for user training, conversion from existing systems, an installation checklist,‘and instgllation
instructions. It provides a point of contact for questions relating to the installation, supporting-material ahd any
issues concerning security, safety and privacy. For software installation, it provides information on sdftware
application and database initialization, execution, and termination.

10.39 Installationreport
ISO/IEC/IEEE 15288:2015 reference 6.4.10.3.c), B.1

ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.7.3.1.2
Generic type: Report

The installation report (or transition report) provides results of the installation, including the related gvents,
installation location, version being installed, installation dates{and completed installation checklist.

10.40 Integration and testreport

ISO/IEC/IEEE 15288:2015 reference: 6.4.7.3.b), 6.4:8.2.g), 6.4.9.3.c), B.1
ISO/IEC 12207:2008 (IEEE Std 12207-2008) refefence: 6.4.5.3.1.1, 7.1.6.3.1.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) references: 6.3.5, 9.3.3.4,9.3.4
Generic type: Report

Based on the system or software“reéquirements, the integration and test report (or service continuity and
availability test report, or verification report, or implementation report) presents the results| from
implementation or integration and testing of the system, which may include software componepts or
software combined with(the hardware configuration items and manual operations. The results should
demonstrate conformance jwith the 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 and test
requirements and efiteria, test identifier, overview of results, detailed results, and rationale for decisjons. It
describes problents encountered and deviations from the planned procedures.

10.41 Integration plan
ISO/IEC\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

Generic type: Plan

The-integration-plan{or-implementation-plan)-deseribes-thestrategy{tapproach-for-implementationintegration
or assembly of system elements, including provision of facilities, tools and resources and preparation for
integration testing. For systems. The implementation plan defines the scheme of actions, timing and resources
governing the build, buy or reuse actions that make available a system element ready for system assembly. It
defines the tasks for the design of system elements; the fabrication processes and constraints appropriate to
the selected fabrication medium, technology, enabling systems, tools and equipment. For software, the
integration plan defines how the software units and components are linked or combined to form the deliverable
software item. It includes traceability to the system or software requirements. It includes or references the test
plan with test requirements and test procedures.
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NOTE In service management, an implementation plan can be prepared for the project of implementing a new
service or improving an existing service, as described in ISO/IEC TR 20000-5: 2010.

See also: Improvement plan

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

ISO/IEC/IEEE 15288:2015 reference: 6443 ¢c) 6443d), 6452d) 6453d) B1

20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.2,5.2,7.2,9.1
20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.2.4, 4.5.2.4,5.2.8.h), 7.2.4

and human-human interfaces), standards and protocols, responsible parties; information or data
transmitted by the interface, interface operational schedule, and error)handling. It includes

-cycle policy and procedure includes high-level policy’guidance and specific steps to select, tailor, and
implerpent a life-cycle model in a project. It defines roles, Tesponsibility, accountability, and authority for life-
cycle |process management, including process improvement. It identifies the criteria for entering and
compl¢ting each life-cycle stage. It identifies and-describes the organization's processes to be applied in
projects.

10.44] Maintenance plan
ISO/IHC 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

ISO/IHC/IEEE 15288:2015 referencey 6.4.10.3
Generif type: Plan
The mpintenance plan presents how the organization or project plans to meet systems availability requirements

and copduct maintenance [logistics) activities. It includes the following:

a) the objectivesj strategy, and approach for the systems or software maintainer to resolve problems, update
thie system.and test new updates;

b) crjteria for performing maintenance;

c) the approach to the following activities: maintenance process implementation (how to request
maintenance); problem and modification analysis; modification implementation; maintenance update,
review, and acceptance; migration; and software retirement;

d) the outputs of the maintenance process;

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

f) scheduled periods for performing maintenance; and
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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.

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

ISO/IEC/IEEE 15288:2015 reference: 6.4.10.3
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: Generic type: Procedure

The maintenance procedure covers the processes for performing preventive and correctivecmaintenange, and
providing customer support feedback to the users. It should identify the specific standards, methods| tools,
and responsibilities for maintenance activities. It may identify systems or software areas‘that could change and
needs for training. Maintenance procedures for systems cover the disassembly<strategy, fault didgnosis
techniques, and re-assembly and testing sequences. Maintenance procedurés for software include
procedures for archiving, backup, and recovery.

See also: problem management procedure

10.46 Measurementplan
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.3.7.2.c), 6.3-43.1.1, 6.3.7.3.1.3, 6.3.7.3.1.4, 6.3.7.3.4.1

Generic type: Plan

The measurement plan identifies the needs and requirements for measurement in an organization, project, or
service. It identifies the selected measures and thé,~data collection, storage, analysis, and reporting
procedures. It defines how the process and the measurements are evaluated. Items to be measured inclyde the
achievement of service targets, customer satisfactioif resource utilization, major issues, and trends.

10.47 Measurement procedure
ISO/IEC/IEEE 15288:2015 reference: 6.3,7:3.a)5)

Generic type: Plan

The measurement procedures definé how to obtain measurements in an organization, project, or service, or how
the measurements are analyzed and evaluated. Items to be measured may include the achievement of tefhnical
performance or service targets, customer satisfaction, and resource utilization.

10.48 Monitoringand control report

ISO/IEC 12207:2008/ (IEEE Std 12207-2008) reference: 6.1.2.3.4.8, 6.1.2.3.4.15, 6.3.2.3, 6.3.4.3.3.4, 6.3.4.3.6.3,
6.3.7.1,6.3.7.324+7.3.2.3.3.5,7.3.2.3.3.7

ISO/IEC/IEEE 15288:2015 reference: 6.2.5.3.c), 6.3.2.3.b)10), 6.3.4.3.b), 6.3.7.1, 6.3.7.3.b), 6.4.12.3.b), B.1
1SO/IEE.20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.3.3
1S@/XEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 6.1.4, 6.3.5

Gemeric type: Renort
1 f

The monitoring and control report provides monitoring results. It may include the following:
a) ahistory of all monitoring results and control actions and results of individual monitoring audits;
b) measurements of processes and services against objectives and requirements;

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

d) actions taken to correct deficiencies in service availability and continuity;
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e) an analysis of the effects of risks on the achievement of system quality, timeliness and profitability; and

f) 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.

10.49 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 olLerational test procedure defines how to test a system or software before its operational release, in,it§
intendpd environment. It includes acceptance criteria, version identification of the system or software being
tested,| test data, and post-test analysis procedure to help ensure testing occurred as planned. It explains.use of
the organization’s problem resolution procedure.

See aldo: qualification test procedure

10.50, Problem managementprocedure
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 20000-1:2011 (IEEE Std 20000-1:2013) reference: 8.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 8.2.2,8.2.3, 8.2.4
Generilc type: Procedure

The problem management procedure defines how to receive, record,{classify and assign, prioritize, escalate,
resolv¢, and close problems; how to control and minimize or avoid thie jmpact of problems; and how to provide
feedbdck. It includes the definition of what constitutes a major problém or an incident. It covers action initiation,
notifichtion, root cause analysis, trend analysis, status tracking and reporting, and problem records
management. It may include the policy for prioritizing, investigating, and resolving problems.

See aldo: incident management procedure

10.51] Problemreport

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,
6.48.2, 648311 648313, 649313649342 649352, 6410312 64.103.2.1, 6.4.10.3.2.4,
7.1.1.3|11.2,7.2.8.2.),7.2.8.3.1.1,7.2.8.3.2.147,3.1.3.1.3, 7.3.2.3.3.6, 7.3.3.3.5.3, B.3.2.3.2

ISO/IHC/IEEE 15288:2015 reference: 6.3.3.3.2)2), 6.4.8.3.b), 6.4.9.2.d), 6.4.10.1, 6.4.10.3.c), 6.4.11.3.c), 6.4.12.3.c),
B.1

ISO/IEC 20000-1:2011 (IEEE Std~20000-1:2013) reference: 8.2
ISO/IEC 20000-2:2012 (IEEE-Std 20000-2:2013) reference: 8.2.4
Generikc type: Report

The prjoblem report (also called non-conformance report or corrective action request) reports problems or non-
conforfnance (déviance) with contract requirements. It may be a consolidation of problem records. It serves as
input tjo the ISOAEC 12207:2008 (IEEE Std 12207-2008) problem resolution process.

It shopld include information for future reference to prevent problems (lessons learned) and identify a
duplicgtien of issues and trends

[t may include:
a) aproblem 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;
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e) applicable contract provision or conformance requirement;

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

g) problem analyses and decisions, 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:;

17(E)

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

k) problem closure information; and

1) information from organizational (internal) reviews.
For problems occurring during testing or operation, it should include the inputs, expected results,|actual
results, anomalies, date and time, procedure step, environment, attempts to repeat the problem, and obsgrvers.
It may report a temporary or permanent solution to a problem.
NOTE ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) and ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) distinguish

between incidents and problems. An incident response deals with the restoration of service to the users, whereas a
resolution is concerned with identifying and removing the causes of in¢idents. An opportunity report is similar, but i
analysis of potential positive events.

See also: change request, incident report, problem record,

10.52 Processassessment procedure
ISO/IEC 12207:2008 (IEEE Std 12207-2008) refetence: 6.2.1.3.2.1

Generic type: Procedure

The process assessment procedure describes how to conduct life-cycle process improvement and
evaluate the suitability and effectivenéss of organizational processes. It may include assessment goals.

10.53 Processimprovementreport
ISO/IEC 12207:2008 (IEEEStd 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

ISO/IEC/IEEE 15288:2015 reference: 6.2.1.3 ¢), B.1
Generic type: Report

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

roblem
hcludes

ow to

ults of

process improvement activities, recommended changes, and technology advancement needs. It may include

quality eostdata to improve an organization’s processes and to determine the cost of quality.

10.54 Productneed assessment

ISO/IEC 12207:2008 (JEEE Std 12207-2008) reference: 6.1.1.2,6.1.1.3.1.1

ISO/IEC/IEEE 15288:2015 reference: 6.4.2.1, 6.4.2.2.d), 6.4.2.3.b)

Generic type: Report

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’s needs to 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; and
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b) description of a proposed system in terms of user needs to be fulfilled, the system’s relationship to existing
or planned systems or procedures, and the way the system should be used (the concept of operations).

The product need assessment may include the following:
1) analysis of improvements, disadvantages and limitations, and considered alternatives and tradeoffs;

2) assessments for technical, strategic, economic and market bases, and trade-off studies;

3) prjeliminary information on system requirements, system prototypes, possible system employment, possible
support concepts

4) preliminary information on contract type;
5) current and potential organizational responsibilities; and

6) rigk identification and risk management methods.

Generif type: Plan
The project managément plan presents how the project processes and activities are executed to assure the
project’s successfulicompletion, 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 requirements, and
apping 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 providing resources;

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 specification, reviews, and evaluations;
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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 documents during the project; and

i) risks and risk analysis for technical, cost, and schedule risks.

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

It may include the following:
1) procedures for re-planning;

2) options for developing the product or providing the service and an analysis of thé risks associated with each
option;

3) plans for subcontractor management, including subcontractor selection~and involvement betwepn the
subcontractor and the acquirer, if any; and

4) plans for project closeout, including debriefings of project personnel and staff reassignment, ar¢hiving
project materials, and preparation of a final report to include lessons learned and analysis of project
objectives achieved.

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

NOTE 2 Depending on the project, the project management plan can be called a project technical management plan,
systems engineering management plan (SEMP) or software development plan (SDP).

NOTE 3 ISO/IEC/IEEE 16326-2009 Systems and software engineering — Lifecycle processes — Project management,
provides extensive detail on the contents of the project management plan.

See also: service management plan

10.57 Proposal
ISO/IEC 12207:2008 (IEEE.Std 12207-2008) reference: 6.1.2.2.b), B.3.2.1.2

ISO/IEC/IEEE 15288:2015 reference: 6.1.1.3, 6.1.2.2.b), 6.1.2.3.b), B.1
Generic type: Deseription

The proposakis /information prepared by a potential supplier to support the offer of a contract bid, in¢luding
cost, schedule, risk statements, methodology to satisfy the Request for Proposal (RFP), experienc¢s and
capabilities; any recommendations to tailor the RFP or contract, and the signature of the supplier’s apgroving
authofity. Informally, proposals may be prepared within an organization, such as for software reuse.

10.58 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. 7.1.6.3.1.4,7.2,7.3.2.1
Generic type: Procedure

The qualification test procedure (acceptance procedure) documents how acceptance review and testing of a
deliverable product or service is conducted, and the conditions to be satisfied before acceptance. The
acceptance procedure is initially prepared by the acquirer consistent with the Acquisition Plan. The
qualification test procedure provides a set of tests so that each qualification requirement is addressed for the
system or software items. It includes mapping of requirements to qualification tests and overall requirements
to perform qualification testing, test objectives, test criteria, test configurations, preparations, test cases
(inputs, steps, and outputs), expected results, and post-test analysis procedures.
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10.59 Qualification testreport
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 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 requirement,
produced the expected results, and is feasible to operate and maintain. It provides the results of each
qualification test and states whether all requirements were satisfied. It includes system identification and
overview, qualification requirements and criteria, overview of results, identification of items tested and dates of

The quality management plan (or quality assurance plan) presents the approach to fulfibthe/quality objectives
of the prganization, 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 requitements, criteria, responsibilities, and
allocations to standards,

d) mlethods, 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 quality-related records;

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

h) agsessment of configuration control practices for systems or software configuration items and media; and
i) rgquired coordination of software quality assurance activities with other project activities.

NOTE ISO 9001:2015 coentdins requirements for life-cycle planning as part of a quality management system. See also ISO
1005, Quality management.systems - Guidelines for quality plans.

10.61] Qualitymanagement policy and procedure
ISO/IHC 1220%:2008 (IEEE Std 12207-2008) reference: 6.2.5.2, 6.2.5.3.1.1

ISO/IECAHEEE 15288:2015 reference: 6.2.5.2.a), 6.2.5.3.a), 6.3.8.2.a), B.1

Generic type: Policy, Procedure

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

NOTE Quality management policy can be included in the quality management plan or quality management procedures or
in a separate set of policies.
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10.62 Release plan (and policy)
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.10.3.5.2, 6.4.11.3.2.1

ISO/IEC/IEEE 15288: 6.4.10.3.a)
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 9.3
ISO/IEC 20000-2:2012 (IEEE Std 20000-1:2013) reference: 9.3.3.1,9.3.3.2,9.3.4

Generic type: Plan

17(E)

The release plan (or transition plan, deployment plan, migration plan, or roll-out plan) presents how a jystem,

service, or software product or software release is transitioned to a new environment, with the releasé.da
schedule.

A release management plan provides overall direction for release planning, including coordinatio]
configuration management and change management, and identification of standard types/of| releases ro
performed. A specific release plan includes the applicable details for a specific release. The releas
includes the following:

a) the deliverables, including updates to related SLA, operational procedures, and\user documentation;

b) the related change requests, identified configuration items, known errors, and problems;

c) identified risks, potential problems;

d) plans for reversing or correcting an unsuccessful release (codtingency back-out plan); and

e) how the release is authorized, scheduled, coordinated, and tracked.

The migration plan includes the following:
1) the description of deliverables;
2) dependencies and scheduled dates;
3) the expected configuration of the.target environment at the time of migration;
4) the back-out or recoverysplans;
5) verification and ac¢éptance procedures; and
6) communicationswith and training for the customer and support staff.

It should include)planning for decommissioning of replaced systems or services.

A release ‘policy may be included in a release and deployment management plan or as a separate
policies.

The release policy establishes the following:

es and

- with
litinely
e plan

set of

1 the expected frequency and types of Teleases, INCIuding EMergency releases;
ii. authority for the release into acceptance test and production environments;

iii. schema for uniquely identifying a release and its contents;

iv. the approach for grouping changes and configuration items into a uniquely identified release and versions;

v. approach for automating releases; and

vi. approach for verifying (testing) and accepting the release.
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See also: configuration management plan and policy, configuration management procedure (release procedure).

10.63 Request for proposal (RFP)

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

ISO/IEC/IEEE 15288:2015 reference: 6.1.1.2.a), 6.1.1.3.a)2), B.1

Generic type: Request

The rqquest for proposal (RFP) is the acquirer’s request for information and commitments needed from the
suppli¢r 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) he stakeholders’ system requirements;

b) |kcope statement;

c) idder instructions;

d) [the scope of tasks to be referenced in the draft contract;

e) [deliverable product list;

f)  fterms and conditions;

g) [contract milestones (for example, review and audit of supplierprogress);

h) [control of subcontracts;

i)  procedural and technical constraints (for example, target environment); and

j) pupporting processes and their performing.organizations, including responsibilities (if other than supplier),
5o suppliers can, in their 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
documg¢nt, call for proposals (CFP), invjtation to tender (ITT), request for tender.

10.64] Resourcerequest
ISO/IEC 12207:2008 (1EEE Std 12207-2008) reference: 6.3.1.3.3.2

ISO/IHC/IEEE 15288:2015 reference: 6.3.1.3.c)2)

A request, for-resources arises from project or service planning and is directed to management who can
commit the'resources and, if necessary, approve modifying the contract.

10.65 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, 7.3.3.3.4.1, 7.3.3.3.4.2,
7.3.3.3.4.3,7.3.3.3.5.2

Generic type: Plan

The reuse plan presents how activities are conducted to support the reuse of systems or software assets and
related documents. It defines the reuse strategy, domains where reuse is managed, and the implementation
approach, including infrastructure support.
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10.66 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

1SO/IEC/IEEE 15288:2015 reference: 6.2.3.3.c)1), 6.3.7.3.b)4)
1SO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.5.4.1, 4.5.4.3, 6.1, 7.1, 7.2
ISO/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.1.1.2, 4.1.2.1.f), 6.1.4, 7.1.4, 7.2.4, 8.2.4.)

Generic type: Report

The review minutes (or joint review minutes or service review minutes) provide a report of a review, suth as a
meeting between the acquirer and the supplier or the service provider and the customer. Minutes"include
attendees, agenda, product or service under review, objectives, entry and exit points for thesreview, main
discussion topics, assumptions, presentation material, decisions relating to resources and improvement| of the
service management system and services, approvals, action items and their status andCclosure driteria.
Minutes document the evaluation of status and conformity of products and services;yand activiti¢s and
schedule status. Minutes include problems found and their resolution or anticipated resolution.

10.67 Riskactionrequest
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6 3.4.3.2.3, 6.3.4.3.4.1

ISO/IEC/IEEE 15288:2015 reference: 6.3.4.3.b)2), B.1.
Generic type: Request

The risk action request is submitted from the project or service mahagement organization to the stakeholders. It
includes recommended alternatives for risk treatment.

10.68 Risk management policy and plan
ISO/IEC 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

ISO/IEC/IEEE 15288:2015 reference: 6.3.4.3.a)
Generic type: Plan, policy

The risk management policy and plan preSents the conditions under which risk management is performed and
the context of risk management, such-ds management and technical objectives, assumptions, and constrdints. It
defines the approach to the identification, assessment, treatment (including avoidance, mitigatiop, and
contingency plans), and monitoridg of risks, as well as the approach for registering risks, creating and
maintaining risk profiles (recerds), and reporting risk status. It establishes risk categories and risk assegsment
criteria. It identifies the risks.to'service continuity and availability.

NOTE ISO/IEC 16085:2006, Systems and software engineering — Life cycle processes — Risk management,
provides additional gtidance.

10.69 Service catalog
ISO/IE€20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.3.1, 5.3, 6.1

ISQ/IEC 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.3.1.1, 6.1.3.2,6.1.3.3,6.1.3.4, 6.1.4

Genheric type: Description

The service catalog describes the information technology services available for customers, with the
dependencies between services and service components. For each service, it defines the service; identifies
those responsible for providing the service; includes the schedule of service availability and unavailability,
access control provisions and security arrangements, and contact points for requesting assistance or reporting
incidents. It summarizes target service levels as further specified in the service level agreement (SLA).

See also: complaint procedure, risk management plan.

10.70 Service continuity and availability plan
ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 6.3.1, 6.3.2
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1SO/IE

C 20000-2:2012 (IEEE Std 20000-2:2013) reference: 4.1.1.5, 6.3.2, 6.3.3.2, 6.3.3.3, 6.3.4, 6.3.5, Table A4,

Table A.14

Generi

c type: Plan

The service continuity and availability plan, also known as a continuity of operations plan (COOP) or disaster

recove

ry plan, may also include service continuity and availability strategy and policy. It describes the provisions

to make services available under normal conditions and in the event of failure of a site or a system component
(recovery procedure). The service continuity and availability plan shall be available in printed media to all
concerned, for ready access in the event of system unavailability. A copy of the service continuity plan, applicable

agreern
alternd

a)

g)

h)

See alg

10.71
1SO/1H

1SO/IH
7.2.3.2

Generi

A Serv
identif

nents and contracts shall be available at a secure remote or virtual location where it is planned that
te service are provided. It includes the following:

pavailability requirements for the service as stated in the service level agreements, including access)rights,
end-to-end availability, and service restoration times;

availability targets for service restoration;
the business impact of services unavailability for various durations, and priorities fox réstoring services;
criteria for invoking the plan (threshold for events and major incidents);

procedures and alternate means of providing service (such as paper‘based records) while automated
systems are being restored;

roles and responsibilities for system recovery, including peints of contact of people authorized to
invoke contingency plans and act in emergencies;

procedures for restoring service;
procedures for testing the continuity plan; and

pdvance activities to prepare for service disruptions, such as off-site system backups or arrangements with
emergency service providers.

o: verification plan

Service level agreement (SLA)
C 20000-1:2011 (IEEE Std'20000-1:2013) reference: 3.29, 4.3.1,5.3,6.1, 7.2

C 20000-2: 2912 (IEEE Std 20000-2:2013) reference: 4.1.1.3, 4.3.1.1, 5.3.1, 5.5, 6.1.3.3, 6.1.3.4, 6.1.4, 7.2.2,

C type: Specification

ice Level Agreement (SLA) is a documented agreement between the service provider and customer that
es services’ and service targets. The SLA is the service level requirements document. The SLA should

be aut]:rized by the service supplier and acquirer. It specifies the following:

eguirements and scope of the service;

d)

e)

f)
66

Service targets and workload limits (upper and lower) and exceptions;
Responsibilities of both supplier and customer;
Details of service availability (hours of service), which may be referenced in the service catalog;

Procedures and points of contact for incident and problem management, escalation, notifications, and
complaints;

Measures and acceptance criteria, such as performance, availability, reliability, service period, and
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operator and maintenance responsiveness; and
g) Communication process for periodic reporting on the achieved service level to the customer.

10.72 Service management plan (and policy)
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.4.9.3.1.1

ISO/IEC 20000-1:2011 (IEEE Std 20000-1:2013) reference: 4.1.1, 4.1.2, 4.3.1, 4.5.1, 4.5.2

17(E)

ISOAEC 20000220012 (DD _Cid 20NN
LYSA~ AR =Avauy SACACAC A “ET M-y R = = = A~ ey Sav A v A v oo TC T cC—T 1 P N T o o L Y T T TR I T \>/ e o a7 -1 T3

022
41.3.1,414.2,43.1.1,45.2.1,45.2.2,45.2.3,4.5.3,45.4.1,7.1.3.1

Generic type: Plan

012) _xaoforancea. A4 1 1 1 4114 4115 411 4191 4122
TCT g =7 r.1l.4.4,

The service management plan (or operations plan) includes the service management policy;-It presents how
the service provider's processes and activities are managed, executed, measured,'and controlled to
successfully deliver the service.
NOTE When applied to a new, modified, or improved service, the service management’plan can be called a plan for new
or changed service or service plan.
It identifies the following:
a) the service management system scope, policy, objectives, and requirements and business needs, in¢luding
customer requirements along with expected outcomes and accé€ptance criteria;
b) the processes included in the service management systemyincluding the responsible organization; process
inputs, activities, and outcomes; interfaces to <other processes and services; and records and

documentation needed to govern the process;

c) resource plans for human, technical, information, and financial resources, and succession plans flo staff

the service;
d) constraints and limitations affecting the service management system;
e) descriptions of the organizations or roles involved in approving, designing, developing, transif]
changing, implementing, opérating, maintaining, and improving the service and the service manag
plan, and the relationships of those involved, including suppliers and customers;

f) the coordination of interfaces among related services, processes and activities;

g) plans for reportsy/reviews and communications with stakeholders and assurance of customer satisf
and

h) how the‘organization measures, audits, reports on, and improves the SMS and the services.

See also:  audit plan, complaint procedure, implementation plan, improvement plan, interface specifi
information management plan, project management plan, disposal plan, risk management plan, service plan

joning,
ement

action;

cation,

10.73 Service plan
ISO/IEC 20000-1:2011 (IEEE Std 20000-1: 2013) reference: 5.2, 5.3

ISO/IEC 20000-2:2012 (IEEE Std 20000-2: 2013) reference: 5.2.7,5.3.3.1, 5.4, 5.5

Generic type: Plan
The service plan (plan for new or changed services) presents plans for designing and implementing a

major

change or major new service. A service plan may be prepared for a new, existing, modified, or improved service. It

includes the following:

a) description of the new or changed service, including service requirements, expected outcomes and outputs,
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service measurements, and activities to be performed for service delivery;

b) analysis of required resources, such as human, financial, and technological, and dependencies on other
services;

c) analysis of risks in the new service and risks to existing services;

d) testing and acceptance criteria for the new or changed service;

e) r¢sponsibilities and authorities for service delivery;
f) c¢mmunication planning; and

g) needed changes in other documents, including plans and policies, agreements, SLAs, service €atalog, and
plrocedures.

See alqo: concept of operations, disposal plan, implementation plan, improvement plan, project management plan,
retirerhent plan, risk management plan, service catalog, service management plan

10.74 Servicereport
ISO/IEC 12207:2008 (IEEE Std 12207-2008) reference: 6.2.5.3.1.4

ISO/IEC/IEEE 15288:2015 reference: 6.4.13.3.d), B.1
ISO/IEC 20000-1:2011 (IEEE Std 20000-1: 2013) reference: 4.1.4.e, 4.53:£.4.5.5.2,5.4,6.2,7.2

ISO/IEC 20000-2:2012 (IEEE Std 20000-2: 2013) reference: 4.1.1.1,4.1.4.4, 4.5.4.1, 4.5.4.2, 5.2.8, 5.4, 5.5, 6.1.2,
6.1.3.1} 6.1.3.4.c), 6.1.4, 6.2.1, 6.2.2, 6.2.3, 6.3.2, 6.3.4.3, 6.4. 6.5.3.1,,6.5.4, 7.1.4, 7.2.3.1, 8.1.2, Table A.3, Table A.7,
Table A.8

Generi type: Report

The service report informs management or customerst@bout the performance of service management activities,
and the level of service provided. It reports results and reviews of performance by the service provider
against the service targets, SLA and other contractual commitments and customer satisfaction
measupements and analyses. It is issued perjodically or following major events, transitions, and changes in
the service. It includes a summary of significant events, monitoring results, trends and historical analysis,
custonper satisfaction measurements, and“recorded service improvements. It provides information about non-

7.3.1.20 7.3.153.3.1, 7.3.1.3.3.3

Generik type: Description

The software architecture description includes the following:

a) the fundamental conception of the software for the system-of-interest in terms of its purpose, software
qualities (such as performance, usability and security), constraints, and decisions;

b) the architecture's stakeholders and the stakeholders' architecture-related concerns. Key stakeholders include
the client, users, developers, acquirers, suppliers and maintainers;

c) definitions of viewpoints to document the procedures for creating, interpreting, analyzing and evaluating
architectural data; and
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d) one or more views of the system. Each architecture view is a representation of the complete system from

the perspective of one or more concerns, for its stakeholders.

The software architecture description should do the following:

1) provide rationale for architectural decisions, with traceability information to both software and system

requirements;

2y estaptisirthe principtes for partitioming the Software Imto desigT elements;

3) record the important properties of, and relationships among, those elements in a manner consjstent w
work breakdown structure;

4) demonstrate that architecturally significant requirements are met and allocated to designelements; and

5) provide a basis for software requirements specification and design refinement.

The software architecture description may present the following:
i. the concept of operation in terms of its elements; and

ii. a domain model or reference architecture for a family of, or system of; software systems. See also: systen
architecture description.

NOTE The software architecture description can be consideréed as a specification for the software design. Fd
information on architecture description, refer to ISO/IEC/IEEE 42010:2011, Systems and software enginee
Architecture description.

10.76 Software design description

ISO/IEC 12207:2008 (IEEE Std 12207-2008) veference: 6.4.10.2, 6.4.10.3.3.1, 7.1.1.3.1.2, 7.1.4.3.1.1, 7.2.
7.3.1.3.3.3

Generic type: Description

The software design description\presents the characteristics of one or more systems, subsystems, sd
items, or other system components, and their interfaces. It includes the following:

a) identification of external interfaces, software components, software units, and other interfaces;

b) allocation of Seftware item requirements to software components, further refined, as needed, to fa
detail design;

c) description of the items (systems, configuration items, users, hardware, software, etc.) that comm
with other items to pass and receive data, instructions or information;

d)\('the concept of execution including data flow and control flow;

ith the

r more
ring —

p.3.5.1,

ftware

cilitate

inicate

€J) SeCcurity constderations;
f) reuse elements; and
g) error handling.
It should include the following:
1) traceability information to both architectural components and software requirements;

2) specification of protocols; and
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3) partitioning of the software into design entities and description of the important properties and
relationships among those entities.

The low-level software design description describes the design of a software item or interface, including
software item-wide design decisions, software item architectural design and the detailed design needed to
implement software. The low-level description permits software development or selection of items for reuse
without the need for further information. It provides visibility into the design and information needed for
software reuse and support. It is used as the basis for implementing software. It includes the following:

i. the detailed structure description of software components (to the software unit level to be coded,
fompiled and tested);

ii. fllocation of software component requirements to software items, further refined, as needed, to
Ffacilitate detail design and traceability from each software item to the software item sregliirements
hllocated to it;

iii. the software item-wide design decisions about the software item’s behavioral desigfi-(how it behaves,
rom a user’s viewpoint, in meeting its requirements, ignoring internal implementatieh);

iv.  flecisions affecting the selection and design of the software items making up a software item;

v. (letailed design for software components’ external interfaces to the Software item, between related
software components, and between related software units; and

Vi. he interface entity characteristics of one or more systems, subsystems, hardware items, software items,
manual operations or other system components.

It shoyld include the following:
— descriptions of the size, frequency or other characteristics of the data elements;
— reference to known timing constraints;

— specification of protocols.

See algo: system element description

NOTE IEEE Std 1016-2008, IEEE Recommended Practice for Software Design Descriptions provides further guidance.

10.77| Software requirements specification

ISO/IBC 12207:2008~(IEEE Std 12207-2008) reference: 6.1.1.3.1.2, 6.1.1.3.1.7, 6.1.1.3.1.8, 6.1.1.3.1.11,
6.4.112,7.1.2.2,77,12.3.1.1,7.1.3.3.1.5

Generif type: Specification

The software requirements specification includes the following:

a) precedence and criticality of requirements;

b) description of the methods and tools used to define traceability from system requirements to system
architecture, software requirements, software architecture, and software items and units;

¢) product assumptions and dependencies;
d) references for design and testing standards and procedures;
e) product functions and system functional requirements;
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