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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are

memb
comm

ers of ISO or IEC participate in the development of International Standards through technical
ittees established by the respective organization to deal with particular fields of technical

activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the

work.
ISO/IH

Intern

Them
Stand
Publid

In the field of information technology, ISO and IEC have established a joint technical committeg,
CJTC1.

ational Standards are drafted in accordance with the rules given in the ISO/IEC Directives;Pdrt 2.

ain task of the joint technical committee is to prepare International Standards. Draft Iaternational
hrds adopted by the joint technical committee are circulated to national bodies’ for voting.
ation as an International Standard requires approval by at least 75 % of the mational bodies

castinjg a vote.

In exc
from f
may d
be sul

Attent
patent

ISO/IH
Subco

This s
techn
realig

eptional circumstances, when the joint technical committee has collected'data of a different kind
hat which is normally published as an International Standard (“state'of'the art”, for example), it
ecide to publish a Technical Report. A Technical Report is entirely informative in nature and shall
ject to review every five years in the same manner as an Internatiorial Standard.

ion is drawn to the possibility that some of the elements oftthis document may be the subject of
rights. ISO and IEC shall not be held responsible for identifying any or all such patent rights.

C TR 20000-5 was prepared by Joint Technical Committee ISO/IEC JTC 1, Information technology,
mmmittee SC 7, Software and systems engineering.

econd edition cancels and replaces the first edition (ISO/IEC TR 20000-5:2010), which has been
cally revised. The major differences are changes in terminology to reflect international usage and
hment to the second edition of ISO/IEC 20000-1:2011.

ISO/IEC 20000 consists of the following(parts, under the general title Information technology —

Servid

e management:

— P

rt 1: Service management system requirements

— Pqrt 2: Guidance on the application of service management systems

— Part 3: Guidance on scope definition and applicability of ISO/IEC 20000-1

— Pgrt 4: Process reference model [Technical Report]

— Pagrt 5: Exempldar implementation plan for ISO/IEC 20000-1 [ Technical Report]

The fgllowingpdrts are under preparation:

— Part.6~Requirements for bodies providing audit and certification of service management systems

— Part 8: Guidance on the application of service management systems for smaller organizations

— Part 9: Guidance on the application of ISO/IEC 20000-1 to the cloud

— Part 10: Concepts and terminology

— Part11: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management frameworks

iv
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Introduction

ISO/IEC 20000-1:2011 specifies the requirements for a service management system (SMS) to design,

transition, deliver, manage and improve services. ISO/IEC 20000-1:2011 can be used by organizati
all sizes, sectors, types and many different organizational structures or business models.

ons of

This part of [ISO/IEC 20000 is an exemplar implementation plan providing guidance on how to implement
an SMS to fulfil the requirements specified in ISO/IEC 20000-1:2011. The intended users of this part of

I50/1IEC 20000 are service providers, but 1t can also be useful for those advising service providers on

how to implement an SMS.

This part of ISO/IEC 20000 includes advice for service providers on a suitable order inr which t
implement and improve an SMS using, as an example, a generic three-phased approach to mana
implementation. The service provider may choose their own sequence to implethent the SMS
included is advice on the development of a business case, the project initiation and ether activitie
are recommended for the implementation to be successful.

plan,
e the
. Also
s that

The phases described in this part of ISO/IEC 20000 do not include changes to the intended scppe of
the service provider’s SMS. The scope itself is not subject to phased changes as a result of adoptipg the

advice in this part of ISO/IEC 20000. Instead, each phase should imprové the SMS in alignment w
service provider’s agreed scope, building on the results of the previeus phase.

The main activities for the development of the business case andinitiation of the implementation
are shown in Annex A. A list of the main activities to implement the SMS based on the require
specified in ISO/IEC 20000-1:2011, in three phases, is she i in Annex B. Many of the activities des
in this part of ISO/IEC 20000 are intended to be met.by actions over more than one phase, wit
phase building upon the achievements of the earlierphase. Once the final phase is completed, the s
provider’s organization can achieve the benefitsof an SMS that fulfils the requirements specif
ISO/IEC 20000-1:2011. Supporting informationfor the implementation project is also provided.

Annex C provides examples of policies to.illustrate what a service provider can want to put in
Because policies depend on the organization and the strategy of the service provider, these ex
policies can be tailored to suit the organizational requirement.

Annex D provides guidance on documentation management. Annex E includes templates for some

th the

roject
ments
cribed
h each
ervice
ied in

place.
ample

of the

documents specified in ISO/IEC-20000-1:2011 that can be amended to suit individual circumstanices.
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Information technology — Service management —

Part 5:
Exemplar implementation plan for ISO/IEC 20000-1

1 Scope

This part of ISO/IEC 20000 provides guidance for an approach to implement an SMSthat can ful
requirements specified in ISO/IEC 20000-1:2011. This part of ISO/IEC 20000 illustrates a generic,
phased plan to manage implementation activities, taking into consideration-fhe”design, tran
delivery, management and improvement of services. The service provider can tailor the phases

its needs and constraints.

This part of ISO/IEC 20000 can be used together with the other parts efISO/IEC 20000.

2 Normative references

The following documents, in whole or in part, are normatively referenced in this document a1
indispensable for its application. For dated references;.only the edition cited applies. For ur
references, the latest edition of the referenced document (including any amendments) applies.

ISO/IEC 20000-1:2011, Information technology —,Service management — Part 1: Service manag
system requirements
3 Terms and definitions

For the purposes of this document,\the terms and definitions given in ISO/IEC 20000-1:2011 appl

4 Benefits of a phased approach

Although the demonstration of conformity to ISO/IEC 20000-1:2011 is only possible once 4
requirements of the-standard are fulfilled, there can be many reasons to opt for a phased appro
implementation. The-phases are based on identification of a suitable sequence of improvements
designed to assistin fulfilling one or more of the requirements specified in ISO/IEC 20000-1:201

fil the
three-
sition,
[0 suit

nd are
dated

ement

11 the
ach to
, each
|. This

can allow betterand more efficient risk management than attempting to make all the improvemenits and

necessary clanges in a single phase.

A phased’approach can allow costs to be incurred over a longer period of time. This can make it
to fund the SMS implementation using operational budget instead of capital budget. It can also ge

easier
herate

benefits earlier, encouraging management commitment and funding of later phases.

Additional benefits can include:

a) allowing the service provider to gain experience with a smaller set of implementation acti
rather than attempting everything in one big phase;

b) explaining each phase in a way that can be understood easily by all parties involved in or af
by the changes;

vities,

fected

c) planning the phased use of resources that can be scarce, expensive or already committed to

other projects;

d) allowing lessons learnt to be used in later phases of implementation;

© ISO/IEC 2013 - All rights reserved
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e) enabling the service provider to build internal expertise to implement the project;

f) achieving key objectives of the SMS in a planned sequence.

5 A

5.1

pproach

Overview

Toide
projed

Famili
a) th
b) tH

t should take into account some important factors. These factors can include the following:
arity with ISO/IEC 20000

e understanding of ISO/IEC 20000-1:2011 principles, purpose and requirements;

e scope and applicability of ISO/IEC 20000-1:2011;

The cyistomer perspective

c) th
d) th
The s¢
e) th
f) th
g) th

h) of
IS

i) tH
i) th

e objectives and the needs of the business and customers using the services;

e users’ experience with the current services;

rvice provider’s capabilities

e service provider’s business model, organizational struefure and objectives;

e responsiveness and flexibility of the service providerwhen changes are necessary;
e expected major changes to be made by or made-te’the service provider;

her priorities of the service provider swhich can conflict with the requirements
0/IEC 20000-1:2011;

e processes and contracts used to manage suppliers;

e service provider’s ability and readiness for the change;

The ciyirrent situation

k) tH
1) tH
m) th
n) th
0) th

e support of top management;

e management of risks related to current and planned services;
e current statas)of the SMS;

e current-effectiveness of service management processes;

e clarity and suitability of current accountabilities, authorities, roles and responsibilities;

p) tH

ecurrent status of the supporting service management technology;

ntifyasuitableapproach to fulfillingthe requirements of ISO/IEC20000-1:2011, theimplementation

of

q) the current status of participating personnel’s readiness for the change;

The expected situation

r) the need for both process and service improvement is established;

s) the financial and participating personnel’s availability for each phase or any constraints that can
affect the project;

t) the statutory and regulatory requirements and contractual obligations are known.

© ISO/IEC 2013 - All rights reserved
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5.2 Key considerations

The service provider should ensure that the SMS is implemented with the appropriate design, transition,
delivery, management and improvement structure to facilitate the delivery and management of services
that can fulfil the service requirements. The implementation of service management processes should
support the priorities of the service provider and customers.

To attain support and goodwill from the customer, the service provider should start by establishing and
implementing those processes where the customer or the service provider experiences difficulties or

can see the most immediate benefit. In addition, the service provider should consider the impact|of the
organizational change on the personnel working with or supporting the SMS. For example, theService
provider should ensure that sufficient time is allocated for communication and training. Thére’should be
sufficient time for people to understand how their day to day activities are to change andthe long term
benefits of these changes for the organization. This cannot be achieved if the implemefitation of tHe SMS
relies mainly on the production of documents and procedure descriptions. Howévet, documents and
procedure descriptions remain important to successful implementation.

One of the risks during implementation of the SMS is that the production of documents dan be
considered more important than changing the way people work. The service provider should fogus on
understanding the specific context and business needs of a particular.érganization when implemgenting
the SMS. Documents and records specified in ISO/IEC 20000-1:2011should be considered as a topl that
can support and facilitate the changes to organizational practicés; They should be appropriate [to the
size and complexity of the service provider’s organization.

Each phase in this part of ISO/IEC 20000 builds on the.achievements of the previous phase| Each
phase facilitates important and measurable evidence ‘of achievements against the requirements
specified in ISO/IEC 20000-1:2011. The phases described in Clause 6 of this part of ISO/IEC 200P0 are
recommended but can differ from organization to organization.

5.3 Understanding ISO/IEC 20000-1:2011

The success of an SMS implementation relies on the understanding of the service provyider’s
personnel regarding:

a) requirements and guidanceinJSO/IEC 20000;
b) service management objectives;
c) service requirements;

d) any new or chahged practices, roles or organizational structure to support the SMS.

5.4 Scopeand applicability

In the planming activity, the service provider should ensure that ISO/IEC 20000-1:2011 is applicable to
the service provider’s organization. This applicability should take into account the scope of the sefvices,
activities and the contribution of suppliers.

The service prm/idpr should pprfm*m an initial analysis to identify and agreetoa suitable scope for its

SMS, using the guidance on scope definition and applicability provided in ISO/IEC 20000-3:2012.

5.5 Changes to scope

A service provider can plan to implement an SMS based on the requirements specified in
ISO/IEC 20000-1:2011 for only part of its services. The service provider can decide in the future to
expand the scope of the SMS within the organization. It should be noted that the guidance in this part of
ISO/IEC 20000 is based on the defined scope being unchanged during all three phases, not on a phased
increase in scope of the SMS. When a service provider decides to increase the scope of the SMS, it can be
useful to again follow the guidance in this part of ISO/IEC 20000 from Phase 1 for the additional scope.

© ISO/IEC 2013 - All rights reserved 3
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Implementation timeframes can be shortened in future improvement efforts as the service provider
gains practical experience and can extend what has already been done to the larger scope.

5.6 Project support and commitment

The successful implementation of an SMS is dependent on management commitment through all phases.
Establishing management support and commitment should be achieved as soon as possible. Based on
initial analysis, a business case can help clarlfy understanding and estabhsh commitment. It can help

taik-sapPeF £ o d it + fo h o apnd +l £ +tha i o+l aftha
Sus al I JMPPUI CAIIU CUITTIITIILITIICTIIU lUl \,a\,ll l_lllOl.)\., AITU LIIUT CIVUTL U TIIIIINITITIZAC LIIC T IOINO LU LIIC Ju\,\,\,oo Ul LI

planned changes.

Management ensures a focus on service requirements and constraints, including statutory|and
reguldtory requirements and contractual obligations. Additionally, management shouldeénsure
appropriate priorities are allocated. The service provider should aim to maintain the understanding
and the involvement of all interested parties during all phases, not just during the first phase.

5.7 [Gap analysis

The sprvice provider should perform a detailed analysis to evaluate the gap-between the service
provider’s current organization and the requirements specified in ISO/IEC 20000-1:2011 for the defined
scopeof the SMS. This should include the identification and review of:

a) management systems that have already been established and implemented, including the scope of each;
b) eyistence and quality of both documents and records, including:

1) policies;

2] service management plan;

3] service management processes;

4] procedures;

5] service level agreements (SLAs);

6] supplier contracts;

7] records of service imprevement achievements by the service provider and suppliers;
c) adtual working practices;

d) sdrvice reviews, internal audits, conformity assessments;

e) wprkload characteristics and actual achievement against service targets;

f) rgcent or.cuprent service improvement plans;

g) cqmplexity of the organization structure;

£ £L

h) accurac:}" Uf Lh\, d\'flllll-l\.lll;) \.If I Ul\.ﬂ), I \'OIJUIIOlblllLl\,O auu au\-llul ll.l\';) Uf LIIC owdalirl,

i) skills and competencies of the staff;

j) service provider’s culture;

k) any major changes planned to the organizational structure, services and/or technology;
1) relevant statutory and regulatory requirements and contractual obligations.

The level of detail at which the gap analysis is conducted should be tailored to the needs of the service
provider and of the service provider’s customers.

4 © ISO/IEC 2013 - All rights reserved
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The outcome of the gap analysis exercise should be an assessment of the readiness of the service provider
to implement ISO/IEC 20000-1:2011 in terms of financial readiness, people readiness, risk readiness, etc.

5.8 Developing the business case

The business case for the SMS should include:

a)

description of the business need and objectives the SMS is intended to fulfil;

b)

c)
d)

proposed scope of the SMS;
constraints and assumptions affecting the SMS or the implementation;
qualitative and quantitative benefits of the SMS, including:

1) improvement to services or achieved service targets as a result @fdimproved s
management processes;

2) changesto workloads, changes to processes, increased use of the sérvice or proactive red
in support needs;

3) the ability to visibly support the business strategy, with opportunities to improve the effi
of services in all areas, leading to improvements in cost, guality and agility;

4) the ability to manage suppliers and partners more‘efficiently and effectively and to
understand the dependencies, risks and interfaces\of the supply chain;

5) the ability to be more responsive to customers, with services that are aligned with bu
needs and customer requirements;

6) increasedcustomersatisfactionofthedeliveredservicesdemonstratingincrementalimprovg

ervice

liction

Ciency

better

siness

bment;

7) helping build a long term relationShip between the service provider and customers and also

between the service provider anid suppliers through their involvement through each pha
8) potential cost savings, overall and unit costs;

9) direct or indirect benefits such as customer satisfaction, personnel satisfaction, re
business risks;

10) return on investment;

costs, including:

1) estimation of resources, including technology and people requirements;
2) costs and use of external resources;

risk assessment and recommendations for risk management covering organizational c
financial and technical risks;

Se;

duced

hange,

4

descriptiomof row the tostsand bemnefits of the tmptenmented SMSshould beevatuated;
recommendations on formal, independent conformity assessment;

timescales;

interested parties who should be involved in or affected by the implementation;
proposed terms of reference;

project support, commitment and management.

© ISO/IEC 2013 - All rights reserved
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5.9 Implementation

In order to ensure a successful implementation of the SMS, the service provider’s objectives and policies,
cultureandstructure shouldbeunderstood.Inaddition,anyotherrelevantstandards, contractual obligations,
statutory and regulatory requirements that can impact the delivered services should be considered.

The appointment of a qualified project manager to lead the implementation of the SMS should be treated
as a critical aspect of a successful implementation. This person should have both appropriate project
management and service management expertise.

In addition, a group of people should be identified, including management representation, which should
have the responsibility to oversee the project, e.g. a project steering committee. The roles, autherities
and r¢sponsibilities of this group should be agreed before the project starts. Although this part of
ISO/IEC 20000 refers throughout to ‘the project’, in practice there can be several projects\working
closely together during each phase of the implementation. The coordination and managementof multiple
projedts can be a part of this group’s responsibilities.

During the project, this group should be accountable for the implementation of theSMS.

It is ipportant to ensure that at the end of each phase, lessons learnt are captured and provided for
the continual improvement of the SMS. Lessons learnt should be used to improve the work in the next
phase| After the last phase is completed, it is important to ensure the continual improvement of the
SMS i$ maintained. The group that had responsibility for the implementation of the SMS can become
respofsible for the continual improvement of the established SMS or ayjnew group can be created.

5.10 Project readiness

Based|on the business case and gap analysis, the project mahager should take into account the following
when developing the project plan:

a) sdqope of the SMS;

b) timeframe;

c) rgsource concerns such as:

1) skills and competence of the implementation project team;

2] accommodation, travel facilities and tools to support the implementation;

d) funding sources for the.implementation project and estimates including any known assumptions
and constraints on funding the implementation, e.g. capital expenditure not yet approved;

e) risks and issuesthat can cause conflicting priorities;

f) identificatiofizand early engagement of project interested parties that are recipients of the project
de¢liverables;

g) thHe sérvice management maturity of the organization;

h) theTeceptiveness o change WIthin the organization and the abiiity of The organization to absord
and manage the changes successfully;

i) communication;
j) procurement;
k) review procedures for:
1) organizational and project objectives with related measurements and reporting requirements;

2) project’s business, technical, functional and resource requirements;

6 © ISO/IEC 2013 - All rights reserved
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3) organizational and project processes such as: quality assurance, quality control, configu
management, change management and related process requirements.

5.11 Project team

ration

To ensure a smooth transition throughout the three phases described in Clause 6 of this part of
ISO/IEC 20000, the project team should have strong leadership and expertise in establishing and

implementing policies, service management processes and continual improvement activities.

Selecting personnel for the project team who are also involved in existing day to day operg
activities can lead to conflicting priorities. This is particularly important when day to day-worl
are unpredictable.

The project team should have expertise in and be responsible for:

a) designing and implementing the SMS;

b) defining the procedure for developing and implementing new or changed{rocesses;

c) developing, implementing and integrating processes within the scape-of the SMS;

d) minimizing impact of the SMS implementation on day to day acdtivities;

e) testing and measuring the effectiveness, efficiency and continual improvement of processes;
f) managing organizational change, communication andtfaining.

The project team should be aware that the effectiveness of the SMS depends on the integrat
the service management processes. Defining the“processes and understanding their integrat
the beginning of the project can help ensure the,coherent implementation of the SMS based
requirements specified in ISO/IEC 20000-1:2011.

Service owners, process owners and operational managers should have an important role in ident
and managing changes to improve proeesses and services. As process owners and service owng
identified, they should contribute to,and support the project team.

For some service providers, theprocess owner can often be the same individual for multiple prog
The process owner role can someétimes also be combined with the process manager role. For others
providers, there can be benefits to each process owner only having responsibility for a single p
or involving people with\increased process specialization and responsibilities. Service providers

tional
kloads

ion of
ion at
bn the

ifying
s are

esses.
ervice
Focess
hould

give consideration to_ceordinating this larger group of people, especially if they are based at diffferent

locations or focused.on the delivery or management of different types of services.

Operational mdnagers, if different from the process owners and service owners, should a
representedon’the project team. This can ensure they are keptaware of any changes affecting oper:
Their involvement can also ensure that the plans are realistic and that the plans minimize the imp
day to'day operations.

so be
tions.
act on

62 Overview of implementation phases

Figure 1 represents a high level view of the clauses of ISO/IEC 20000-1:2011 in terms of their relation to

the three implementation phases described in this part of ISO/IEC 20000. These phases are descri
greater detail in Table 1 in Section 7.

© ISO/IEC 2013 - All rights reserved
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(" 4.1 Management responsibility )
4.2 Governance of processes operated by other parties
4.3 Documentation management
4.4 Resource management
\_ 4.5 Establish and improve the SMS Y,
5.1 General

5.2 Plan new or changed services

53 Desig andd 1} P tofnew or rh:nsar‘

5.4 Transitioned of new or changed services

6.1 Service level management

6.2 Service reporting

6.3 Service continuity and availability management

6.4 Budgeting and accounting for services

6.5 Capacity management

6.6 Information security management

7.1 Business relationship management

7.2 Supplier management

8.1 Incident and service request management

8.2 Problem management
2

9.1 Configuration management

9.2 Change management

9.3 Release and deployment management

Phase 1 Phase 2 Phase 3

~\ ¢ —

Figure 1 — Clauses of ISO/IEC 20000-1:2011 across each of the three phases

Figurg 1 represents a generic approach and a service provider should adapt these phases to suit their
indiviflual circumstances based on the output from the initial gap analysis recommendations.

If the[service provider has alréeady implemented some processes, these processes can be improved
beginhing in Phase 1. During latér phases, additional improvements to these processes can be completed,
such gas developing effectjve interfaces to new or improved processes.

The sqrvice managemert processes should be:

a)
b)
‘)
d)
e)
f)
g)

dé¢fined;

d¢cumented;

imhplemented;

operated and managed;
measured;
reviewed / audited;

improved to support service management objectives, align with policies or meet customer
requirements.

The Plan-Do-Check-Act (PDCA) methodology should be used for planning, monitoring, reviewing and
improving the SMS, including the service management processes and the services.
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7.1 Summary of activities in each phase
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The table below introduces a summary of activities in each phase. This summary is the basis for the
definition of the three implementation phases described in Annex B.

Table 1 — Summary of activities in each phase

Phase 1 characteristic: React to service
disruptions or requests quickly and
effectively.

Phase 2 characteristic: Anticipate service
disruptions or requests and provide a
reliable service.

Phase 3 characteristic: Fully integrate
processes and improve the SMS angl
services.

Incorporates the findings of the gap analysis
and the business case.

Adjustment of plans based on results of
analysis at the end of Phase 1.

Adjustment of plans based.on results|of

analysis at the end of Rhase 2.

SMS structure established and implemented
including service management plan, initial

Revision of policies, additional processes,
integration of existing processes, procedures

Revision of polieies,final processes, inte-
gration of all pyocesses, documentatipn of

and procedures to fulfil the requirements of
ISO/IEC 20000-1 for a basic SMS. The focus
includes reacting quickly and effectively

to service disruptions and requests. The
service provider has knowledge of all the
services and related components that enable
it to react to these service disruptions or
requests.

policies, commitment/accountability, major [and other supporting documentation. detailed precediires and supporting dlocu-
incident management/reactive processes. ments.

On completion of Phase 1, the service pro- On completion of Phase 2, the service pro- On gompletion of Phase 3, the service]
vider has implemented policies, processes |vider has implemented activities, processes, |provider has a good understanding of the

procedures and control Cls that enable it to
anticipate and avoid service disruptions.
The service provider has put in place initial
measurements. The service provider has
stabilized its processes in order to provide a
more reliable service to its customers?It has
begun discussing with its custeniers their
future service requirementsyinorder to
incorporate their needs intots plans.

customer’s business and service reqyire-
ments. Measurement of the effectiverjess
and efficiency of the services and profcesses
is in place, and measurements can inqlude
customers’ satisfaction and continua
improvement of delivered services. The
service provider has understood and
established business relationships w{th
both suppliers and customers. As a rqsult,
the service provider should now be able to
demonstrate conformity to all requirgments
of ISO/IEC 20000-1.

Analysis of status at the end of Phase 1.

Analysis of status.at the end of Phase 2.

Analysis of the status at the end of Phase 3,
including a full internal audit and, wHere
appropriate, conformance to the standard.

By the end of Phase 1 the SMS provides the
basis for Phase 2.

By the.end of Phase 2 the SMS provides the
basis for Phase 3.

By the end of Phase 3 the SMS provid¢s the
basis for continual improvement of te SMS
and services.

7.2 Key characteristics and activities of each phase

Table 2 introduces key characteristics and activities which are aligned with Figure 1 and Annex B.

Table 2 — Key characteristics and activities of each phase

ISO/IEC 20000-1-¢0m-
ponent

Phase 1 characteristic: React to
service disruptions or requests
quickly and effectively.

service.

Phase 2 characteristic: Antici-
pate service disruptions or
requests and provide a reliable

Phase 3 characteristic: Fully inte-
grate processes and improyement
of the SMS and services.

4.1 Managément respon-
sibility-
are defined.

Service management policy and
process specific policies and plan

reliable service.

Service management policy and
process specific policies and plan
are updated to provide a more

Service management policy and pro-
cess specific policies and plap are
evaluated and updated for coptinual
improvement.

4.2 Governance of pro-
cesses operated by other
parties

Processes operated by other par-
ties are identified and contracts
are reviewed to identify which
ones allow the service provider

to demonstrate governance of pro-
cesses in Part 1, Clauses 5 to 9.

operated by other parties.

Agreement with other parties to
allow service provider to demon-
strate governance of all processes

Processes operated by other par-
ties are measured, monitored and
controlled against agreements and
policies.

Reviews with other parties are in
place and improvement areas are
identified and prioritized.
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Table 2 (continued)

ISO/IEC 20000-1 com-
ponent

Phase 1 characteristic: React to
service disruptions or requests
quickly and effectively.

Phase 2 characteristic: Antici-
pate service disruptions or
requests and provide a reliable
service.

Phase 3 characteristic: Fully inte-
grate processes and improvement
of the SMS and services.

4.3 Documentation man-
agement

Service management policy, and
process specific policies and
objectives are documented.

Implemented processes and pro-

Service management policy, and
process specific policies and
objectives are updated.

Additional processes, procedures

Any additional service manage-
ment roles and responsibilities are
documented.

Process and procedure documents

cedures are documented.

Document controls are imple-
mented.

and interfaces are documented
and existing ones updated.

Service management roles and
responsibilities are documented.

are evaluated and updated for con-
tinual improvement.

Document controls are verified‘and
audited.

4.4 Regource manage-
ment

Determine and provide resources
for SMS and services.

Service provider personnel
understand the services offered to
customers.

The project team, key line
managers, process owners and
service owners are aware of [SO/
IEC 20000, their role in service
management and their responsi-
bilities in the implementation.

Service management roles and
responsibilities are agreed.

Service provider personnel are
aware of ISO/IEC 20000, their
role in supporting the SMS and
services and they are competent
to perform their roles and respon-
sibilities.

Evaluate, determine andwptovide
any additional resoufces-or differ-
ent skill sets to support the SMS and
services.

4.5 Establish and

Customers are identified and

Risks are documented and man-

Effectiveness of SMS is evaluated

improve the SMS service requirements are docu- aged. and improved.
mented. SMS is implemented. The performance of the processes
The scope of SMS is defined. and services is monitored and cor-
X . Rel?orts on the performance of the rective action taken as required.
SMS is established. The concept delivered processes are produced
of continual improvement is and reviewed: Internal audit and management
understood. . . reviews take place.
Improvefnents are identified,
recorded; planned and imple- The effectiveness of planned
mented. improvements is monitored.

5.1 General Where other parties are used to Changes to new or changed services
develop new or changed services, [thathave the potential to have a
suitable suppliers are identified major impact on services to the cus-
via the supplier management tomer are identified. Where other
process. parties are used to develop the new

X or changed services, authorities and
Ensure that chang_es mn _the scope responsibilities between the service
of Clause 5 are defined n the provider and supplier are clearly
change management policy. defined.

5.2 Plan new or changed New or changed services are The plans relating to new or

servicds

planned to fulfil the service
requirements.

changed services are evaluated
and agreed with the customer and
interested parties.

ment of new or changed

5.3 De]'gn and develop-
servicgs

The new or changed services are
designed and developed to meet
the agreed service requirements.

New or changed services are evalu-
ated and adjusted to meet changing
service requirements, policies or
business objectives.

5.4 Tral
chang

sition.ofnew or
services

The new and changed services are
built and tested to ensure they
fulfil the service requirements,
prior to being deploved using the

Final test results are produced and
communicated to interested parties
prior to releasing and deploying
processes

release and deployment manage-
ment process.

6.1 Service level manage-
ment

A service catalogue is in place
detailing all live services and
information about those services.

Changes in customer and service
requirements are adequately
managed, controlled, approved,
implemented and verified.

Targets for each service are docu-
mented in SLAs and agreed with
the customer.

Performance of the service is
reviewed and opportunities for
improvement identified.

Service reviews will be held with
customers.

10
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Table 2 (continued)

ISO/IEC 20000-1 com-
ponent

Phase 1 characteristic: React to
service disruptions or requests
quickly and effectively.

Phase 2 characteristic: Antici-
pate service disruptions or
requests and provide a reliable
service.

Phase 3 characteristic: Fully inte-
grate processes and improvement
of the SMS and services.

6.2 Service reporting

Desired service reports are
designed and agreed with inter-
ested parties.

On need basis service reports are

Service reports are produced as
per design and agreement with
interested parties.

Customer satisfaction and service
complaint reports are produced
and analysed to support decision
making. Improvement actions are
identified based on the findi gs.

produced.

6.3 Service continuity
and availability manage-
ment

Unplanned non-availability is
investigated and action taken to
understand the root cause.

Business plans, SLAs and risk
assessments are used to develop
an availability plan.

Business plans, SLAs and risk
assessments are used to develop
a service continuity plan which is
tested.

The availability of services is
measured.

Availability plans are reviewgd and
audited.

The service continuity plan i§ tested
and the results\até used to ugpdate
the plan and féed improvemepnts.

Once updated, availability anjd
service continuity plans are 4greed
with the customer.

6.4 Budgeting and
accounting for services

Costs are understood and tracked
ata simple level.

Budgets and costs are available
for each service.

Indirect costs are apportioned and
allocated according totheservices
provided.

]

Budgets and costs support th
change management process

Adequate financial controls gre in
place.

Budgets and costs are integrated
to establish priorities and mgasure
service performance.

6.5 Capacity manage-
ment

Service réquifements are used to
develep,a capacity plan.

Thetcapacity of services and Cls
are measured.

Changes to services and Cls that
affect the capacity of the seryice are
identified and managed.

Capacity monitoring and plags are
evaluated and used as input for ser-
vice and process improvemeits.

6.6 Information security
management

Information security policy is
defined.

Information security controls are
defined

Information security events are
recorded and analysed.

Information security controlf are
monitored and audits take plhce.

Information security objectiyes are
revised based on controls andl audit
results.

7.1 Business relationship
management

Customers and/users are identi-
fied and.documented.

Complairits procedure is imple-
mented.

The service performance is
reviewed with the customer.

Customer satisfaction is measured
and managed.

Service improvement plan to
improve customer satisfactidn is
evaluated and implemented.

7.2 Supplier management

Suppliers are identified and docu-
mented.

Service targets for services from
suppliers are included in a new
contract (if revisions are neces-
sary).

The performance of the services
delivered by the service provfider

is evaluated and reviewed with the
suppliers and improvement actions
are identified based on the fipdings.

8.1 Incidentiand service
request management

Incidents and requests are
recorded, resolved and analysed.

Personnel improve incident
resolution and service request
fulfilment by the use of available
information.

Service improvement plan to
improve incident resolution gnd ser-
vice request fulfilment perfofmance
is evaluated and implementefl.

8.2 Problem manage-
 ment

Trend analysis is performed on
the incident records.

The effectiveness of problem|resolu-
tion is monitored and evaluated on

an ongoing basis.

© ISO/IEC 2013 - All rights reserved
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Table 2 (continued)

ISO/IEC 20000-1 com-
ponent

Phase 1 characteristic: React to
service disruptions or requests
quickly and effectively.

Phase 2 characteristic: Antici-
pate service disruptions or
requests and provide a reliable
service.

Phase 3 characteristic: Fully inte-
grate processes and improvement
of the SMS and services.

9.1 Configuration man-
agement

Alist of configuration item
(CI) categories along with key
attributes and relationships is
produced.

Cls are recorded in a Configu-
ration management database
(CMDB).

Appropriate controls are in place

Audits of the CIs take place.

to manage new CIs and changes to
the existing CIs.

Change management approves the
introduction, deletion or changes
to Cls.

Auditing of the controls used
takes place.

Baselines of the configuration and
its CIs take place regularly.

9.2 Change management

Changes are recorded, classified
and basic risk assessment and
scheduling is performed.

Change management policy is
developed and published.

Change approval procedures are
in place for all types of changes.
No changes are carried out unless
approved.

Changes are reviewed post-imple-
mentation.

Updates to CMDB occur folloawing
completion of a change!

The changémanagement controls
are audited regularly to ensure that
théeontrols are adequate and are
being enforced.

9.3 Relpase and deploy-
ment njanagement

Releases are plannéd i conjunc-
tion with the customer and
reviewed.

A test strategy is developed for
every rélease.

Postrelease reviews are held to
learn lessons and drive continual
improvement.

Analysis of release performance is
incorporated into process and ser-
vice improvement initiatives.

Releases are planned and managed
using a repeatable and successful
approach.

[t is rgcommended that the service provider performs a readiness check after the end of phase three to

make

8 Ppst-implementation

8.1

Control of the SMSand improving service

sure that conformity to all requifements specified in ISO/IEC 20000-1:2011 can be demonstrated.

Once the SMS has beehimplemented, the service provider should ensure that the SMS and the services
can rgmain aligneddwith evolving business objectives and service requirements.

The s¢rvice provider should appoint a group of interested parties to ensure the management of the
SMS ahd cotmimitment to continual improvement of the SMS and services. This group should include the

senior

responsible owner, process owners and service owners.

In addition, the change management process should be applied to the assessment of any risks associated
with proposed changes and how they can impact the SMS, the services or the service provider

organization.

8.2 Plan-Do-Check-Act

The continual improvement of both processes and services, by the application of the PDCA methodology
as described in ISO/IEC 20000-1, is one of the most essential aspects of the SMS. The PDCA methodology
supports the service provider to ensure that the requirements specified in ISO/IEC 20000-1 continue to

be fulfilled.

12
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Inorderto ensure thatthe SMS and the services continue to meetthe needs ofthe business and customers,

the following activities should be performed on an ongoing basis:
a) monitoring of service and process performance;
b) internal audit, management reviews and external audit (where required or appropriate);

c) prioritized improvement of the services and processes.

8.3 Interfaces to projects for new and changed services
New and changed services should be delivered using a design, transition, delivery and improyement

The service provider should seek information about changes to the customers’ business obje
or other changes which can affect the services. It is also important for the business and the cusg

cycle.

ctives
tomer

to inform the service provider about these changes, as early as possible. The(business relatignship

management (BRM) process should facilitate the communication between the service provide
customers regarding such changes.

br and

© ISO/IEC 2013 - All rights reserved
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Table
consid

Annex A
(informative)

Project initiation and business case development

Table A.1 — Basis for three phases

A.1 lists main activities of the project initiation and business case development. This should be
ered in the context of the service provider’s business needs and business model.

Project initiation activities

Management Respon-
sible

1
2)
3)

a) Understanding of:

principles, objectives and requirements of ISO/IEC 20000-1;
4cope of an SMS to fulfil ISO/IEC 20000-1 requirements, including all relevant suppliers?
dpplicability of ISO/IEC 20000-1 to the service provider’s circumstances.

Top management

b) Busjiness case for gap analysis developed, including costs of gap analysis.

Project management

c) Bus|ness case and funding for gap analysis approved.

Top management

1
2)
3)
4)
5)
6)
7)
8)
9)
10)
11)
12)

d) Gapanalysis of current state against the requirements specified in ISO/JEC 20000-1 per-
forme(:

qtatus of the current SMS (if present);

¢xisting documents and records;

tesults of service reviews, internal audits or other confofmity review;
yorkload characteristics;

ctual service levels;

ecent or current service improvement plans;

humbers, skills and competences of available staff;

major changes that can clash with the implementation of SMS;

ther priorities that can take precedence over the implementation;
relevant statutory and regulatory requirements and contractual obligations;
experience of other servie€ providers in similar circumstances;

service and process-performance metrics.

Project management

e)

Impllementation business case based on the gap analysis and projected cost-benefits:

1)

bjectives fox implementing SMS;

2) tecommeéndations on formal independent conformity review;

3) proposed scope of the SMS;

4)

radictad caruvicalavale (or chanagac to carvica layald).
C (s} ol

5) predicted changes to workloads;

6) costsavings as overall costs and unit costs;

7) other direct or indirect benefits;

8) estimated implementation project resources, including the project team;

9) interested parties affected by or involved in the implementation;

10)
11)

risk assessments and risk management recommendations;

proposed terms of reference, project sponsorship and project governance.

Project management

14
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Table A.1 (continued)

Project initiation activities

Management Respon-
sible

f) Implementation business case approved, including costs and benefits from each phase:

1) top manager and other interested parties confirmed as project sponsors;
2) project governance agreed;

3) project team leader agreed;

Top management

4) project team structure and resourcing agreed.

g)

Implementation project planned in detail, including for each phase:

1) timescales and phasing;

2) managers’ commitment towards changes required to implement ISO/IEC 20000-1;
3) assessment of the organizational culture and ability to adapt;

4) numbers, skills and competences of the available implementation project team;

5) financial constraints on funding for the implementation project;

6) accommodation, facilities and other tools available for the implementation projeet;
7) service owner(s) and process owners identified;

8) scope of the intended project.

Project management

h)

Implementation project plan agreed ensuring the availability of resourees.

Top managemg¢nt

© ISO/IEC 2013 - All rights reserved
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Annex B
(informative)

Three phases of the implementation project

While| Table B.1 below lists the activities to be undertaken within each phase as well as the role

respo

nsible for performing them, it is important to emphasize a few points related to Phase 1. Phase 1,

described in this Annex, starts when the following is in place:

a) there is management commitment for the implementation of an SMS based on the requirements

specified in ISO/IEC 20000-1;

b) plans have been developed for the implementation project, based on the gap analysis;

c) n¢cessary funds and other resources have been made available;

d) a

group has been established for management of the implementation.*project, e.g. a steering

committee, that also gives direction and support to the project teams

Each phase ends with a review of the project milestones, similar tothe gap analysis done during the
develgpment of the business case. The results of the analysis are used to adjust the planning and
activities of the next phase.

In the

table below, each activity within a phase is identified, as-are the team, group or function responsible

for enjsuring that each activity is completed. Some activities are repeated in several phases, as the
comp@nents ofthe SMS are implemented and improved. Allreferences are to ISO/IEC 20000-1:2011 clauses.

This t

hble is a template and should be referred along with Table 2 for the detailed description.

Table B.1 — Activities in three phases

Activity Phase
123

Responsibility

4 SM$ general requirements

4.1 Management responsibility

411 IManagement commitment o | o e
4.1.2|Service management policy o oo
- S — Top management
4.1.3 [Authority;résponsibility and communication o | o e
4.1.4Management representative o oo
. Top management
4.2 Gpyvernance of processes operated by 3rd parties o | oo _
Project team
4.3 Documentation management
4.3.1 Establish and maintain documents o oo )
Project team
4.3.2 Control of documents o | oo _
Documentation team
4.3.3 Control of records o | o e
4.4 Resource management
4.4.1 Provision of resources | o oo Top management
16 © ISO/IEC 2013 - All rights reserved
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Table B.1 (continued)

Activity Phase -
Responsibility
123
Project team
4.4.2 Human resources o | oo

Human resource team

4.5 Establish and improve the SMS

4.5.1 Define scope . Project teatn

4.5.2 Plan the SMS (Plan) o | Projectteam

Top management
Project team
4.5.3 Implement and operate the SMS (Do) oo e 31
ervice ownery

Process owners$

4.5.4 Monitor and review the SMS (Check)

Project team

Service improvenjent

manager
4.5.4.1 General o | oo .
Service owners
Process owners$
Audit team
4.5.4.2 Internal audit o | Audit team
4.5.4.3 Management review o | Top management

4.5.5 Maintain and improve the SMS (Act)

Project team

Service improvenient

manager
4.5.5.1 General o | oo Audit team
Process owners$

Service owners

Top managemeipt
Project team

Service improvement

4.5.5.2"\Management of improvements o |
manager

Service owners

Processowters

5 Design and transition of new or changed services
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Table B.1 (continued)

Activity Phase

Responsibility

New or changed service
project team

Change management

£ m.

ad
cCTOTIT

5.1 General e | ¢ | Configuration manage*
ment team

Release management
team

Process owner

5.2 Plan new or changed services e | ¢ | New or’ehanged service
project team

5.3 Design and development of new or changed services INew or changed service
project team

Change management
team

Configuration manage-
ment team

Release management
team

New or changed service
project team

Change management

team
5.4 Transition of new or changed services o | . _
Configuration manage-

ment team

Release management
team

6 Seryice delivery processes

Project team

Service level manage-
ment team

6.1 Service level management e | o | o| Change management
team

Service owners

Process owners

6.2 Service reporting Project team

Service reporting man-
agement team

6.3 Service continuity and availability management
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Table B.1 (continued)

Activity Phase

Responsibility

Service continuity man-

. o o . agement team
6.3.1 Service continuity and availability requirements o | o
Availability management

faamn
TCoTtT

Service continuity’man-

. o o agement team
6.3.2 Service continuity and availability plans o |
Availability.management

team

Project team

Service continuity man-

6.3.3 Service continuity and availability monitoring and
o | o |0 agement team

testing
Availability management
team

6.4 Budgeting and accounting for services o | oo Project team

Financial management
team

Process owners$

6.5 Capacity management Project team

Capacity manage;nLent
Change managemient

team

Process owners$

6.6 Information security management

Top management

Information security
6.6.1 Information security policy o oo management team
Project team

Process owner

o |e Information security
management team

6.6,2:Information security controls Project team
Audit team

D
I'TUCTSS UWIITT

Project team
Change management

Information security

6.6.3 Information security changes and incidents o | o |e
management team

Incident management

Process owners

7 Relationship processes
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Table B.1 (continued)

Activity Phase

Responsibility

Project team

Business relationship
management team

Service level manage-

71 BJlsiness relationship management o | o e
ment team

Change management
team

Process-ewners

Prdject team

Supplier management
team

Service level manage-

7.2 Supplier management o oo ment team

Change management
team

Process owners

8 Redolution processes

8.1 Incident and service request management Incident management
team

Major incident manage-
° o | o ment team

Service request manage-
ment team

Process owners

Problem management
team

8.2 Problem management e | | Change management
team

Process owners

9 Control processes

9.1 Configuration management Configuration manage-
° o | o ment team

Process owners

20 © ISO/IEC 2013 - All rights reserved


https://standardsiso.com/api/?name=d00bd27602333e269e3ad28253b005fb

ISO/IEC TR 20000-5:2013(E)

Table B.1 (continued)

Activity Phase o
Responsibility
1/2|3
9.2 Change management Configuration manage-
ment team
Change management
faam

team

Process' owners$

9.3 Release and deployment management

Release managemlent
team

CGonfiguration manjage-
ment team

Change managemfent
team

Process owners$
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Annex C
(informative)

Developing policies

C.1 [General principles

The dervice provider planning to implement an SMS based on the requirements specified in
ISO/IEC 20000-1:2011 should be aware that setting policies is fundamental to the suecess of the
implementation as well as the management and the improvement of the SMS.

Per the requirements specified in ISO/IEC 20000-1:2011, the service management policy should clarify
top management direction. This policy should then be aligned with process specific policies.

A prodess policy should provide direction for all service management process.participants and be linked
to and supported by other integrated process policies. Processes should alsobe linked to and supported
by pr¢cedures. If this relationship between policy, process and proceddre”is maintained, the process
outcoines can be supported by what is done on a day to day basis.

A single policy can have several dependent processes and a singleprocess can have multiple procedures,
potentially covering different usages of the same process acrgss‘the organization. Policies, processes
and procedures should form a logical set. Any components missing from a policy, process or procedure
should be identified and an action plan for providing the missing components approved and implemented.
During a conformity assessment, the assessor should expéct to see a coherent and logical set of policies,
processes and procedures that are linked to the service'provider’s objectives.

Polici¢s should be developed to meet the service\ptovider’s specific circumstances. Policies should be
develdped or revised as a result of the gap analysis and after each phase of the implementation, as the
servige provider fulfils more of the requirements specified in ISO/IEC 20000-1.

Polici¢s should be reviewed and, if negéssary, revised after each of the following:
a) egch internal audit or management review;

b) ajor changes, e.g. to the services, processes or technology used to deliver the services, or the
sdqrvice provider’s orgdanizational structure.

Any change to a policyean initiate a change to a process or procedure impacted by the revised policy.
Similarly, if there is‘a)request to change either a process or procedure the decision should take into
accoupt whethersorinot this can impact adherence to the policy.

A polity developed by one organization can work very well for that organization’s circumstances but be
completely inappropriate for another. To adopt another organization’s policies can direct the focus of the
implemméntation incorrectly and lead to a failed implementation. Adopting another organization’s policies
also coutdTmes ESEIVICe provide ATAgENENt and proje < AVE TTOt ZIVEIT ENMOUgEIT CONSIaeratio
to what is required for their circumstances, perhaps because they have not been properly understood.

Example policies are provided below to illustrate the differences that can be required across different
organizations.
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C.2 Phase 3 service management policy

This sample policy illustrates what a service provider can achieve by Phase 3, when the implementation
of the SMS is complete. It can be developed during Phase 1 to set direction for the remaining phases.
Example policy statements can include the following.

a) The SMS is managed and improved in alignment with the requirements specified in
ISO/IEC 20000-1:2011.

b) The interfaces between service management processes are clearly defined, documented and
monitored for effectiveness and efficiency.

c) Measurements are defined and used to measure the effectiveness and efficiency'/of all SMS
components, including processes and services.

d) Annualbenchmarkingagainstotherleading companies withinthe same industrysectoris performed
based on agreed measurements.

e) Adherence to service management policies and processes is measured to.assess the effectiveness of
existing suppliers, or to assess the suitability of potential suppliers:

f) Roles and responsibilities for all service management processes are defined in a consistent and
complete manner.

g) Documented roles and responsibilities are used as the-basis for training and managempent of
staff competences.

h) Changes to processes or procedures are controlled by the change management process.

i) New staff, or those changing roles, are trained+to an agreed level of competence in the processes and
procedures they perform or are accountable for.

j)  The service management processes, policies and plans are regularly reviewed and enhanfed to
incorporate innovations and improvements.

k) The service requirements should be agreed to ensure that service management activitigs are
focused on the fulfilment ofthose requirements.

1) We are committed to_centinually improve the effectiveness of the SMS and services in alighment

C.3 Phase 1 incident management policy

with evolving business-objectives and customer requirements.

This sample policy on the incident management process illustrates what a service provider can afhieve
in Phase 1, \with many of the activities implemented that are required to fulfil incident management
processrequirements specified in ISO/IEC 20000-1. In Phase 1 many of the other components of te SMS
can stillbe at an early stage of implementation or not present. Once other components of the SM§ have
beeryimplemented, the incident management policy can be updated to reflect the control of interfaces

with those components, for example policies and processes.

Example policy statements for the incident management process can include the following.

a)
b)

‘)

d)

The incident management process owner is accountable for the incident management process.
All incidents are allocated a priority and classified by type.

To ensure timely resolution of incidents, process participants should have access to relevant
information. This should include available databases of known errors developed by the incident and
service request management process.

All information defined as required for an incident record is kept up to date.
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f)

g)

h)

j)

24

Incidents can only be put into suspended status with the formal agreement of the interested parties.

The analyst should check and correct the classification of incidents before closure and is responsible
for closing of all incident records, after agreement by the customer affected that the incident has
been resolved satisfactorily.

Procedures for handling major incidents are agreed with appointed representatives of the customer,
the process owner and the service owner.

The-tci . e
aIIout and kept appraised of major incidents.

Se¢rvice reports are produced and used to track the efficiency and effectiveness of the incident-and
sqrvice request management process. They are also used to identify and recommend improvements.

If[incident resolution includes changes to any component of the service, those changes.arecontrolled
by the change management process.
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Annex D
(informative)

Documentation management

D.1 General principles

Although an effective SMS is the result of what people actually do, often on a day to day basis, supp
documentation is important as it provides the continuity of understanding and a-basis for tr3
review and continual improvement.

ISO/IEC 20000-1:2011 includes requirements that documentation be appropriaté and available 3
staff can perform their roles. The documents do not need to be long or complex for this purpos
service provider should aim to produce documents that are concise, easy te use and understand.

Documentation can also provide some of the evidence for an assesgnment. Documentation manag
should be understood and included early in the planning for implénjentation of the SMS.

D.2 Assessment of documentation

The service provider should include existing documents and documentation management procedt
the gap analysis performed as part of the development of the business case for the SMS.

Common deficiencies that should be checked duting the document assessment can include:

a) notallpolicies, processes, procedures and plans required by ISO/IEC 20000-1:2011 are docum|
b) out of date or obsolete documentation in the same location as current versions;

c¢) documents include the names'of individuals instead of roles or job titles;

d) inclusion of irrelevant details in the body of a document, such as the historic reasons a new p
or procedure was doctumented;

e) inadequate version-control (which risks the wrong version being used in error);

f) norecord of\why a document was changed in the document history or who approved the cha

prting
ining,

o that
e. The

ement

ires in

ented;

fOCess

hge;

h) documentg'that are excessively detailed and time consuming to read or difficult to understamnd;

i) awide variety of formats, structure and media;

j) » ‘missing documents such as plans, objectives, policies, processes, procedures, SLAs and service reg

cords;

k) nnnpr‘pccnry variations on prn{‘nccpc and prnr‘pdnrpc;

7

1) policies, processes and procedures that are not connected as a logical hierarchy;

m) policies, processes and procedures that overlap or duplicate each other, or leave important

components of the SMS undocumented;

n) missing or incomplete records;

0) acurrentdocumentorrecordthathasnorelationship towhatactivitiesareactually being performed.
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D.3 General SMS documentation guidelines

A number of general considerations can be taken into account with respect to documentation within the
scope of the SMS:

a)

b)

c)

d)

f)
g)

h)

j)

k)

26

a secure document store can be made available at the beginning of the implementation project and
managed as a valuable resource;

the secure document store can be physical, virtual or online. It can be a single secure document

stiore or several, [inked and managed as a valuable resource tor the SM5;

sdrvice providers should give thought to the benefits of using electronic documents, document
rgpositories, collaboration spaces, intranet and the possibility of creating links between dogumeénts
orf records using hyperlinks;

a gervice provider can find it highly beneficial to manage documentation by defining-documents as
Cls and controlling changes to them through the change management process;

the structure of the secure document store can group related documents intosalogical set, e.g. an
electronic folder;

the structure of the secure document store and the structure of documentscan supporteasy referencing;

documents should be based on templates, with a similar structute‘and format where possible, to
facilitate consistency and to simplify searching the different parts’of each document;

statutory and regulatory requirements and contractual ebligations should be taken into account,
e.g. the period of time a document or record should be retained;

policies, processes and procedures should be agreed for:
1) the structure and media of the documents;

2] naming of documents;

3] version control;

4] controls and rights on amending or browse only;

5] the control of distributing-documents;

policies, processes and procedures should support the control of documents throughout their
lifecycle, including:

1) creation;
2] review;
3] apprevdl;
4

maintenance;

5) disposal;

6) change;

Each stage of the document lifecycle should have a clear set of:
1) roles;

2) responsibilities;

3) accountabilities.
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D.4 Documentation planning

In planning the implementation of an SMS, service providers should ensure that there is an appropriate
balance between the time allocated to producing documents and the time allocated to changing the way
staff and managers perform the activities.

The following should be considered:

a) outofdateorobsoletedocumentationshouldbearchived, or,wherethereisnoneedfordocumentation
to be retained, it should be disposed of;

b) ensuring consistency of process activities is easier if there are templates, standard. stylgs and
example documents;

c) arecord has value if it represents what has been achieved without significant errors and is in a style
and format that is easy to understand,;

d) the service provider can find that documents are varied in their formatstyle or level of defail, so
policies, processes and procedures should not be combined in a single dacument;

e) procedures previously produced as the result of localized or obsdléte process initiatives cap have
little relationship to the current process or policy. Procedures ghould be reviewed and if nec¢ssary
replaced or amended as part of the logical set of policy, processand procedure;

f) the history of why a process or procedure was documentéd or amended should be summarized in a
short history sheet, preferably at the front or back of.the document;

g) the names of individuals should be replaced by-the role or job title for all documents, exc¢pt for
individuals involved in migrating the documént’through its lifecycle, e.g. the author or mgnager
accountable for approving the document for félease or disposal;

h) the service provider should ensure that@ccess and retrieval of documents and records is pgssible
during conformity assessments and thféughout the lifetime of the SMS.
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Annex E
(informative)

Templates

E.1 [General principles

This annex contains several templates that can be amended to support the implementation of‘an SMS
based|on the requirements specified in ISO/IEC 20000-1.

E.2 [List of templates

Pleasq note that the list only shows some examples of templates that needs to be'developed

Serial Number Templates

E.3 [SO/IEC 20000-1 implementation project plan
E4 Service management plan

E.5 Policy template

E.6 Procedure template

E7 Change management policy template

E.8 Service improvement plan template

E9 Key performance indicator reporting template
E.10 Individual customer satisfaction template

E.3 [SO/IEC 20000-1 impleméntation project plan template

1 Introduction

< Mention the objective of the.SMS implementation plan and intended audience. >
2 Plap

< Estgblish the objéctives and processes necessary to deliver results in accordance with customer
requifements and,the organization’s policies. Planning elements may include the following. >

2.1 Vilsion andymission of the SMS implementation project;

2.2 Ofganizational impact and risk analysis;

2.3 Core team composition;

2.4 Training plan - core team, practitioners, management;

2.5 Communication plan - internal and external stakeholders;
2.6 Governance framework;

2.7 Baseline assessment on process and performance.

3 Do

28 © ISO/IEC 2013 - All rights reserved


https://standardsiso.com/api/?name=d00bd27602333e269e3ad28253b005fb

ISO/IEC TR 20000-5:2013(E)

< Implement the processes. The key activities here are: >
3.1 Design of the SMS;
3.2 Standard policies, procedures, guidelines and templates;

3.3 Standard measurement framework;

3.4 Implementation of the processes across all functions and projectsin scope for the certification exercise;

3.5 Management of changes to ways of working and behavioural aspects through appropriate tra|inings

and communication;
3.6 Assess and deploy a set of service management tools to support the SMS and services:
4 Check

< Monitor and measure processes and services against policies’ objectives and requirements and
the results. Key activities here include: >

4.1 Periodic status reporting;

4.2 Project plan reviews by key stakeholders;

4.3 Audit and compliance framework.

5 Act

< Take actions on the deviations and variances and centinually improve process performance. >
6 Acronyms

< List all the acronyms and their descriptionuséd in the plan. >

7 SMS design

< Embed the SMS design. >

8 Key roles and responsibilities

< Describe the roles and responsibilities. >

9 Measurements

< List the measurements and metrics planned to be collected for this project plan. >
10 Verification

< List the xeviews, audits and verifications required for this plan. >

11, Tailoring

< Any tailoring(s) required based on specific customer requirements may be detailed. >

report

12 Templates

< List all the templates that should be provided with this plan. >

E.4 Service management plan template
1 Introduction

< Mention the objective of the service management plan and intended audience. >

© ISO/IEC 2013 - All rights reserved
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2 Overview

< Establish the scope and processes necessary in accordance with customer requirements. >

2.1 Overview and scope of the customer engagement;

2.2 Establish critical success factors of the customer engagement;

2.3 Enlist the service level agreement (SLA) requirements.

3 Eng

< Est
neces

3.1
3.2
3.3
34
3.5
3.6
3.7
3.8
39

3.10 (
3.11 (

3.12 H
and sq

Es

Es
Se
Es
Es
Es
C1
Eq

agement execution plan

hblish the engagement execution plan across people, process and technology requirements
ary in accordance with customer needs. >

tablish assumptions, dependencies and constraints in the engagement;

Emgagement organization structure;

tablish roles and responsibilities;

t-up training requirements;

tablish governance framework - internal and external interested paities;

tablish communication plan - internal and external interested(parties;

tablish escalation plan - internal and external interestedyparties;

eate resource management plan;

tablish infrastructure management plan — hardware, software, tools, network etc;
reate risk management plan;

reate performance management plan;

stablish tracking, reviewing and reporting mechanisms of success factors, performance indicators
rvice level targets and measurefments;

3.13 Hstablish tracking, reviewing'and reporting mechanism for service targets.

4 Ser

vice improvement plan

< Estaplish the service iprovement framework for the customer engagement. >

5 Bug
<Esta

6 Do

iness continuity plan
blish the service continuity requirements for the customer engagementwith frequency of execution. >

umentmanagement plan

< Estdblish the document management framework necessary in accordance with service requirements
key roles and responsibilities. >

7 References

< Enlist necessary references to templates, checklists which indicate performance measures and SLA’s. >

8 Annexure

<Enlistnecessaryannexesto the service management plan documentlike details of, service improvement
plan, service continuity plan etc. >

9 Change history

30
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< Track the changes made to the service management plan document with reference to date, section

changed, change owner details. >

E.5 Policy template
1 Document overview

2 Purpose

< Define the purpose and objectives of this policy document. >

3 Scope

<Indicate the scope and applicability of the various policies mentioned in Section 2 (of thistémplate), b
4 Policy statements

< Process name > management compliance policy

< Define the policy for the adherence to the agreed < process name > process and procedures. R
relevant documents. >

< Process name > management compliance policy statement

< Detail the requirement for adhering to the < process name >policy. Request for deviation in ca
process cannot be adhered to. >

< Policy name > policy

< This policy > < provide a brief statement of the feason for the policy. >
< Policy name > policy statement

< Insert the policy statement >

< Insert any bullet points or delete*

5 References

< Refer the process and procedure documents related to this policy. >

6 Nonconformity

< Detail the actiogs‘that should be taken in case of nonconformity to the policies. >

E.6 Pracedure template

1 Objective

blow. >

bfer to

se the

&Mention the objective of the document as well as the process. >

2 Scope

< Detail the scope of the process. >

3 Acronyms

< List all the acronyms and defined terms and their definition as used in the process. >
4 Key terms and definitions

< Detail all key concepts of the process. >
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5 Process workflow

< Embed the process flow. >

6 Procedure

< Detail the procedure for the process inputs, tasks, responsible, and outputs. >

Activity 1: <Name>

Input Tasks Responsible Output

1.1 Task name
Description
Step1:

o sub step

o sub step
Step 2

o sub step

o sub step

7 Prdcess roles and responsibilities

< Desgribe all the roles and responsibilities of this process. >

8 Me

< List

asurements

the measurements planned to be collected for this'process. >

9 Veriification

< List

the reviews, audits and verifications required for this process. >

10 Tdiloring

< Any|variation to existing services or processes required to fulfil specific service requirements may
be deffailed. >

11 Tgmplates

< List

all the templatesthat should be provided with this process. >

12 Tqols Status

< Des

ribe thetool statues if applicable for this process. >

13 Interfaces/references to other processes

< Des riBaotha tntarfasnc vath Athay e onconc
C

E.7

TTOCCIICTIICCT IO C T o vy ol UTIICT prottostor

Change management policy template

1 Document overview

1.1 Purpose

< The

purpose of this document is to detail the policies applicable while implementing or adhering to the

change management process established by the service provider. This document also details the actions

32
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