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Foreword

ISO (th
Commi

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

members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the

work. |
ISO/IE

Internd

The malin task of the joint technical committee is to prepare International Standards. Draft Initernational

Standa

Publication as an International Standard requires approval by at least 75 % of th@.national bodies

casting

In exce
from th
may de
be subj

Attenti
patent

ISO/IE

Subcommittee SC 7, Software and systems engineering.
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[ JTC 1.

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

rds adopted by the joint technical committee are circulated to national bodies for voting

avote.

ptional circumstances, when the joint technical committee has collectefi{data of a different kind
at which is normally published as an International Standard (“state™of the art”, for example), i
cide to publish a Technical Report. A Technical Report is entirely informative in nature and shall
ect to review every five years in the same manner as an International Standard.

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

[/TR 90006 was prepared by the Joint Technical Comfuittee ISO/IEC]JTC 1, Information technology

iv
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Introduction

This Technical Reportprovides guidelines for the application of ISO9001:2008 to IT service management.
It also provides guidelines for the integration of a quality management system (QMS) and a service
management system (SMS).

This Technical Report describes the similarities and differences between the requirements of
ISO 9001:2008 and ISO/IEC 20000-1:2011. This Technical Report supports the adoption and audit of

anagnmnnf sustems develaned following the reguirements of IS0 9001:2008 alone orofan int :grated

management sgfstem for bothrISO 9001:20008 andﬂISO/IEC 20000-1:2011.

This Technical Report uses the terminology used in ISO 9001:2008 when referring to thatnterrational
Standard. It uses the terminology used in ISO/IEC 20000-1:2011 when referring to that'Interrjational
Standard. For example, ISO/IEC 20000-1 refers to services and service providers{ISO 9001 refers to
products and organizations.

© ISO/IEC 2013 - All rights reserved \%
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Information technology — Guidelines for the application

of ISO 9001:2008 to IT service management and its
integration with ISO/IEC 20000-1:2011

1 Scope

for IT services. Examples provided in the guidelines are for service management of IT-$ervices.

Because ISO/IEC 20000-1 and ISO 9001 can be applied not only to IT services butto all servic
do not use terminology referring to IT services. Throughout this Technical Report, the term
pf ISO/IEC 20000-1 is used without reference to IT, i.e. service, servicemanagement and
provider. The guidelines in this Technical Report can also be useful to support a QMS, SMS or int
management system for other non-IT services.

Additionally, this Technical Report provides guidelines for the alignment and integration of]
and SMS in organizations where services are being delivered to ‘internal or external customg
cuidelines about integration provided in Annex C can be applicable to a scope including IT servi
pther non-IT services as required.

This Technical Report provides a comparison of, the requirements of ISO 9001:20(
[SO/IEC 20000-1:2011. It highlights those areas wherethere is the greatest similarity between
management systems, and where there are differefices between the two.

This Technical Report cites and explains the requirements of ISO 9001:2008 in its application to
management and its integration with ISO/IEC 20000-1:2011, but does not add to or otherwise
the requirements of ISO 9001 or ISO/IEC.20000-1.

The guidelines provided in this Techniical Report are not intended to be used as criteria for con
hssessments or audits.

This Technical Report can ‘apply to organizations of all sizes, sectors, and types with d
prganizational forms or business models.

This Technical Reportean be used by:

)  auditors andzassessors looking for guidelines on audits for ISO 9001:2008 with a scope that i
services and service management;

b) auditers and assessors looking for guidelines on integrated audits for ISO 9001:20
ISQAEC 20000-1:2011 with a scope that includes services and service management;

C)~_organizations implementing a QMS with a scope that includes services and service manager

This Technical Report provides guidelines for the application of ISO 9001:2008 to servicémanagement

s, they
inology
service
pgrated

a QMS
rs. The
ces and

8 and
the two

service
change

formity

ifferent

ncludes

D8 and

nent;

d) organizations implementing an integrated management system using the requirements of

[SO 9001:2008 and ISO/IEC 20000-1:2011.

This Technical Report does not describe the requirements of ISO 9001 or ISO/IEC 20000-1
comprehensively. This Technical Report is intended for use by persons with knowledge of both
ISO 9001:2008 and ISO/IEC 20000-1:2011. Text that has been quoted from ISO 9001:2008 is enclosed
in a box. Text from ISO 9000:2005 and ISO/IEC 20000-1:2011 is not reproduced extensively. Additional

guidance is listed in the bibliography.

Clause 5 of this Technical Report provides an introduction to ISO 9001 and ISO/IEC 20000-1, an overview

of their similarities and differences and how they can be used together or separately.

© ISO/IEC 2013 - All rights reserved


https://standardsiso.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

Clause 6 of this Technical Report includes all of the clauses of ISO 9001:2008 with details of related
clauses from ISO/IEC 20000-1:2011 and provides guidelines for the application of ISO 9001:2008 to

service

management.

For ease of use, Clause 6 of this Technical Reportis numbered in the sequence of ISO9001:2008. For example:

a) Clause 6.3 of this Technical Report relates to Clause 3 in ISO 9001:2008;

b) Clause 6.4.1 of this Technical Report relates to Clause 4.1 in ISO 9001:2008;

c) Clause 6.4.2.2 of this Technical Report relates to Clause 4.2.2 in ISO 9001:2008.

Clause
do not

Annexds A and B of this Technical Report provide detailed tables showing a comparison-between the
requirgments of ISO 9001:2008 and ISO/IEC 20000-1:2011.

Annex

2 Ndgrmative references

The fol

indispgnsable for its application. For dated references, only the edition cited applies. For undated
referer|ces, the latest edition of the referenced document (includiggyany amendments) applies.

ISO 90
ISO 90

ISO/IE
system

3 Te

Forthe

and thd following apply.

NOTE 1

NOTE 2
and ISO

3.1
inform
IT
resour

Notelt
Technol

/ of this Technical Report provides information about the clauses in ISO/IEC 20000-1:2011 that
have corresponding requirements in ISO 9001:2008.

C of this Technical Report provides guidelines on the integration of a QMS and\an SMS.

Jowing documents, in whole or in part, are normatively referénced in this document and arg

0:2005, Quality management systems — Fundamentals-and vocabulary
1:2008, Quality management systems — Requirements

[ 20000-1:2011, Information technology — Service management — Part 1: Service management
requirements

rms and definitions

purposesofthisdocument, thetermsanddefinitionsgiveninISO9000:2005,ISO/IEC20000-1:2011

Throughout the text of this Technical Report, wherever the term ‘product’ occurs, it can also mean ‘service’

Clause 6.3 of this Techhical Report provides an analysis of the terms and definitions from 1ISO 9000:2005
IEC 20000-1:201%;

ation technology

es required to acquire, process, store and disseminate information

entry: Includes Communication Technology (CT) and the composite term Information and Communicatio
ogy (ICT).

[SOURCE: ISO/IEC 38500:2008]
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4 Abbreviated terms

IT Information Technology;

PDCA Plan-Do-Check-Act;

QMS Quality Management System (from ISO 9000:2005);

SMS Service Management System (from ISO/IEC 20000-1:2011).

5 Introduction to ISO 9001 and ISO/IEC 20000-1
5.1 Introduction to the International Standards

5.1.1 Introduction to ISO 9001

The ISO 9000 series has been developed to assist organizations of all types’and sizes to implem
pperate an effective QMS. The adoption of a QMS should be a strategic decision for an organ

provide products that fulfil customer and applicable statutory and regulatory requirements and
enhance customer satisfaction.

The ISO 9000 series includes the following parts:

— 1S09000:2005, Quality management systems — Fundamentals and vocabulary;
— 1SO 9001:2008, Quality management systems<=<"Requirements;

— 1SO09004:2009, Managing for the sustainedsuccess of an organization — A quality management ap

There are other International Standards)related to ISO 9001 which are listed in the bibliogra
[SO 19011:2011, Guidelines for auditing management systems.

The intent of ISO 9001 is to encourage the adoption of a process approach to manage an organ
Organizations that adopt a process approach create confidence in the capability of their produl
supporting lifecycle processSes. This approach provides a basis for continual improvement and car
increased satisfaction of-customers and other interested parties, and to the success of the organ
[SO 9001 also encourages the adoption of a systems approach to management which requires
integration and alignment to improve the achievement of desired results. The process approd
Kystems approach-to management are common to the design of both a QMS and an SMS.

The model of<a process-based QMS shown in Figure 1 illustrates the process linkages pr¢

nll processes in ISO 9001. This illustration shows that customers play a significant role in d
requirements as inputs. Monitoring of customer satisfaction requires the evaluation of infor
relating to customer perception about whether the organization has met the customer requiren;

ent and
ization.

[SO 9001 specifies requirements for a QMS when an organizationcfwishes to demonstrate its ability to

aims to

proach.

bhy e.g.

ization.
cts and
lead to
ization.
brocess
ich and

bsented

in [SO 9001."In addition, the methodology known as ‘Plan-Do-Check-Act’ (PDCA) can be applied to

efining
mation
lents.
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Continual improvement of
the quality management system

Management
I pa - responsibility

O’

Customers

— — — — —m=Satisfaction

Customers RGeS I\giﬁ;srfs";rg'
management

improvement

Input Output

Reqyirements Product

Product
>[realization§>

Key

—— = Value-adding activities

— — — = Information flow

Figure 1 — Model of aprocess-based quality management system

The parties involved in quality management as defined in ISO 9001 are shown in Figure 2. Theq
organization that supplies products to the customer can be the subject of the requirements of ISO 9001

I

Supplier 1

Organization Customer

|

Supplier 2

Figure 2 — The parties involved in quality management

While the organization itself can be the subject of the requirements of ISO 9001, mutually beneficial
supplier relationships can represent a fundamental quality principle within ISO 9000 which can enhance
the ability to create value.

5.1.2 Introduction to ISO/IEC 20000-1
ISO/IEC 20000 is the International Standard for service management. Service management is the

set of capabilities, including processes, required to direct and control a service provider’s activities
and resources to fulfil service requirements as agreed with their customer. ISO/IEC 20000 includes

4 © ISO/IEC 2013 - All rights reserved
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requirements for the design, transition, delivery and improvement of services that fulfil

service

requirements and provide value for both the customer and the service provider. The adoption of an SMS

should be a strategic decision for an organization.

In service management, the organization providing services is known as a service provider. The customer
should be responsible for defining its service requirements and agreeing the services to be delivered.

The user can access and use the service. The customer can also be a user.

In a business environment, the service provider delivers services to the customer. The service p

anaagocs tho corvicoc ta fulfil the cuctaomor roauiremonts FEar ovamnla a9 financial hugin
ot it TVt = Terrrrr—ctt oo et e HTre e — Ot et

rovider
SS unit

..............................

customer can access financial application services hosted in the cloud from his desk top compu

but necessary to support other services e.g. an infrastructure maintenance service:

[SO/IEC 20000 includes the following parts, under the general title Information technology —
management:

— Part 1: Service management system requirements;

— Part 2: Guidance on the application of service management systents;

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

— Part 4: Process reference model [ Technical Report];

— Part 5: Exemplar implementation plan for ISO/IEC'20000-1 [Technical Report];
— Part 10: Concepts and terminology [ TechnicalReport].

[SO/IEC TR 20000-10 establishes a commo¥#’ framework for helping organizations to underst
purpose of all the parts of ISO/IEC 20000 and the relationships between the parts. It also id
pther documents that have relationships with ISO/IEC 20000-1 and identifies common areas b
standards to aid the use and integration of multiple standards in organizations.

The parties that can be involved in service management as defined in ISO/IEC 20000-1 are
in Figure 3. The service provider should be the part of the organization that delivers service
customers and can be the subject of the requirements of ISO/IEC 20000-1. Other parties that can §
the service provider aresuppliers, internal groups or customers acting as suppliers.

\

Supplier 1

Sub-contracted . . . ’ ‘ \
[ supplier 2a }— Lead Supplier 2 Service Provider Customer

I

ter. The

service provider is responsible for designing and developing the service, making the transitign from
development into the live environment and then operating the service to deliver it to the customers.

A service can be visible to customers e.g. an email service. A service can also be invisible to cugtomers

Service

ind the
entifies
etween

shown
b to the
upport

|
\

Internal Group

|

Customer acting
as a supplier

Figure 3 — The parties involved in service management

ISO/IEC 20000-1 specifies an integrated process approach when the service provider plans, establishes,
implements, operates, monitors, reviews, maintains and improves an SMS. ISO/IEC 20000-1 specifies

© ISO/IEC 2013 - All rights reserved
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the application of the methodology known as 'Plan-Do-Check-Act’ to all parts of the SMS including the

service

management processes specified in Clauses 5 to 9 of ISO/IEC 20000-1, and the services. This is

shown in Figure 4.

Plan

Service
Management
System

5.1.3
IS0 900

The sc
applies

Figure
a scope
Figure

Service
Management

Do Processes Act

I

Check

Figure 4 — PDCA methodology applied to service management

Defining scope for a QMS and an SMS
1and ISO/IEC 20000-1 differ significantly on the requirements for scope of the management system

pe of a QMS can include all or a part of the acti¥ities of an organization. The scope of an SM§
to the design, transition, delivery and improvement of services.

5 illustrates 3 possible scenarios for the related scope of a QMS and an SMS. Figure 5.1 showsg
with a partial overlap. Figure 5.2 shews the SMS scope wholly within the scope of the QMS
b.3 shows the same scope for both the-QMS and the SMS. Examples are also provided.

The organization The organization

Qams

Figure 5.1 Figure 5.2

Figure 5 — Scope scenarios for a QMS and an SMS

EXAMPLE1  An organization in Figure 5.1 has a QMS for both the manufacturing of products and a service
required for the manufacturing process. The organization also hasan SMS with a scope of the service for the product
manufacturing process and other services. The scope of the SMS overlaps partially with the scope of the QMS.

EXAMPLE 2  Anorganization in Figure 5.2 has a QMS for all insurance business processes and all services. The
organization also has an SMS for all services. The scope of the SMS is a subset of the scope of the QMS.

EXAMPLE 3 A service organization in Figure 5.3 has a QMS for all services provided. This organization also
has an SMS for all services. The scope is identical for the QMS and the SMS.

© ISO/IEC 2013 - All rights reserved
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NOTE Further guidance on scope for ISO/IEC 20000-1 is available in ISO/IEC 20000-3:2012 - Guidance on
scope definition and applicability of ISO/IEC 20000-1.

5.2 The application of ISO 9001 to services and service management

Customers can require products with characteristics that satisfy their needs and expectations. In
ISO 9001, whenever the term product occurs, it can also mean service. These needs and expectations
are expressed in product specifications and can be collectively referred to as customer requirements.
Because customer needs and expectations can change and because of competitive pressures and
fechnical advances, organizations should be driven to continually improve their products and prqcesses.

The QMS approach encourages organizations to analyse customer requirements, define the prpcesses
that contribute to the achievement of a product which is acceptable to the customer;and keep these
processes under control.

[SO 9001 specifies requirements for a QMS that can be used for internal applicatidn)by organizations, for
conformity assessments or for third party audits. It focuses on the effectiveness-of the QMS in prpviding
products and services that meet customer requirements.

Clause 4.1 of ISO 9001 includes requirements for the organization to determine the processes r¢quired
for the QMS. When ISO 9001 is applied to services and service managément, the organization can|include
pll or some of the processes from [SO/IEC 20000-1.

[SO 9001 can be applied to service management. The applieation of ISO 9001 to service manggement
can be useful where an organization wishes to demonstraté conformity of its service management to an
[nternational Standard but cannot meetall of the requirements of ISO/IEC 20000-1 e.g. the organizatjon only
pperates six service management processes and the otherservice management processes are not operated.

There can also be a scenario where an organizatiod wants to demonstrate conformity to ISO 9001 for
nll parts of the organization including service management and other activities. It should be pogsible to
incorporate all or some of the requirementsofISO/IEC 20000-1 as customer requirements in thg QMS.

Demonstrating conformity to ISO 9001 for a scope including service management may not mean|that an
prganization has demonstrated conformity to all the requirements of ISO/IEC 20000-1. The organization can
demonstrate that it meets the requirements of ISO 9001 against the customer requirements for the|service
management activities included in/the scope. For example, the organization can choose to incorpgprate in
the customer requirements, the requirements from the service level management process and incident and
service request managementprocess specified in ISO/IEC 20000-1 but can choose not to include the other
requirements specified in [SO/IEC 20000-1. Processes from other models can also be used.

Clause 6 of this Technical Report provides guidance on how specific clauses of ISO 9001 can potgntially
be applied to service management.

5.3 Thetintegration of ISO 9001 and ISO/IEC 20000-1

Organizations can benefit from integrating their management systems to create one management
system. These benefits can be experienced whether one management system is implemented before the
pther, or all management systems are implemented simultaneously. Management and organizational
processes, in particular, can derive benefit from integrating the similar requirements and defining
common objectives for all management systems.

An ideal option for an organization can be to produce a viable integrated management system which
enables the organization to demonstrate conformity to ISO 9001 and ISO/IEC 20000-1. The goal is not
to compare the two International Standards or to determine which is best or right. Where there is
conflict between the two International Standards, this should be resolved in a way which satisfies the
requirements of ISO 9001 and ISO/IEC 20000-1, and ensures that the organization achieves continual
improvement of its QMS and SMS. The ideal integrated management system should be based on the most
effective approach using ISO 9001 and ISO/IEC 20000-1 applied appropriately. This is also supported
by use of additional details found in one of the International Standards to supplement the other. Care
should be taken to retain everything necessary for conformity to ISO 9001 and ISO/IEC 20000-1

© ISO/IEC 2013 - All rights reserved 7
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One business benefit of an integrated management system can be that the organization does not have
two management systems with duplication and contradictory requirements. Other key benefits of an
integrated implementation of quality and service management include:

a) the credibility of an effective and quality assured service which meets customer requirements for
internal or external customers;

b) the lower cost of setting up, operating and auditing an integrated management system where
achieving both high quality and effective service delivery are part of the organization’s strategy;

c) a reduction in implementation time due to the development of integrated processes commonctg
ISQ 9001 and ISO/IEC 20000-1;

d) thg avoidance of conflicts and isolated improvements in the organization arising from(separate
management systems;

e) a gdreater understanding of both quality management and service management, with one set of
objectives leading to more effective and efficient working;

f) a reduction in implementation time due to complementary requirements’ se’that demonstrating
cofpfformity to ISO 9001 means that the organization has fulfilled some\of the requirements of
ISQ/IEC 20000-1;

g) a teduction in management time with a single management review instead of one for each
management system.

An organization should have a good understanding of the characteristics, similarities and differences
of ISO 9001 and ISO/IEC 20000-1 before planning an integrated management system that conforms tg
both Infernational Standards.

ISO 9001 and ISO/IEC 20000-1 have specific requirements and purposes. For example, ISO 9001 does
not include specific requirements for information.security management.

ISO/IEC 20000-1 specifies that it ‘enables a servige provider to integrate its SMS with other management
systems in the service provider’s organization. The adoption of an integrated process approach and
the PDCA methodology enables the serviee’provider to align or fully integrate multiple management
systemp. For example, an SMS can be‘integrated with a QMS based on ISO 9001 or an information
security management system basedtwoen‘ISO/IEC 270071

Conformity can be demonstrated“for ISO 9001 and ISO/IEC 20000-1 independently. To demonstrate
conformity to ISO 9001, all the réquirements should be fulfilled. Conformity to ISO 9001 for a scope that
includess service managemesit'may not be sufficient for an organization to claim conformity to all of the
requirgments of ISO/IEC-20000-1 as ISO/IEC 20000-1 contains differing and additional requirementg
beyond those specifiéd in ISO 9001.

To dempnstrateconformity to ISO/IEC 20000-1, all the requirements should be fulfilled. The organization
can chqose towname and arrange the requirements into processes in a different way from that shown in
ISO/IEC 20000-1. Conformity to ISO/IEC 20000-1 for service management may not be sufficient for an
organization to be able to claim conformity to all of the requirements of ISO 9001 as ISO 9001 contains
differingamd—additiomat Tequirements beyord those specified i 1SOAEC 26000=-11f amorgamnizatior
cannot meet all the requirements of ISO/IEC 20000-1, the SMS is incomplete and the full benefits of an
SMS cannot be realized.

All requirements from ISO 9001 and ISO/IEC 20000-1 can be implemented in an integrated management
system which can be used to demonstrate conformity to both ISO 9001 and ISO/IEC 20000-1. There
are some clauses which have a lot of requirements in common and some clauses which have a minority
of requirements in common. There are some requirements that are in only one of ISO 9001 or
ISO/IEC 20000-1. This is illustrated in Figure 6.

8 © ISO/IEC 2013 - All rights reserved
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This Technical Report identifies the common requirements and requirements which are specified in
only one of ISO 9001 or ISO/IEC 20000-1. Annex C provides further guidance about the integration of
ISO 9001 and ISO/IEC 20000-1.

Sub- Sub-clauses closely relatedin Sub-
clauses ISO 9001 and ISO/IEC 20000-1 clauses
unique unique to
to I1SO ISO/IEC

9001 Sub-clauses partially related in 20000-1

ISO 9001 and ISO/IEC 20000-1
// AN
ISO 9001 sub-clauses ISO/IEC 20000-1 sub-clauses
E.g. 8.2.1 Customer satisfaction 7.1
E.g. 7.5.3,7.55 94 Configuration management

Figure 6 — The integration of quality management and service management systenis

NOTE ISO/IEC 27013 provides guidance fonthe integration of ISO/IEC 20000-1 and ISO/IEC 27001.
5.4 Comparison of ISO 9001 and'ISO/IEC 20000-1

5.4.1 Approach to the comparison

The clauses and sub-clauséswhich contain similar or different requirements between ISO 9001 and
[SO/IEC 20000-1 are explained in Clauses 6 and 7 of this Technical Report and summarized in Table 1,
Annexes A and B.

There are some, clauses which are similar in wording or intent. Other clauses are either unjique or
different in eitherwording or intentin ISO 9001 and ISO/IEC 20000-1. A closely related clause medns that
the majorityefthe requirements of ISO 9001 and ISO/IEC 20000-1 are similar. For example, Clquse 5.3
pf ISO 9001, quality policy, is similar to Clause 4.1.2 of ISO/IEC 20000-1, service managemen{ policy,
because'they have similar wording and have the same intent. A partially related clause means that only
h mingrity of the requirements of ISO 9001 and ISO/IEC 20000-1 are similar. For example, Clauge 8.2.1
pf1S0 9001, customer satisfaction, is similar only to the last paragraph in Clause 7.2 of ISO/IEC 2p000-1,

H 1ot L. rS
USIIITSS 1 CIQLIUIIDIIIP ulauascxucul..

Another example is that there are no requirements in ISO 9001 specifically for budgeting and accounting.
Therefore, the ISO/IEC 20000-1 process of budgeting and accounting for services is shown in Table B.1 as
not having corresponding requirements with any clauses in ISO 9001. Clause 4.1 of ISO 9001 includes
requirements for the organization to determine the processes required for the QMS and these can include
budgeting and accounting for services. The organization can also choose to include the requirements
from the budgeting and accounting for services process in ISO/IEC 20000-1 as product requirements in
Clause 7.2.1 of ISO 9001.

Some requirements in ISO 9001 are shown to be similar to requirements in multiple clauses of
ISO/IEC 20000-1. For example, Clause 5.2 of ISO 9001 specifies ‘Top management shall ensure that
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customer requirements are determined and are met with the aim of enhancing customer satisfaction’.
This is similar to some of the requirements of Clauses 4.1.4 and 4.4.1 of ISO/IEC 20000-1.

Anothe

r example is in Clause 5.5.2 of ISO 9001 which is similar to some of the requirements of

Clauses 4.1.1 and 4.1.4 in ISO/IEC 20000-1. Clause 4.1.4 of ISO/IEC 20000-1 does not include Clause 5.5.2
c) of ISO 9001 requirements for ‘the promotion of awareness of customer requirements throughout the
organization’. This is in Clause 4.1.1 of ISO/IEC 20000-1. This demonstrates the need for the comparison
to sometimes show more than one clause from ISO/IEC 20000-1.

5.4.2
As shoyf

A‘nil’ ththe tables indicates that the requirements of a clause in one International Standard are not'found

in the

a) ISC

b) ISQ

Table 1
compal
compal

and B df this Technical Report. Anfiex'B is similar to Annex A, but with ISO/IEC 20000-1 as the base.

High level comparison of ISO 9001 and ISO/IEC 20000-1

ninTable 1, Annexes Aand B,ISO9001 and ISO/IEC 20000-1 both have some unique requirements

her International Standard. Clauses in ISO 9001 and ISO/IEC 20000-1 with no related\clause are
9001:

5.4.1 Quality objective;

6.4 Work environment;

7.4.2 Purchasing information;

7.5.4 Customer property;
/IEC 20000-1:

6.3 Service continuity and availability management;
6.4 Budgeting and accounting for services;

6.5 Capacity management;

6.6 Information security management:

shows a high level comparison between ISO 9001 and ISO/IEC 20000-1. This table shows the
ison of the clauses and sub-clauses'down to the firstlevel of ISO 9001 e.g. 4.1. It does not show the
ison for any lower sub-clauses e.g. 4.2.1. Additional details are provided in Clause 6 and Annexes A

Table 1 — High level comparison of ISO 9001:2008 and ISO/IEC 20000-1:2011

IS0 9001:2008 ISO/IEC 20000-1:2011

Scope 1 1 Scope

Normative references 2 Normative references

Terms gnd definitions 3 3 Terms and definitions

Qualityjmanhagement system |4

Generalréqguirements 4+—411 Managementcommitment
4.2 Governance of processes operated by other parties
441 Provision of resources
4.5.2 Plan the SMS (Plan)
4.5.3 Implement and operate the SMS (Do)
4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.2 |Management of improvements

10 © ISO/IEC 2013 - All rights reserved
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Table 1 (continued)

1S0 9001:2008

ISO/IEC 20000-1:2011

Documentation requirements |4.2 (4.3 Documentation management
4.5.1 Define scope
4.5.2 Plan the SMS (Plan)
9.1 Configuration management
Managementresponsibiity 5
Management commitment 51 [4.11 Management commitment
Customer focus 52 |4.14 Management representative
441 Provision of resources
7.1 Business relationship management
Quality policy 53 |4.1.2 Service management policy
Planning 54 411 Management commitment
Responsibility, authority and [5.5 |4.1.1 Management commitment
communication 4.1.3 Authority, responsibility ‘and communication
41.4 Management represéntative
Management review 5.6 |4.5.4.1 |General (Monitof,and review the SMS (Check))
4.5.4.3 |Managementreview
Resource management 6
Provision of resources 6.1 |4.4.1 Provigion of resources
Human resources 6.2 |44.2 Human Resources
Infrastructure 6.3 [44.1 Provision of resources
Work environment 6.4 |nil nil
Product realization 7
Planning of product realization | 7.2~ \}5.1 General (Design and transition of new or changed services)
5.2 Plan new or changed services
Customer-related processes 7.2 |4.1.3 Authority, responsibility and communication
4.1.4 Management representative
4.5.2 Plan the SMS (Plan)
5.1 General (Design and transition of new or changed services)
5.2 Plan new or changed services
5.3 Design and development of new or changed services
6.1 Service level management
6.2 Service reporting
7.1 Business relationship management
8.1 Incident and service request management
9.2 Change management

© ISO/IEC 2013 - All rights reserved
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Table 1 (continued)

IS0 9001:2008 ISO/IEC 20000-1:2011

Design and development 7.3 |51 General (Design and transition of new or changed services)
5.2 Plan new or changed services
5.3 Design and development of new or changed services
5.4 Transition of new or changed services
02 Change-management
9.3 Release and deployment management

Purchaping 74 |51 General (Design and transition of new or changed services)
5.2 Plan new or changed services
6.1 Service level management
7.2 Supplier management

Producf and service provision |7.5 |4.5.2 Plan the SMS (Plan)
4.5.3 Implement and operate the SMS (Do)

51 General (Design and transitionefsnew or changed services)
5.3 Design and development of iew or changed services
5.4 Transition of new or chahged services
9.1 Configuration management
9.2 Change managenmrent
9.3 Release and deployment management
Contro] of monitoring and 7.6 |4.5.4.1 |General (Monitor and review the SMS (Check))
measuiling equipment 5.2 Plan new or changed services
5.3 Design and development of new or changed services
5.4 Transition of new or changed services
6.2 Service reporting
9.3 Release and deployment management
Measurfement, analysis and 8
improvpment
Genera 8.1 |4.5.2 Plan the SMS (Plan)

4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5 Maintain and improve the SMS (Act)
6.1 Service level management

6.2 Service reporting

Monitofifig,and measurement (8.2 |4.5.4.1 |General (Monitor and review the SMS (Check))

4.5.4.2 |Internal audit
4.5.5.1 |General (Maintain and improve the SMS (Act))

5.4 Transition of new or changed services
6.2 Service reporting

7.1 Business relationship management
9.3 Release and deployment management

12 © ISO/IEC 2013 - All rights reserved
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Table 1 (continued)
1S0 9001:2008 ISO/IEC 20000-1:2011
Control of nonconforming 8.3 |4.5.5.1 |General (Maintain and improve the SMS (Act))
product 5.4 Transition of new or changed services
8.1 Incident and service request management
8.2 Problem management
03 Release-and-deploymentmanagement
Analysis of data 8.4 |4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.1 |General (Maintain and improve the SMS (Act))
6.2 Service reporting
7.2 Supplier management
Improvement 8.5 |4.5.5 Maintain and improve the SMS (Act]
8.2 Problem management

6 Management system requirements in ISO 9001 related to ISO/IEC 2000041

6.1 Scope

6.1.1 General

1.1 Scope - General

This International Standard specifies requirements for a quality management system where an
organization

a) needs to demonstrate its ability to cansistently provide product that meets customer and applica-
ble statutory and regulatory requirements, and

b) aims to enhance customer satisfaction through the effective application of the system, including
processes for continual improvement of the system and the assurance of conformity to customgr and
applicable statutory and regulatory requirements.

NOTE 1 In this International Standard, the term “product” only applies to
a) product intended for, or required by, a customer,

b) any intended®@utput resulting from the product realization processes.

NOTE 2 StatGtofy and regulatory requirements can be expressed as legal requirements.

The intent/of this clause in ISO 9001 is to provide general information about the scope and usag of the
International Standard.

The related clause in ISO/IEC 20000-1 is:

— 1.1 General (Scope).

This is a standard clause for International Standards. Both ISO 9001 and ISO/IEC 20000-1 are specific
about their scope in this clause.

As described in Clause 3 of this Technical Report, when applying ISO 9001 to service management, the
term ‘service’ can be substituted for ‘product’ in the ISO 9001 requirements.

ISO/IEC 20000-1 includes a specific set of processes for service management in Clauses 5 to 9, which
are part of the SMS. The ISO/IEC 20000-1 processes are shown in Figure 7 which is from Clause 1.1 of
ISO/IEC 20000-1.
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Service Management System (SMS)

Customers Customers
(and other Management responsibility Governance of processes (and other
interested operated by other parties interested
parties) Establish the SMS Documentation management parties)
Resource management
Serv".:e | ) Design and transition of new or changed services ) |Services
Requu Tnrents L_V _V

Service delivery processes

Capacity Service level Information security
management management management

Service continuity &  Service reporting Budgeting &
availability accounting for services

management

Control processes

Configuration management
Change management

Release and deployment
management

Resolution processes Relationship processes

Incidentand service request Business relationship
management management
Problem management Supplier management

Figure 7 — Service management system

6.1.2 |Application

1.2 Ap[:lication

All requirements of this International Standard are generic and are intended to be applicable to all
organifations, regardless of type, sizé and product provided.

Where|any requirement(s) of this International Standard cannot be applied due to the nature of an
organifation and its product, this can be considered for exclusion.

Where|exclusions are made,-elaims of conformity to this International Standard are not acceptable
unlessjthese exclusionsarélimited to requirements within Clause 7, and such exclusions do not affect
the organization’s ability, or responsibility, to provide product that meets customer and applicable
statutgry and regulatory requirements.

The intent of this clause in ISO 9001 is to provide information about where the International Standard
can be applied and any possible exclusions.

Th l PR | 1 H A feYaWA R nFalle YaVaVaVa N I
€ relateacratse HrioU;/ TG 2zoouu=11s:

— 1.2 Application.

IS0 9001 and ISO/IEC 20000-1 are specific about how they can be applied. ISO 9001 and ISO/IEC 20000-1
can apply to any type or size of organization.

While ISO 9001 allows some exclusions, restricted to Clause 7 in certain circumstances, ISO/IEC 20000-1
does not allow any exclusions. If the service management activities in scope for the QMS use some of the
processes from ISO/IEC 20000-1, the application of any exclusion for Clause 7 of ISO 9001 can apply
to the related processes from ISO/IEC 20000-1. (See Annex A for correspondence between ISO 9001
and ISO/IEC 20000-1). If the organization is seeking to demonstrate conformity to ISO/IEC 20000-1, no
exclusions are allowed from the requirements of ISO/IEC 20000-1.
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ISO/IEC 20000-1 is specific thatitis the service provider that should demonstrate conformity to Clause 4.
It is also specific about how conformity to the requirements can be demonstrated when some of the
processes and activities are operated by other parties as specified in Clause 4.2 of ISO/IEC 20000-1.
Clause 4.1 of ISO 9001 includes requirements to ensure control over any processes which are outsourced.

6.2 Normative references

2 Normative references

The following referenced documents are indispensable for the application of this document. Foi dated
references, only the edition cited applies. For undated references, the latest edition of the refergnced
document (including any amendments) applies.

IS0 9000:2005, Quality management systems — Fundamentals and vocabulary

The intent of this clause in ISO 9001 is to list the essential documents to be read with ISO 9001.
The related clause in ISO/IEC 20000-1 is:
— 2 Normative references.

This is a standard clause for an International Standard. Although the-Clause title is the same, there are
no normative references in ISO/IEC 20000-1.

6.3 Terms and definitions

3 Terms and definitions
For the purposes of this document, the terms and.définitions given in ISO 9000 apply.

Throughout the text of this International Standard, wherever the term “product” occurs, it can flso
mean “service”.

6.3.1 Introduction to terms and definitions

The intent of this clause in ISO 9001 is to define the terms used in the International Standard.
The related clause in ISO/IEC20000-1 is:

— 3 Terms and definitions.

This is a standard\clause for an International Standard.

This Technical'Report does not list all of the terms used in ISO 9001:2008 as defined in ISO 9000:2005,
pr the terms-ised and defined in ISO/IEC 20000-1:2011. Instead it lists and explains defined terms and
pther words which are aligned, adapted or can cause conflict.

[f adyord or term has not been defined in an International Standard, it is used as defined in cothnmonly
pvailable English language dictionaries. For example, ‘service management plan’ has a meaning based
on ‘service management’ as defined in ISO/TEC 20000-1:2011, definition 3.30 and the word plan’ used
in its normal English sense.

For implementation, a conformity assessment or an audit against ISO 9001:2008, the terms from
[S09000:2005 should be used. For implementation, a conformity assessment or an auditagainst SO 9001
and ISO/IEC 20000-1, the relevant terms from ISO 9000:2005 or ISO/IEC 20000-1:2011 should be used.
Guidance on the differences between terms and definitions in ISO 9000:2005 and ISO/IEC 20000-1:2011
with the impact this can have is provided in Tables 2 and 3.
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6.3.2 Terms used in both ISO 9001 and ISO/IEC 20000-1

The terms defined in ISO/IEC 20000-1:2011 which are copied exactly from ISO 9000:2005 are:

a) effectiveness;
b) nonconformity;
c) organization;
d) prgcedure;
e) pracess.
The terms defined in ISO/IEC 20000-1:2011 which are adapted from ISO 9000:2005 are shownwith thg
adapted definition and reason for the adaptation in Table 2.
Table 2 — Defined terms in ISO/IEC 20000-1:2011 adapted from ISO 9000:2005
Definefl term in Definition in ISO/IEC 20000-1 Commentary
ISO/IEC 20000-1:2011 which has been adapted from
1S0 9000:2005
Continpal improvement |recurring activity to increase the ‘Requirements’ in the ISO 9000 definition
ability to fulfil service requirements |has beeneplaced by ‘service requirements’
whichiis a defined term in ISO/IEC 20000-1.
Corrective action action to eliminate the cause or The adaptation has added ‘or reduce the
reduce the likelihood of recurrence [likelihood of recurrence’ as it is not always
of a detected nonconformity or othét{possible or justifiable to eliminate the cause
undesirable situation of a detected nonconformity in service
management.
When ISO 9001 is being implemented alone,
the definition from ISO 9000 should be
used. When applying ISO 9001 to service
management, this means that there can
be some failure to do corrective action as
defined in ISO 9000 if it is not possible or
beneficial to go as far as eliminating the
cause. This can result in a nonconformity to
IS0 9001.
Custonmer organization or part of an organiza- |‘Person’in the ISO 9000 definition has been
tion that receives a service(s) replaced by ‘part of an organization’. ‘Prod-
NOTE 1 A customer can be internal uct’ in the IS‘O 90_00’def1n1t10n has been
. -, |replaced by ‘service’.
or external to the service provider’s
organization. The examples shown in ISO 9000 have been
omitted in ISO/IEC 20000-1 as they are not
all relevant to service management.
Note 1 has been changed to refer to the
‘service provider’s organization’ instead of
the ‘organization’. The service provider can
be a whole organization or part of a wider
organization.
16 © ISO/IEC 2013 - All rights reserved
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Defined term in
ISO/IEC 20000-1:2011

Definition in ISO/IEC 20000-1
which has been adapted from
IS0 9000:2005

Commentary

interest in the performance or
success of the service provider’s
activity(ies)

EXAMPLE Customers, owners,
management, people in the service
provider’s organization, suppliers,
bankers, unions or partners.

NOTE 1 A group can comprise.an
organization, a part thereof,'of more
than one organization,

Document information and its supporting The definition is the same as in ISO 9000.

medium The example and Note 1 have been adapted
. to be specific to service management.
EXAMPLE . P011c1es, plans, Notes 2 and 3 from ISO 9000 have not been
process descriptions, procedures, used—h new-Note2 hasbeen-addedfar 1SO/
service level agreements, contracts IEC 20000-1.
or records.
. The definitions of document andrecdrd

NOTE 1 The documentation canbe |} 0010 came intent in 1S0-9001 and|1S0/
in any form or type of medium. IEC 20000-1
NOTE 2 In this International Stand-
ard, documents, except for records,
state the intent to be achieved.

Interested party person or group having a specific Interest in the ‘organization’ in the I§0 9000

definition Hasbeen replaced by intergst in
the ‘service provider’s activities’. Thq exam-
ple has\been adapted to change ‘people in
an organization’ to ‘people in a servide pro-
vider’s organization’ and delete ‘or sqciety’.

The term ‘interested party’ is not usgd in

ISO 9001.

Preventive action

action to avoid or elinlinate the
causes or reduce thélikelihood of
occurrence of a pétential noncon-
formity or other potential undesir-
able situation

The adaptation has added ‘action to gvoid or
sitis
not always possible or justifiable to elimi-
nate the cause of a potential nonconfprmity

reduce the likelihood of occurrence’

in service management.

When [SO 9001 is being implemented alone,

the definition from ISO 9000 should e

used. When applying ISO 9001 to seryice

management, this means that there dan

be some failure to do complete preventive
action as defined in ISO 9000 if it is njot pos-
sible or beneficial to go as far as elim|nating

the cause of a potential nonconformity.

Record

document stating results achieved
or providing evidence of activities
performed

EXAMPLE Audit reports, incident
reports, training records or minutes

The definition is the same as in ISO 9p00.

The notes from ISO 9000 have not begn

used. Relevant examples have been aflded.

of meetings
5
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Table 2 (continued)

Defined term in
ISO/IEC 20000-1:2011

Definition in ISO/IEC 20000-1
which has been adapted from
IS0 9000:2005

Commentary

Service management
system

SMS

management system to direct and
control the service management
activities of the service provider

NOTE 1 A management system is

The definition is adapted from the defini-
tion of ‘quality management system’ in
ISO 9000 to refer to service management
activities of the service provider.

a set of interrelated or interact-

ing components to establish policy
and objectives and to achieve those
objectives.

NOTE 2 The SMS includes all service
management policies, objectives,
plans, processes, documentation and
resources required for the design,
transition, delivery and improve-
ment of services and to fulfil the
requirements in this part of ISO/

IEC 20000.

Note 1 has been added to provide clarity on
the term ‘management system’. The words
are taken directly from the ISO 9000 defini-
tions of ‘system’ and ‘managementsystem’.

Note 2 has been added to provideelarity on
the contents of an SMS.

Top m3nagement

person or group of people who direct
and control the service provider at
the highest level

‘Organization’ in the ISO 9000 definition has
been replaced by ‘service provider’ in ISO/
IEC_20000-1. This makes it clear that ‘top
m@anagement’ is part of the service pro-
vider’s organization and can, in some cases,
not be the top management of the whole
organization.

6.3.3

There gre some defined terms and other words used in ISO/IEC 20000-1:2011 which differ from thg
definitions in ISO 9000:2005 and usage in.JS0-9001:2008 which can cause conflict. These are shown

Terms which differ in use between ISO 9001 and ISO/IEC 20000-1

with a fommentary in Table 3.

18
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Table 3 — Terms which differ in use between ISO 9001:2008 and ISO/IEC 20000-1:2011

ISO/IEC 20000-1:2011
term

ISO/IEC9001:2008 term

Commentary

Incident

unplanned interruption
to a service, a reduction in
the quality of a service or

an event that has not yet
impnrtpﬂ the service to

Defect

non-fulfilment of a requirement
related to an intended or speci-
fied use

NOTE 1 The distinction between

The term ‘defect’ is defined in ISO 9000 but not used in
IS0 9001 or ISO/IEC 20000-1. The term ‘deficiency’ is used
in Clause 7.5.2 of ISO 9001 but is not a defined term. The
term ‘incident’ is not used in ISO 9001 but is used exten-
sively in ISO/IEC 20000-1, especially in the incident and
service request management process.

the customer

the concepts defect and noncon-
formity is important as it has
legal connotations, particularly
those associated with product
liability issues. Consequently, the
term ‘defect’ should be used with
extreme caution.

The concept and purpose of an incident and a defect fliffer in
some aspects. An incident is an event that is an.unexpected
failure of a service or service component. A defect is p devia-
tion from a product requirement, or a flaw-in @ comppnent or
system that is not apparent until after the product is|in use
or the service is delivered. A defect can be undetecte(d for a
long time until a certain set of circuinstances occur which
show up the defect either as anjincident or during a Verifica-
tion or validation exercise. Not'every incident is cauged by

a defect e.g. an activity fails due to the failure of a power
supply which is a failurg’of.a’component outside the $cope of
the SMS.

The focus and prierities of defect management and ificident
management alse differ in some aspects. Defect manpge-
ment focuses,an correcting the product or service to|con-
form to the, agreed product specification. Correctionf should
be prioritized to address defects based upon agreed friteria
including’business objectives.

Incident management focuses on returning the servige to
normal operation as quickly as possible and minimiZing the
impact of the incident on the customer. Incidents shguld be
prioritized based upon a defined and agreed undersfanding
of the impact and urgency of the incident for the cusfomer.
In ISO/IEC 20000-1, problem management is used tolinves-
tigate and correct the underlying cause of incidents gnd
known errors are recorded for problems that are nof yet
corrected and have a method of working around the prob-
lem. The use of problem management should be consfidered
to support the removal of defects in services.

As in Note 1 of the definition of ‘defect’, the term ‘defpct’ can
have legal connotations. The term ‘incident’ can also|have
legal connotations. Incidents usually have specified fime
targets for resolution in a service level agreement which can
be legally binding if these are specified in a contractwhen
the service provider is external to the customer. Inciflents
can also show a failure of other legal requirements e|g. data
protection.

Release

collection'ef'one or more
new or_changed configu-
ration'items deployed into
thedive environment as

Release

permission to proceed to the
next stage of a process

In ISO 9001, ‘release’ is a verb; in ISO/IEC 20000-1, ‘release’
is a noun.

Although a ‘release’ in ISO/IEC 20000-1 is deployed ipto the
next stage which is the live environment, the term isjnot
used to give permission to make this move.

L of
aTeStre oo - o moTe

changes

When ISO 9001 is being implemented alone, the definition
from ISO 9000 should be used. When applying ISO 9001 to
service management, care needs to be taken to distinguish
between the two terms which can both be used.

Scope of the SMS
(not a defined term)

Scope of the QMS
(not a defined term)

The term ‘scope’ is used in the same way in ISO 9001 and
ISO/IEC 20000-1 as indicated in their respective Clause 1
descriptions.

Additionally in ISO/IEC 20000-1, there are specific require-
ments about defining scope of the SMS in Clause 4.5.1.
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Table 3 (continued)

for the c

means of delivering value

ustomer by facili-

tating results the cus-
tomer wants to achieve

ISO/IEC 20000-1:2011 ISO/IEC 9001:2008 term Commentary
term
Service Product Clause 3 of ISO 9001 includes the sentence:

result of a process

NOTE 1 There are four generic
product categories:

services software hardware
T Y T

‘Throughout the text of this International Standard, wher-

”

ever the term “product” occurs, it can also mean “service”.

Examples of hardware in ISO/IEC 20000-1 include comput-
ers or network equipment. Examples of software in ISO/

NOTE 1
ally inta

NOTE 2
be deliv
provide
internall
tomer a

€rviCce 15 gener-
ngible.

A service can also
bred to the service
by a supplier, an

group or a cus-
ting as a supplier.

processed materials.

Many products comprise ele-
ments belonging to different
generic product categories.
Whether the product is then
called services, software,
hardware or processed materi-
als depends on the dominant
element.

NOTE 2 Service is the result of
at least one activity necessar-
ily performed at the interface
between the supplier and cus-
tomer and is generally intangi-
ble.

Software consists of information
and is generally intangible and
can be in the form of approaches,
transactions or procedures e.g.
computer program, dictionary.
Hardware is generally tangible
and its amount is a countable
characteristic e.g. tyres.

IEC Z0000-1 Include computer programs.

Service

set of cal
cesses t
trol the
activitie
for the d
delivery
of servi
service

management

pabilities and pro-
direct and con-
Eervice provider’s
s and resources
esign, transition,
and improvement
es to fulfil the
equirements

Quality management

co-ordinated activities to,direct
and control an organizatien with
regard to quality

The terms differ primarily in focus as shown in the defini-
tions.

Service
plan

(not a dd

management

fined term)

Quality manual

document specifying the qual-
Ity management system of an
organization

In ISO 9001, the ‘quality manual’ is the primary document.
Similarly in ISO/IEC 20000-1, the ‘service management plan’
is a primary document. These two documents have some
equivalent contents. However, ISO/IEC 20000-1 includes
additional requirements for the contents of the ‘service
management plan’ as well as the requirements that ISO 9001
includes for the ‘quality manual’.

Service

provider

Organization

In ISO 9001, the ‘organization’ is the subject of the require-
ments. In ISO/IEC 20000-1, the ‘service provider* is the

organiz

tion or part of

an organization that
manages and delivers a
service or services to the

group of people and facili-

ties with an arrangement of
responsibilities, authorities and
relationships

subjectof the TequiTenments:

Depending on the context, the term ‘service provider’s
organization’ is also used in ISO/IEC 20000-1 to mean the

customer wider ‘organization’ that the service provider is part of.
The service provider’s organization is not the subject of the
requirements of ISO/IEC 20000-1.
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Table 3 (continued)

ISO/IEC 20000-1:2011
term

ISO/IEC9001:2008 term

Commentary

Service requirement

needs of the customer
and the users of the
service, including service
level requirements, and
the needs of the service

Requirement

need or expectation that is
stated, generally implied or
obligatory

NOTE 1 “Generally implied”

The definition of ‘service requirement’ in ISO/IEC 20

000-1

is much more specific than the definition of ‘requirement’ in

1SO0 9000.

When ISO 9001 is being implemented alone, the definition
from ISO 9000 should be used. When applying ISO 9001 to

service management, the ‘reguirement’ can alsoincl

1de the

provider

means that It 1s custom or com-
mon practice for the organiza-
tion, its customers and other
interested parties, that the need
or expectation under considera-
tion is implied.

NOTE 2 A qualifier can be used to
denote a specific type of require-
ment, e.g. product requirement,
quality management require-
ment, customer requirement.

NOTE 3 A specified requirement
is one that is stated, for example
in a document (3.7.2).

NOTE 4 Requirements can be
generated by different interested
parties (3.3.7).

NOTE 5 This definition differs
from that provided in 3.12.1 of
ISO/IEC Directives, Part 2:2004.

elements listed in the definition of ‘service requirem|

ent’.

Supplier

organization or part of
an organization thatis
external to the service
provider’s organiza-

tion and enters into a
contract with the service
provider to contribute

to the design, transition,
delivery and improvement
of a service or services or
processes

Supplier

organization or person.thatpro-
vides a product

The ISO/IEC 20000-1 definition effectively incorpord
the ISO 9000 definition but then goes on to be very s
about where a ‘supplier’ fits in relation to a service p|
and that a contractis required.

When ISO 9001 is being implemented alone, the defil
from ISO 9000 should be used. When applying ISO 9
service management, an internal group as defined in|
IEC 20000-1 that is providing a product or service ca
be classified as a supplier in ISO 9001.

tes
becific
rovider

hition
01to
IS0/

n also
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Table 3 (continued)

ISO/IEC
term

20000-1:2011

ISO/IEC 9001:2008 term

Commentary

Verify, Verification, Test

(not defined terms)

Verification

confirmation, through the provi-
sion of objective evidence that
specified requirements have
been fulfilled

ISO/IEC 20000-1 does not define the term ‘verification’. ISO/
IEC 20000-1 uses the term ‘test’ in many places as a method
of ‘verification’.

ISO 9001 defines ‘test’ as ‘determination of one or more

characteristics according to a procedure’. ISO 9001 rec-
ognisestestsasatyne of confirmation activity which can

NOTE I The term veritied 1s
used to designate the corre-
sponding status.

NOTE 2 Confirmation can com-
prise activities such as

— performing alternative calcu-
lations,

— comparing a new design
specification with a similar
proven design specification,

— undertaking tests and demon-
strations, and

— reviewing documents prior to
issue.

support verification.

Verify, '
(not def

[est

ned terms)

Validation

confirmation, through the provi-
sion of objective evidence that
the requirements for a specific
intended use or application have
been fulfilled

NOTE 1 The term “validated” is
used to designate the corre-
sponding status.

NOTE 2 The use conditions-for
validation can be realor-simu-
lated.

ISO/IEC 200001 does not use the term ‘validation’. ISO/

IEC 20000-1 uses the terms ‘verify’ and ‘test’ in many places
to mean either ‘verification’ or ‘validation’, depending on the
context.

ISO 9001 defines ‘test’ as ‘determination of one or more
characteristics according to a procedure’. ISO 9001 rec-
oghises tests as a type of confirmation activity which can
support validation.
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6.4 Quality management system
6.4.1 General requirements

6.4.1.1 General requirements (1st part)

4.1 General requirements

The organization shall establish, document, implement and maintain a quality management system
and continually improve its effectiveness in accordance with the requirements of this Internatipnal
Standard.

The organization shall

a) determine the processes needed for the quality management system and their application through-
out the organization (see 1.2),

b) determine the sequence and interaction of these processes,

c) determine criteria and methods needed to ensure that both the operation and control of these pro-
cesses are effective,

d) ensure the availability of resources and information necessaryto;support the operation and moni-
toring of these processes,

e) monitor, measure where applicable, and analyse these prgcesses, and

f) implement actions necessary to achieve planned resulfs'and continual improvement of these [pro-
cesses.

These processes shall be managed by the organization in accordance with the requirements of this
International Standard.

NOTE 1 Processes needed for the quality management system referred to above include procesges
for management activities, provision of reseurces, product realization, measurement, analysis dnd
improvement.

The intent of this clause in ISO 900 is to establish and maintain a QMS for an organization based on
the concept of process. This clduse is associated with the process approach and system apprpach to
management, two of the eight principles of quality management.

The related clauses in ISOZIEC 20000-1 are:

— 4.1.1 Management commitment;

— 4.4.1 Provision of resources;

— 4.5.2 Rlan the SMS (Plan);

— 4.5:3'Implement and operate the SMS (Do);

—_4.5.4.1 General (Monitor and review the SMS (Check));

— 4.5.5 Management of improvements (Act).

[SO9001 and ISO/IEC 20000-1 provide general information about their respective management systems.
The clause in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1.

Clause 4.1.1 of ISO/IEC 20000-1 includes requirements for top management to establish, implement,
maintain and improve an SMS including ensuring the provision of resources. Clause 4.4.1 of
ISO/IEC 20000-1 includes requirements for the service provider to determine and provide resources.
Clause 4.5.2 of ISO/IEC 20000-1 includes requirements for the service management plan to contain
details of the interfaces between processes and their interaction with other components of the SMS as
well as criteria and methods for the successful operation of the SMS and the services. The processes in
ISO/IEC 20000-1 are not determined as in ISO 9001 but are specified in Clauses 5 - 9 of ISO/IEC 20000-1.
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Clause 4.5.3 of ISO/IEC 20000-1 includes requirements for the service provider to operate, monitor and

report
include

on the performance of the service management activities. Clause 4.5.4.1 of ISO/IEC 20000-1
s requirements for the objectives of internal audits and management reviews to be determined.

The objectives should include the requirements of ISO/IEC 20000-1 and service requirements agreed
with the customer. Clause 4.5.5.2 of ISO/IEC 20000-1 includes requirements for the prioritization and
management of approved improvements.

The processes determined for service management (as in Clause 4.1 a) of ISO 9001) should be selected
from those specified in ISO/IEC 20000-1. The sequence and interaction of processes (as in Clause 4.1 b)

4 L PaVaNA S nPalleWaWaWalWal

6.4.1.2

General requirements (continued)

4.1 Ge

Where
ments,
applieg

NOTE
systen]

NOTE

sibility
of cont
impact
to requ
the ne

heral requirements

an organization chooses to outsource any process that affects product conformity to require-
the organization shall ensure control over such processes. The type and extent of control to be
| to these outsourced processes shall be defined within the quality management system.

P An “outsourced process” is a process that the organization needs for its.quality management
and which the organization chooses to have performed by an external‘party.

B Ensuring control over outsourced processes does not absolve the.organization of the respon-
of conformity to all customer, statutory and regulatory requirémients. The type and extent
rol to be applied to the outsourced process can be influencedby factors such as the potential
of the outsourced process on the organization’s capability t0 provide product that conforms
irements, the degree to which the control for the process'is shared, the capability of achieving
essary control through the application of 7.4.

The int|
The rel
— 4.2

ISO/IE
within
a differ
parties

In1S0O/
procesy
managg

When
the red
requirg

ent of this clause in ISO 9001 is to control processes which have been outsourced.
hted clause in ISO/IEC 20000-1 is:
Governance of processes operated by*other parties.

[ 20000-1 also recognizes that many service providers use other parties to operate processeg
the SMS. It recognizes that there-Sshould be control over these processes. ISO/IEC 20000-1 hag
ent name for the control of dutsourced processes - governance of processes operated by other
The other parties can be(Suppliers, internal groups or customers acting as suppliers.

EC20000-1, the relationship with suppliers should be managed through the supplier management
while the relationship with internal groups and customers acting as a supplier should be
ed through the séryice level management process.

SO 9001 isapplied to service management, conformity should be shown by documenting
uired caefitfols, or governance of processes, in the QMS. There are four controls written ag
mentssinrClause 4.2 a) - d) of ISO/IEC 20000-1 which should be adapted for use with ISO 9001.

24

© ISO/IEC 2013 - All rights reserved


https://standardsiso.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

6.4.2 Documentation requirements

6.4.2.1 General

4.2.1 Documentation requirements - General
The quality management system documentation shall include

a) documented statements of a quality policy and quality objectives,

bJa quality manual,
c) documented procedures and records required by this International Standard, and

d) documents, including records, determined by the organization to be necessary to ensure the|effec-
tive planning, operation and control of its processes

NOTE 1 Where the term “documented procedure” appears within this International Standard, this
means that the procedure is established, documented, implemented and maintained. A single dpcu-
ment may address the requirements for one or more procedures. A requirement for a documented
procedure may be covered by more than one document.

NOTE 2 The extent of the quality management system documentation,can differ from one organiza-
tion to another due to

a) the size of organization and type of activities,
b) the complexity of processes and their interactions, and

c) the competence of personnel.

NOTE 3 The documentation can be in any form or type of medium.

The intent of this clause in ISO 9001 is to identifyzthe documentation required for a QMS.
The related clause in ISO/IEC 20000-1 is:
— 4.3.1 Establish and maintain documents.

[SO/IEC 20000-1 lists the minimuinset of documents required to ensure effective planning, operation
hnd control of the SMS.

The list of requirements AnNSO/IEC 20000-1 includes some additional documents specific to |[service
management, such as the ¢atalogue of services and service level agreements. These should be congidered
hs documents ‘necessary to ensure the effective planning, operation and control of the procegses’ for
Clause 4.2.1 d) of [S®9001.

6.4.2.2 Quality manual

4.2.2 Quality manual

Thé organization shall establish and maintain a quality manual that includes

Nthe scane aof the aualitu manacgemeont sustom includinag details of and iustification for anu exdlu-
a3 P —HHe-qHaH - ah gement ystemHcuahg-aetad: e JHSHHeaHeReaRy-exal

sions (see 1.2),

b) the documented procedures established for the quality management system, or reference to them,
and

c) a description of the interaction between the processes of the quality management system.

The intent of this clause in ISO 9001 is to establish and maintain a quality manual to document the QMS.
The related clauses in ISO/IEC 20000-1 are:

— 4.5.1 Define scope;
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— 4.5.2 Plan the SMS (Plan).

Clause 4.5.2 of ISO/IEC 20000-1 includes requirements for a service management plan. The service
management plan can have overlapping content with the quality manual in ISO 9001. The contents
of the service management plan should include the scope of the SMS as required by Clause 4.5.1 of
ISO/IEC 20000-1.

Organizations can supplement the quality manual with information listed in Clause 4.5.2 of
ISO/IEC 20000-1 which includes a more comprehensive list of requirements, compliant with ISO 9001,

but Sp 1f:rall}r rnlatod tn cnr"n:nn manannmnnf

..............

6.4.2.3| Control of documents

4.2.3 (ontrol of documents

Docunjents required by the quality management system shall be controlled. Records arera’special
type of document and shall be controlled according to the requirements given in 4.24/

A documented procedure shall be established to define the controls needed
a) to a‘I;rove documents for adequacy prior to issue,

b) to r¢view and update as necessary and re-approve documents,

c) to enjsure that changes and the current revision status of documents.are identified,

d) to ensure that relevant versions of applicable documents are ayvailable at points of use,
e) to eppsure that documents remain legible and readily identifiable,

f) to ensure that documents of external origin determined by'the organization to be necessary for
the plajnning and operation of the quality management.system are identified and their distribution
controlled, and

g) to prevent the unintended use of obsolete documients, and to apply suitable identification to them if
they atfe retained for any purpose.

The intent of this clause in ISO 9001 is to centrol documents required by the QMS.
The relpted clauses in ISO/IEC 20000-1 ‘at'e:

— 4.3.2 Control of documents;

— 9.1f Configuration managenient.

Clause #.3.2 of ISO/IEC 20000-1 is almost identical to the ISO 9001 clause. Clause 9.1 of ISO/IEC 20000-1
includefs a requirementthat master copies of configuration items, including documents, should be stored
in secufe physical or’electronic libraries.

The requirements of ISO 9001 can be applied to service management documents.

6.4.2.4| cControl of records

4.2.4 Control of records

Records established to provide evidence of conformity to requirements and of the effective operation
of the quality management system shall be controlled.

The organization shall establish a documented procedure to define the controls needed for the identi-
fication, storage, protection, retrieval, retention and disposition of records.

Records shall remain legible, readily identifiable and retrievable.

The intent of this clause in ISO 9001 is to control records required by the QMS.
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The related clause in ISO/IEC 20000-1 is:
— 4.3.3 Control of records.
The ISO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

The ISO 9001 requirements can be applied to service management records.

6.5 Management responsibility

6.5.1 Management commitment

5.1 Management commitment

Top management shall provide evidence of its commitment to the development andiimplementdtion of
the quality management system and continually improving its effectiveness by

a) communicating to the organization the importance of meeting customerds well as statutoryfand
regulatory requirements,

b) establishing the quality policy,
c) ensuring that quality objectives are established,
d) conducting management reviews, and

e) ensuring the availability of resources.

The intent of this clause in ISO 9001 is for top management to demonstrate commitment to the QMS.
This clause is associated with leadership, one of the eight principles of quality management.

The related clause in ISO/IEC 20000-1 is:
— 4.1.1 Management commitment.

[SO/IEC 20000-1 includes requirements-for top management to demonstrate a similar commitrﬂ:fnt for
ervice management. There is an additional requirement in ISO/IEC 20000-1 to assess and ianage
risks to services.

The requirements for management commitment in ISO 9001 can be applied to service management.

6.5.2 Customer Focus

5.2 Customer foels

Top management shall ensure that customer requirements are determined and are met with the aim
of enhancing customer satisfaction (see 7.2.1 and 8.2.1).

The initent of this clause in ISO 9001 is for top management to ensure customer focus, one of the eight
principles for quality management.

The related clauses in ISO/IEC 20000-1 are:
— 4.1.4 Management representative;

— 4.4.1 Provision of resources;

— 7.1 Business relationship management.

The corresponding further references to those shown in brackets in ISO 9001 are to Clauses 5.2 and 7.1
in ISO/IEC 20000-1.

ISO/IEC 20000-1 also has a customer focus. Clause 4.1.4 a) of ISO/IEC 20000-1 includes requirements
for the top management’s representative to determine the service requirements. Clause 4.4.1 of
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ISO/IEC 20000-1 includes requirements for the service provider to provide resources needed to
‘enhance customer satisfaction by delivering services that fulfil service requirements’. Clause 7.1 of
ISO/IEC 20000-1 includes requirements for the service provider to understand the customer’s business
environment and any new or changed service requirements as well as measuring customer satisfaction.

The requirements of ISO 9001 for customer focus can be applied to service management.

6.5.3 Quality policy

5.3 Quality policy
Top mgnagement shall ensure that the quality policy
a) is agpropriate to the purpose of the organization,

b) incliides a commitment to comply with requirements and continually improve the effeetiveness of
the quality management system,

c) provjides a framework for establishing and reviewing quality objectives,
d) is cdmmunicated and understood within the organization, and

e) is rejviewed for continuing suitability.

The intent of this clause in ISO 9001 is for top management to ensure thatthe quality policy is established
The clapse also specifies the mandatory content of the policy.

The relpted clause in ISO/IEC 20000-1 is:
— 4.1)2 Service management policy.

ISO/IEC€ 20000-1 establishes a service management poliey which should meet specific requirements in
Clause f.1.2 of ISO/IEC 20000-1 in order to ensure itsieffectiveness. There is an additional requirement
in ISOAIEC 20000-1 to ensure that the service management policy is aligned with the policy for
continyal improvement.

ISO 901 includes requirements for a quality management policy. If there is a service management
policy, this can be adapted for quality ntahagement. If the service management policy has been written
according to the requirements of Clause 4.1.2 of ISO/IEC 20000-1, this can require little change since thg
requirgments in ISO 9001 and ISOAEE 20000-1 are very similar.

6.5.4 [Planning

6.5.4.1| Quality Objectives

5.4.1 Quality objectives

Top management shall ensure that quality objectives, including those needed to meet requirements
for produgt [see 7.1 a], are established at relevant functions and levels within the organization. The
quality ébjectives shall be measurable and consistent with the quality policy.

The intent of this clause in ISO 9001 is for top management to ensure the establishment of measurable
quality objectives for relevant functions and levels within an organization in order to set direction
consistent with the quality policy.

There is no related clause in ISO/IEC 20000-1 with these specific requirements.

Clause4.1.10fISO/IEC20000-1 includesrequirements for service managementobjectivestobeestablished by
top management. Sometimes the service management objectives can be considered to be quality objectives.
However, there are no requirements in ISO/IEC 20000-1 specifically for objectives to be established for
‘relevant functions and levels within the organization’ as specified in Clause 5.4.1 of ISO 9001.

28 © ISO/IEC 2013 - All rights reserved


https://standardsiso.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

The requirements of ISO 9001 for quality objectives can be applied to service management. Examples of
functional areas or departments performing service management activities can include a service desk,
an application management or technical management team, or an operations management department.
The quality objectives can be applied to each service management process or to the services.

6.5.4.2 Quality management system planning

5.4.2 Quality management system planning

1op management shall ensure that

a) the planning of the quality management system is carried out in order to meet the requiremgnts
given in 4.1, as well as the quality objectives, and

b) the integrity of the quality management system is maintained when changes to the guality nlan-
agement system are planned and implemented.

The intent of this clause in ISO 9001 is for top management to ensure that the QMS is planned in line with
the quality objectives and is maintained when changes are applied.

The related clause in ISO/IEC 20000-1 is:
— 4.1.1 Management commitment.

[SO 9001 and ISO/IEC 20000-1 include requirements about¢lanning the QMS or the SMS respgctively.
Clause 5.4.2 of ISO 9001 relates only to the QMS, and not the product, whereas Clause #.1.1 of
[SO/IEC 20000-1 relates both to the services provided and to the SMS.

TherequirementsinISO9001 for QMSplanningcanbeapplied toservice management.InISO/IEC2P000-1,
top management have responsibility to ensure thata service management plan is created, implemented
hnd maintained. The requirements for the service management plan are detailed in Clause #.5.2 of
[SO/IEC 20000-1. Maintaining the integrity of,the QMS for service management when changes aile made
should be performed using the change management process, Clause 9.2 of ISO/IEC 20000-1, infcluding
hssessing the impact of requests for change on the QMS.

6.5.5 Responsibility, authority,and communication

6.5.5.1 Responsibility and'authority

5.5.1 Responsibility and authority

Top management shall ensure that responsibilities and authorities are defined and communicated
within the organization.

The intentof this clause in ISO 9001 is for top management to ensure that responsibilities and authorities
are defined and communicated within the scope of the QMS.

The related clause in ISO/IEC 20000-1 is:

— 4.1.3 Authority, responsibility and communication.

IS0 9001 and ISO/IEC 20000-1 include requirements for responsibility and authority. ISO/IEC 20000-1 also
requires that communication procedures be documented which should be used by Clause 5.5.3 of ISO 9001.

The requirements of ISO 9001 can be applied to responsibility and authority in service management.
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6.5.5.2 Management representative

5.5.2 Management representative

Top management shall appoint a member of the organization’s management who, irrespective of other
responsibilities, shall have responsibility and authority that includes

a) ensuring that processes needed for the quality management system are established, implemented
and maintained,

b) repcrl-lnn' toton maanagaraant o f]f\n narvfarmanca oftha oy lityy oo agnaant cuctara A d Sy nand

tHRg-to-top-maha sement-onth eperformance-ofthe gratitymana Sements ystenand-ah yreed
for improvement, and

¢) ensyring the promotion of awareness of customer requirements throughout the organization:

NOTE The responsibility of a management representative can include liaison with external parties on
matters relating to the quality management system.

The intent of this clause in ISO 9001 is for top management to appoint a management pépresentative with
the responsibility and authority to implement and manage the QMS and to ensure its effective operation

The relpted clauses in ISO/IEC 20000-1 are:

— 4.1]1 Management commitment;

— 4.1]4 Management representative.

ISO/IEC 20000-1 also includes requirements for a management{epresentative to be appointed.

ISO/IEC 20000-1 includes requirements that assign additional responsibilities and authorities to
the majnagement representative for ensuring service fulfilment, integration of service management
procesges and the management of assetsincludinglicenses. ISO/IEC 20000-1 does not specifically requirg
that the management representative has the responsibility and authority for ensuring the promotion
of the dustomer requirements throughout the organization as required by Clause 5.5.2 ¢) of ISO 9001
Instead, top management has the responsibility~for communicating the importance of fulfilling service
requirgments in Clause 4.1.1 c) of ISO/IEC 20000-1.

When ppplying ISO 9001 to service (management, an organization should appoint a member of
managément and ensure that this person has the authority and responsibilities included in ISO 9001.

6.5.5.3| Internal communication

5.5.3 Internal communication

Top mgnagement shall*ensure that appropriate communication processes are established within the
organifation and thatcommunication takes place regarding the effectiveness of the quality manage-
ment system.

The intent of'this clause in ISO 9001 is for top management to ensure the establishment of communication
procesjesS-ahd communicate internally about the effectiveness of the QMS.

The related clause in ISO/IEC 20000-1 is:
— 4.1.3 Authority, responsibility and communication.

Clause 4.1.3 b) of ISO/IEC 20000-1 includes requirements for documented procedures for communication.
The communication methods can be meetings, bulletin boards, reports or other appropriate methods.

The exact communication to be made is not detailed in Clause 4.1.3 of ISO/IEC 20000-1 but is covered in
other clauses in ISO/IEC 20000-1. For example, Clause 6.2 service reporting, includes requirements to
report on performance against service targets and detected nonconformities; Clause 8.1 incident and
service request management, includes requirements to keep the customer informed of the progress of
their incident.
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The requirements of ISO 9001 for internal communication can be applied to service management. The
information communicated can include major incident reports, customer satisfaction analysis, service
level performance and internal audit results.

6.5.6 Management review

6.5.6.1 General

56-1- Managementreview—Generat
Top management shall review the organization’s quality management system, at planned jntervals,
to ensure its continuing suitability, adequacy and effectiveness. This review shall includéasses$ing
opportunities for improvement and the need for changes to the quality management s§stem, in¢lud-
ing the quality policy and quality objectives.

Records from management reviews shall be maintained (see 4.2.4).

The intent of this clause in ISO 9001 is for top management to conduct peviews of the QMS to|ensure
suitability, adequacy and effectiveness, and assess opportunities for improvement.

The related clauses in ISO/IEC 20000-1 are:
— 4.5.4.1 General (Monitor and review the SMS (Check));
— 4.5.4.3 Management review.

[SO/IEC20000-1alsoincludesrequirementsformanagementreviewstobeconducted bytop management.
[SO/IEC 20000-1 requires a review of services as wellds the SMS. Clause 4.5.4.3 of ISO/IEC 200010-1 has
similar requirements to ISO 9001 for managementreview. Clause 4.5.4.1 of ISO/IEC 20000-1 ipcludes
requirements that management reviews ensure~adequacy is demonstrated through ‘the ability of the
SMS and the services to achieve service management objectives and fulfil service requirements

The ISO 9001 requirements for management review can be applied to service management.

6.5.6.2 Review input

5.6.2 Review input

The input to managementreview shall include information on
a) results of audits,

b) customer feedback,

c) process perfermance and product conformity,

d) statusof preventive and corrective actions,

e) follow-up actions from previous management reviews,

fyehanges that could affect the quality management system, and

g) recommendations for improvement

The intent of this clause in ISO 9001 is to ensure a minimum list of inputs to the management review.
The related clause in ISO/IEC 20000-1 is:
— 4.5.4.3 Management review.

ISO/IEC 20000-1 management review inputs include all the inputs required by ISO 9001 as well as some
additional inputs.
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The ISO 9001 requirements for management review inputs can be applied to service management.
Product conformity in Clause 5.6.2 c) of ISO 9001 should be demonstrated as conformity to the service
requirements.

Additional inputs related to resource management, human and technical capabilities and identified risks
are included in ISO/IEC 20000-1. These can be useful additions to a management review in ISO 9001 for
service management and also for other activities in the scope of the QMS.

6.5.6.3 Review output

5.6.3 Review output
The output from the management review shall include any decisions and actions related to
a) improvement of the effectiveness of the quality management system and its processes,

b) improvement of product related to customer requirements, and

) resojurce needs.

The intent of this clause in ISO 9001 is to ensure a minimum list of outputs froma management review.
The relpted clause in ISO/IEC 20000-1 is:

— 4.54.3 Management review.

ISO/IECQ 20000-1 management review outputs include all the outputs required by ISO 9001.

The service provider using ISO 9001 should apply the same,outputs, remembering that products in
servicelmanagement are services. There should be agreement on the use of the term ‘resources’ which
is not defined in ISO 9000. In service management, resgurces can be human, technical, information ox
financipl resources.

6.6 HResource management

6.6.1 |Provision of resources

6.1 Provision of resources
The organization shall determine-and provide the resources needed

a) to implement and maintain'the quality management system and continually improve its effective-
ness, apd

b) to ephance custontep satisfaction by meeting customer requirements.

The infent of this'clause in ISO 9001 is to provide resources required to implement, maintain and
improve the QMS and to enhance customer satisfaction.

The relptéd clause in ISO/IEC 20000-1 is:

— 4.4.1 Provision of resources.
The ISO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

The ISO 9001 requirements for provision of resources can be applied to service management. There
should be agreement on the use of the term ‘resources’ which is not defined in ISO 9000. In service
management, resources can be human, technical, information or financial resources.
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6.6.2 Human resources

6.6.2.1 General

6.2.1 Human resources - General

Personnel performing work affecting conformity to product requirements shall be competent o
basis of appropriate education, training, skills and experience.

NOTE Conformity to prndnrf requirements can he affected directly or indirectly by pprqnnnpl n

n the

forming any task within the quality management system.

The intent of this clause in ISO 9001 is to ensure that personnel working within the scope ‘ofthe (
competent to fulfil product requirements.

The related clause in ISO/IEC 20000-1 is:
— 4.4.2 Human resources.
The ISO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

The ISO 9001 requirements for human resources can be applied to service management. All the pe
performing work affecting service requirements should be included:

6.6.2.2 Competence, awareness and training

)MS are

rsonnel

6.2.2 Competence, awareness and training
The organization shall

a) determine the necessary competence for personnel performing work affecting conformity to
uct requirements,

c) evaluate the effectiveness of the ad¢tions taken,

d) ensure that its personnel are(aware of the relevance and importance of their activities and h
they contribute to the achieyement of the quality objectives, and

e) maintain appropriate records of education, training, skills and experience (see 4.2.4).

b) where applicable, provide training or-take other actions to achieve the necessary competencé¢

prod-

h

PW

The intent of this clatise'in ISO 9001 is to determine the required competence and manage the ag
Lo achieve competence for personnel. This clause is associated with the involvement of people, on
pight principles-of’quality management.

The relatedclause in ISO/IEC 20000-1 is:

—  4.4:2~Human resources.

tivities
e of the

The ISO/IEC 20000-1 clause is almost identical to the ISO 9001 clause.

ThelSO9001 requirements for competence,awareness and training can be applied to service management.
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6.6.3 Infrastructure

6.3 Infrastructure

The organization shall determine, provide and maintain the infrastructure needed to achieve con-
formity to product requirements. Infrastructure includes, as applicable,

a) buildings, workspace and associated utilities,

b) process equipment (both hardware and software), and

c) supgorting services (such as transport, communication or information systems).

The intent of this clause in ISO 9001 is to determine, provide and maintain the infrastructure required
to achi¢ve conformity to product requirements.

The relpted clause in ISO/IEC 20000-1 is:
— 4.41 Provision of resources.

ISO/IE€ 20000-1 does not have one single clause about infrastructure. ISO/IEG 20000-1 uses the term
infrastructure once in Clause 5.4 where it is used as an example of a service“component. The term
infrastructure is not defined in ISO/IEC 20000-1 which means it is used in-itsnormal dictionary usage.

Clause |4.4.1 of ISO/IEC 20000-1 includes requirements to determinetand provide resources. These
resourdes include technology resources which can be considered<o be part of the infrastructure tg
deliver|a service. ISO/IEC 20000-1 uses the PDCA methodology sperified in Clause 4.5 to establish and
improve the SMS and services which can include the planning, operating, monitoring and improving of
infrastfucture.

There fire additional processes in ISO/IEC 20000-1 with’'requirements which can be considered as
infrastructure requirements. These are:

a) Service continuity and availability management (Clause 6.3);
b) Capacity management (Clause 6.5);
¢) Infprmation security management (Clause 6.6).

Clauseq 6.3, 6.5 and 6.6 of ISO/IEC20000-1 have not been included as related clauses because ISO 9001
does nqt cover the specific requitements of these processes.

Applying ISO 9001 to infrastrnucture for service management can include, for example, workspace for]
personpel involved in service management processes and service delivery, data centres, hardware
software and networks,Some of these infrastructure components can be provided by suppliers, internal
groups|or customers)deting as suppliers.

6.6.4 |Work environment

6.4 Work-environment

The organization shall determine and manage the work environment needed to achieve conformity to
product requirements.

NOTE The term “work environment” relates to those conditions under which work is performed
including physical, environmental and other factors (such as noise, temperature, humidity, lighting or
weather).

The intent of this clause in ISO 9001 is to determine and manage the work environment required to
achieve conformity to product requirements.

There is no related clause in ISO/IEC 20000-1 with these specific requirements.
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ISO/IEC 20000-1 focuses on the services, the processes and the accountabilities and responsibilities.
It does not focus on the work environment to produce or deliver the services and has no specific
requirement for the work environment.

The work environment for service management can include a data centre which has conditions for
technical hardware housed within it (e.g. temperature and humidity). It can also include the environment
of the staff providing service management activities in an office environment (e.g. noise and lighting).

NOTE Services and data centres can be required to demonstrate an awareness, contribution or conformity to
nvironmental rr—\gn]:\finnc and International Standards such as IS0 14001

6.7 Product realization

6.7.1 Planning of product realization

7.1 Planning of product realization

The organization shall plan and develop the processes needed for productrealization. Planning|of
product realization shall be consistent with the requirements of the othler processes of the quallity
management system (see 4.1).

In planning product realization, the organization shall determine.the following, as appropriate:
a) quality objectives and requirements for the product;
b) the need to establish processes and documents, and to.provide resources specific to the product;

) required verification, validation, monitoring, measurement, inspection and test activities spdcific
to the product and the criteria for product acceptantce;

d) records needed to provide evidence that the.r€alization processes and resulting product megt
requirements (see 4.2.4).

The output of this planning shall be in a fornt suitable for the organization’s method of operatiohs.

NOTE 1 A document specifying the processes of the quality management system (including the prod-
uct realization processes) and the resources to be applied to a specific product, project or contrpct
can be referred to as a quality plan:

NOTE 2 The organization may also apply the requirements given in 7.3 to the development of pffoduct
realization processes.

The intent of this clause:in ISO 9001 is to plan for the development and production of products.
The related clauses.in ISO/IEC 20000-1 are:

— 5.1 Genéral'(Design and transition of new or changed services);

— 5.2.Rlan new or changed services.

[SOZIEC 20000-1 includes a process called design and transition of new or changed services. Thig is split
into general requirements followed by requirements for planning, design, development and trgnsition
stages. Itapplies to new services being developed or changes with the potential to have a major impact on
services or customers. The design and transition of new or changed services process in ISO/IEC 20000-1
has some similar requirements to the product realization process in ISO 9001.

Planning of the new or changed services includes planning for testing. This testing can be interpreted as
requiring the planning of verification and validation activities.

The requirements of ISO 9001 for planning of product realization can be applied to service management.
In service management, product realization means planning for a service to be designed, developed,
deployed into the live environment and delivered to the customer.
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6.7.2 Customer-related processes

6.7.2.1 Determination of requirements related to the product

7.2.1 Determination of requirements related to the product
The organization shall determine

a) requirements specified by the customer, including the requirements for delivery and post-delivery
activitjes,

b) requirements not stated by the customer but necessary for specified or intended use, where
known,

c) statiitory and regulatory requirements applicable to the product, and
d) any jadditional requirements considered necessary by the organization.

NOTE Post-delivery activities include, for example, actions under warranty provisions,-contractual
obligatlions such as maintenance services, and supplementary services such as recycling or final dis-
posal.

The intent of this clause in ISO 9001 is to define the requirements for products.
The relpted clauses in ISO/IEC 20000-1 are:

— 4.1]4 Management representative;

— 4.5.2 Plan the SMS (Plan);

— 5.2 Plan new or changed services;

— 5.3 Design and development of new or changed services;

— 6.1] Service level management;

— 7.1| Business relationship management:

ISO/IEQ 20000-1 includes requirements jfor the service provider to determine service requirementg
across several different clauses. The,clause in ISO 9001 relates to only some requirements of the related
clauses| in ISO/IEC 20000-1. TheSservice requirements including those agreed with the customer
statutory and regulatory requirements are determined for new or changed services in Clause 5.2 of
ISO/IEC 20000-1 and documenteéd in the service management plan in Clause 4.5.2 of ISO/IEC 20000-1
The catlalogue of services referred to in Clause 6.1 of ISO/IEC 20000-1 documents the services and theit
dependencies. Notificatioh of potential new or changed service requirements can also be determined
during the communijcatjon with the customer in Clause 7.1 of ISO/IEC 20000-1.

The requirementsyof ISO 9001 for determination of requirements related to product can be applied
to servlice management. The ‘additional requirements considered necessary by the organization’ in
Clause 7.2.1 @-0f ISO 9001 and ‘requirements not stated by the customer but necessary for specified oy
intend¢d-use, where known’ in Clause 7.2.1 b) of ISO 9001 can also include those relevant requirementg

raWZ a nlaleYaYaVaVa !
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a) the management of assets, including licences, in Clause 4.1.4 d) of ISO/IEC 20000-1;

b) human, financial, information and technical resources to deliver the services, in Clause 5.3 of
ISO/IEC 20000-1.
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6.7.2.2 Review of requirements related to the product

7.2.2 Review of requirements related to the product

The organization shall review the requirements related to the product. This review shall be con-
ducted prior to the organization’s commitment to supply a product to the customer (e.g. submission
of tenders, acceptance of contracts or orders, acceptance of changes to contracts or orders) and shall
ensure that

a) product requirements are defined,

b) contract or order requirements differing from those previously expressed are resolved, and
c) the organization has the ability to meet the defined requirements.

Records of the results of the review and actions arising from the review shall be maifitained (sge
4.2.4).

Where the customer provides no documented statement of requirement, the customer requirements
shall be confirmed by the organization before acceptance.

Where product requirements are changed, the organization shall ensure that relevant documents are
amended and that relevant personnel are made aware of the changed requirements.

NOTE In some situations, such as internet sales, a formal review isimpractical for each order. Ipstead
the review can cover relevant product information such as catalogues or advertising material.

The intent of this clause in ISO 9001 is to review the predefined requirements of the product for adequacy
before committing to supply the product.

The related clauses in ISO/IEC 20000-1 are:

— 5.1 General (Design and transition of new ot:changed services);
— 5.2 Plan new or changed services;

— 6.1 Service level management;

— 7.1 Business relationship management;

— 9.2 Change management,

[SO/IEC 20000-1 includes.requirements related to the service across multiple service management
processes to ensure thatservices are designed, developed, tested, managed and improved in alignment
with service requirements. The clause in ISO 9001 relates to only some requirements of the [related
clauses in ISO/IE€20000-1. ISO/IEC 20000-1 is very strong in identifying changes, assessing the|impact
pf changes and controlling changes to requirements.

Clause 5,1 of ISO/IEC 20000-1 includes requirements for the assessment and approval of the |new or
changed.services through the change management process of ISO/IEC 20000-1. The requirements
for a§sessment and approval in Clause 9.2 of ISO/IEC 20000-1 include reviewing the risk and|impact
of the new or changed serv1ce requlrements on eXIStlng services as well as reviewing the b siness

requlrements for the evaluatlon of the ablhty to fulfil service requlrements of other parties that
contribute to the provision of service components for new or changed services. Clauses 6.1 and 7.1 of
ISO/IEC 20000-1 can identify changes to service requirements.

The requirements of ISO 9001 to review requirements related to product can be applied to service
management. In service management, this review should apply to service requirements which can
come from a new or changed service, through requests for change or from a customer via the business
relationship manager. Any changes identified should be controlled using the change management process.

© ISO/IEC 2013 - All rights reserved 37


https://standardsiso.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

6.7.2.3

Customer communication

7.2.3 Customer communication

The organization shall determine and implement effective arrangements for communicating with
customers in relation to

a) product information,

b) enquiries, contracts or order handling, including amendments, and

c) cust

bmer feedback, including customer complaints.

The int
enquiri
eight p
The rel
— 4.1
— 6.1
— 6.2
— 71

— 8.1

The clause in ISO 9001 relates to only some requirements.of the related clauses in ISO/IEC 20000-1

Clause
The seq
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methoqg
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service|
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ition to these related clauses, some other processes in ISO/IEC 20000-1 include requirementg

ent of this clause in ISO 9001 is to communicate effectively with customers about products
es, orders and feedback. This clause is associated with the concept of customer focus, gne"of the
rinciples of quality management.

hted clauses in ISO/IEC 20000-1 are:

3 Authority, responsibility and communication;
Service level management;
Service reporting;

Business relationship management;

Incident and service request management.

1.1.3 of ISO/IEC 20000-1 specifies a requirement forrdocumented procedures for communication
vice catalogue in Clause 6.1 of ISO/IEC 20000-1 provides service information which is equivalent
product information in ISO 9001. Service reporting in Clause 6.2 of ISO/IEC 20000-1 is ong
of communication providing service infornyation. Enquiries, customer feedback and complaintg
dled through the business relationship-management process in Clause 7.1 of ISO/IEC 20000-1
requests can be used to handle enquiries, orders and general communication with the customery
lause 8.1 of ISO/IEC 20000-1.

munication or feedback te.customers or interested parties for other purposes. For example
5.4 of ISO/IEC 20000-1-requires the service provider to report to interested parties on the
esachieved againstexpected outcomes for new or changed services, Clause 8.1 of ISO/IEC 20000-1
s the service provider-to keep the customer informed of the progress of their reported incident.

7.2.3 of ISO 900471s about communication with the customer. Internal communication is covered
be 5.5.3 of [S@9001.This distinction is not made in ISO/IEC 20000-1.

uirements of ISO 9001 for customer communication can be applied to service management. The
reports.from the service reporting process in service management can be the primary method of
nication with the customer. The business relationship management process should be used as the

commuy

nication mechanism for orders, contracts, customer satisfaction and complaints. The enquiries

from customers should be handled through the incident and service request management process. The

service
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catalogue should be used to provide details of the services available to the customers.
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6.7.3 Design and development

6.7.3.1 Design and development planning

7.3.1 Design and development planning
The organization shall plan and control the design and development of product.

During the design and development planning, the organization shall determine

aJ the design and development stages,

b) the review, verification and validation that are appropriate to each design and development s
and

c) the responsibilities and authorities for design and development.

opment to ensure effective communication and clear assignment of responsihility.
Planning output shall be updated, as appropriate, as the design and development progresses.

NOTE Design and development review, verification and validation havedistinct purposes. They
conducted and recorded separately or in any combination, as suitable for the product and the o
zation.

The organization shall manage the interfaces between different groups involvedin-design and dlevel-

tage,

can be
"gani-

The intent of this clause in ISO 9001 is to plan and control the activities for the desi
development of products.

The related clause in ISO/IEC 20000-1 is:
— 5.2 Plan new or changed services.

[SO/IEC 20000-1 is intentionally not as compré&hensive as ISO 9001 for product realization. Claug
[SO/IEC 20000-1 includes the following noté~For further information about design; see the des
development process in ISO 9001, Clause\7.3".

Therequirements ofISO9001 for design and development planning canbe applied to service manag
Service management distinguishies-between planning for new services, major changes to servi
minor changes to services. Removal of services due to their retirement or transfer to another p4
nlso changes which should be\planned. ISO/IEC 20000-1 includes requirements for all of these ad
which should be considered during the planning of design and development.

6.7.3.2 Design and development inputs

on and

e 5.3 of
jgn and

rement.
res and
rty are
tivities

7.3.2 Desigmand development inputs

Thesednptts shall include

a) functional and performance requirements,

Inputs relating to product requirements shall be determined and records maintained (see 4.2.4]).

AR 1: A | ot t A | lat 3 4
U} ayyuual.uc Stdaltutul _y allul CSUICILUI _y 1 Cblull CIIICIILS,
c) where applicable, information derived from previous similar designs, and

d) other requirements essential for design and development.

conflict with each other.

The inputs shall be reviewed for adequacy. Requirements shall be complete, unambiguous and not in

The intent of this clause in ISO 9001 is to ensure consistent and adequate input to the design and

development of products.
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The related clauses in ISO/IEC 20000-1 are:

— 5.1 General (Design and transition of new or changed services);
— 5.2 Plan new or changed services;

— 5.3 Design and development of new or changed services.

ISO/IEC 20000-1 does not split the requirements between design and development inputs and outputs
but specifies them in the requirements for the design and transition of new or changed services process.
Details|of service requirements for new or changed services can be initially stated in the request foy
change[lwhich comes from the change management process to Clause 5.1 of ISO/IEC 20000-1. Clause\5:2
of ISO/JEC 20000-1 determines the service requirements in detail and Clause 5.3 of ISO/IEC 20000-1
specifi¢s the design of the service.

The requirements of ISO 9001 for design and development inputs can be applied to servicemanagement
For ‘otHer requirements essential for design and development’ as in Clause 7.3.2 d) of ISO"9001, the morsg
specifi¢ requirements of ISO/IEC 20000-1 for inputs should be considered.

6.7.3.3| Design and development outputs

7.3.3 Design and development outputs

The ouftputs of design and development shall be in a form suitable for vérification against the design
and defelopment input and shall be approved prior to release.

Designland development outputs shall

a) meef the input requirements for design and development;

b) provide appropriate information for purchasing, preduction and service provision,

) contpin or reference product acceptance criteria,-and

d) spegify the characteristics of the product thatare essential for its safe and proper use.

NOTE Information for production and servige provision can include details for the preservation of
produdt.

The intent of this clause in ISO 9001.is to ensure consistent and verifiable outputs from the design and
development activities are approved*prior to release.

The relpted clauses in ISO/IEC 20000-1 are:

— 5.1| General (Design.and transition of new or changed services);
— 5.2 Plan new orchanged services;

— 5.3 Designand development of new or changed services.

ISO/IEC 20000-1 does not split the requirements between design and development inputs and outputs
but spefcifies them in the requirements for the design and transition of new or changed services process
Clause 5-Tof TSO/TEC Z0000-TINcIudes TEqUITEMENTS t0 TEVIEW tITE OUtPULS {TOMT e pranting and aesig
activities for new or changed services against the service requirements and relevant requirements in
Clause 5.3 and 5.4 of ISO/IEC 20000-1. Clause 5.2 provides an output of a plan for the new or changed
service. Clause 5.3 provides an output of a documented design and a developed service.

ISO/IEC 20000-1 does not include specific requirements for safety although safety requirements can be
part of the service requirements. Some requirements for information security or service continuity can
also be considered to be safety requirements.

Therequirements of ISO 9001 for design and development outputs can be applied to service management.
For the ‘characteristics of the product that are essential for its safe and proper use’ as in Clause 7.3.3 d)
of ISO 9001, the more specific requirements of ISO/IEC 20000-1 for outputs should be considered.
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6.7.3.4 Design and development review

7.3.4 Design and development review

At suitable stages, systematic reviews of design and development shall be performed in accordance
with planned arrangements (see 7.3.1)

a) to evaluate the ability of the results of design and development to meet requirements, and

b) to identify any problems and propose necessary actions.

Participants in such reviews shall include representatives of functions concerned with the design and
development stage(s) being reviewed. Records of the results of the reviews and any necessaryqctions
shall be maintained (see 4.2.4).

The intent of this clause in ISO 9001 is to conduct planned systematic reviews of design.and develppment
to evaluate capability to meet requirements.

The related clauses in ISO/IEC 20000-1 are:

— 5.1 General (Design and transition of new or changed services);
— 5.2 Plan new or changed service;

— 5.3 Design and development of new or changed services.

[SO/IEC 20000-1 includes requirements to review the design and development of new or changed
services. Clause 5.1 of ISO/IEC 20000-1 includes requiretnernits to review the outputs from the planning
hnd design activities for new or changed services against the service requirements and relevant
requirements in Clause 5.3 and 5.4 of ISO/IEC 20000-1. Clause 5.2 includes requirements for other
parties that are contributing to the provision of seFvice components to be evaluated. ISO/IEC 20000-1
does not specify who should attend the reviews. Elause 5.3 of ISO/IEC 20000-1 includes requirenpents to
ensure that the design of the new or changed services can fulfil the service requirements.

The requirements of ISO 9001 for design and development review can be applied to [service
management. The ‘systematic reviews’ in Clause 7.3.4 of ISO 9001 should use the review requirements
in ISO/IEC 20000-1.

6.7.3.5 Design and developnient verification

7.3.5 Design and development verification

Verification shall bé-performed in accordance with planned arrangements (see 7.3.1) to ensure that
the design and deyelopment outputs have met the design and development input requirements.
Records of thé.results of the verification and any necessary actions shall be maintained (see 4.2.4).

The intefit)of this clause in ISO 9001 is to ensure that the design and development outputs meet the
design‘and development input requirements for the product.

The related clauses in ISO/IEC 20000-1 are:

— 5.3 Design and development of new or changed services;
— 5.4 Transition of new or changed services;
— 9.3 Release and deployment management.

In ISO 9001, verification is an activity intended to check that the outputs of a stage of design and
development fulfil the input requirements for that stage, before proceeding to the next stage. This is
in order to minimize the propagation of errors through various stages of design and development. See
Table 3 for an explanation of how the use of the terms verification and testing differ between ISO 9001
and ISO/IEC 20000-1.
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Clause 5.3 of ISO/IEC 20000-1 includes requirements to ensure that the design of the new or changed
services fulfils the service requirements and that they are developed in accordance with the documented
design. Clause 5.4 of ISO/IEC 20000-1 includes requirements for new or changed services to be tested to
verify that they fulfil the service requirements and documented design. Clause 9.3 of ISO/IEC 20000-1
includes requirements for the release to be verified against agreed acceptance criteria.

The requirements of ISO 9001 for design and development verification can be applied to service
management. In service management, testing is the most common method of verification. There should
be various levels of testing at different stages. There should be two sets of acceptance criteria to be
verifie¢forservice mamagement="for the mrew or chranged service amd for the tefease:

6.7.3.6] Design and development validation

7.3.6 Design and development validation

Designland development validation shall be performed in accordance with planned arrangements (see
7.3.1) to ensure that the resulting product is capable of meeting the requirements fof\the specified
applicdtion or intended use, where known. Wherever practicable, validation shall-be’completed prior
to the ¢lelivery or implementation of the product. Records of the results of validation and any neces-
sary adtions shall be maintained (see 4.2.4).

The intent of this clause in ISO 9001 is to ensure that the product meets\product requirements for itg
specifi¢d application or intended use.

The relpted clauses in ISO/IEC 20000-1 are:
— 5.4 Transition of new or changed services;
— 9.3] Release and deployment management.

ISO/IEC 20000-1 does not use the term validation, In€lause 5.4 of ISO/IEC 20000-1, the new or changed
services should be verified against service acceptance criteria before they are approved to be deployed
into the live environment using the releasesdnd deployment management process. In Clause 9.3 of
ISO/IEC 20000-1, there are requirements for-releases to be built and tested prior to deployment in a
controlled acceptance test environment..Ifthe test environment simulates an operational environment
it corrgsponds with the term ‘validation®

See Taljle 3 for an explanation of how'the use of the terms validation and testing differ between ISO 9001
and ISQ/IEC 20000-1.

The reguirements of 1SO-9001 for design and development validation can be applied to servicd
manage¢ment. In servicemianagement, testing is the most common method of validation. Testing should
be conducted in a contnolled test environment which simulates the intended operational environment
where possible.

6.7.3.7| Control of design and development changes

7.3.7 Gontrol of design and development changes

Design and development changes shall be identified and records maintained. The changes shall be
reviewed, verified and validated, as appropriate, and approved before implementation. The review of
design and development changes shall include evaluation of the effect of the changes on constituent
parts and product already delivered. Records of the results of the review of changes and any neces-
sary actions shall be maintained (see 4.2.4).

The intent of this clause in ISO 9001 is to control changes to design and development.
The related clauses in ISO/IEC 20000-1 are:

— 5.1 General (Design and transition of new or changed services);
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— 9.2 Change management.

ISO/IEC 20000-1 requires that assessment, approval, scheduling and reviewing of new or changed
services is controlled by the change management process according to the change management policy.
Clause 9.2 of ISO/IEC 20000-1 requires that changes are tested. In addition, all changes going through
Clause 5 should be subject to verification and validation activities required during design and transition
of new or changed services.

The requirements of ISO 9001 for control of design and development changes can be applied to

ervice managoemoent If tho corvice nravider hac 0 chanago managomont nracoce thic can net the
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requirements of ISO 9001.

6.7.4 Purchasing

6.7.4.1 Purchasing process

7.4.1 Purchasing process

The organization shall ensure that purchased product conforms to specified purchase requirenjents.
The type and extent of control applied to the supplier and the purchased product shall be deperjdent
upon the effect of the purchased product on subsequent product realization or the final product.

The organization shall evaluate and select suppliers based on their ability to supply product in
accordance with the organization’s requirements. Criteria for selection, evaluation and re-evalyation
shall be established.

Records of the results of evaluations and any necessatyractions arising from the evaluation shall be
maintained (see 4.2.4).

The intent of this clause in ISO 9001 is to ensure that the organization purchases products which conform
Lo specified requirements from qualified suppliers. This clause is associated with a mutually beneficial
supplier relationship, one of the eight pringiples of quality management.

The related clauses in ISO/IEC 20000-1 are:
— 5.2 Plan new or changed services;

— 6.1 Service level managément;

— 7.2 Supplier manageniént.

As noted in Clause,7.2 of ISO/IEC 20000-1, the scope of the supplier management profess in
[SO/IEC 20000-Ispecifically excludes the selection of suppliers and the procurement of serviceg.

[n [SO/IEC 20000-1, other parties can contribute to the design, development or delivery of serviges. The
pther partiés can be suppliers, internal groups or customers acting as suppliers. Suppliers shpuld be
managed through the supplier management process using a contract. Internal groups and cugtomers
pcting’as suppliers should be managed through the servicelevel management process usingadocumented
pgreement. Though it is not a specified requirement of ISO 9001, the organization should ensyre that
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For new or changed services, ISO/IEC 20000-1 includes requirements for the service provider to
evaluate any other parties that contribute to a service. The evaluation covers their ability to fulfil the
service requirements and there is a requirement to record the results of the evaluation and ensure any
necessary action is taken.

The requirements of ISO 9001 for purchasing can be applied to service management. For service
management, the evaluation of suppliers and other parties is treated as an ongoing activity involving
continual monitoring during service delivery.
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6.7.4.2 Purchasing information

7.4.2 Purchasing information

Purchasing information shall describe the product to be purchased, including, where appropriate,
a) requirements for approval of product, procedures, processes and equipment,

b) requirements for qualification of personnel, and

) quality management system requirements.

The organization shall ensure the adequacy of specified purchase requirements prior to their com-
munication to the supplier.

The intent of this clause in ISO 9001 is to ensure that the organization adequately defines the€ product
requirdgments prior to purchase.

There [are no related clauses in ISO/IEC 20000-1 with these specific requirenients becausq
ISO/IEC 20000-1 explicitly excludes procurement.

The requirements of ISO 9001 for purchasing information can be applied to séryice management. Thg
contents list for a contract in Clause 7.2 of ISO/IEC 20000-1 should be usedyas a guide for producing
purchaping information for service management. Supplies required for” services should also b¢g
considdred as part of the purchasing information e.g. printer cartridges:

Monitofing of suppliers in a service management environment should focus on service targets, ensuring
that they are providing the agreed level and quality of service ofvan ongoing basis.

6.7.4.3| Verification of purchased product

7.4.3 lerification of purchased product

The organization shall establish and implement the inspection or other activities necessary for ensur-
ing that purchased product meets specified purchase requirements.

Where|the organization or its customer intends to perform verification at the supplier’s premises, the
organifation shall state the intended verification arrangements and method of product release in the
purchgsing information.

The intpnt of this clause in ISO 9001 is to verify purchased product through inspection or other methods
to ensufre it meets specified purchase requirements.

The relpted clauses in ISQ/AEC 20000-1 are:
— 5.1f General (Design and transition of new or changed services);
— 6.1] Servicedeyel management;

— 7.2| Supplier Management.

At pla T ls. 1SO/IEC 20000-1 . ] . i ] li ]
party’s performance againstservice targets and any other contractual obligations. For external suppliers,
this should be controlled through the supplier management process. For internal groups or customers
acting as suppliers, this should be controlled through the service level management process. For new or
changed services, service components provided by all parties should be reviewed as part of the design
and transition of new or changed services process. There is no requirement in ISO/IEC 20000-1 to state
verification arrangements for supplier’s premises.

Therequirementsof[ISO9001 forverification of purchased product canbeapplied to service management.
Fornew or changed services, service components provided by all parties should be reviewed and accepted
or rejected. For many products in the scope of ISO 9001, a ‘goods in style of pass/fail inspection is used.
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An ongoing service being managed using a QMS or an SMS requires continual monitoring of the supplier
and other parties throughout the period of the supplier’s participation in the delivery of the service.

6.7.5 Production and service provision

6.7.5.1 Control of production and service provision

7.5.1 Control of production and service provision

The organization shall plan and carry out production and service provision under controlled condi-
tions.

Controlled conditions shall include, as applicable,

a) the availability of information that describes the characteristics of the product,
b) the availability of work instructions, as necessary,

c) the use of suitable equipment,

d) the availability and use of monitoring and measuring equipment,

e) the implementation of monitoring and measurement, and

f) the implementation of product release, delivery and post-delivery activities.

The intent of this clause in ISO 9001 is to plan and ensure<hat controlled conditions are provided to
carry out the production or service provision to achieve the required quality.

The related clause in ISO/IEC 20000-1 is:
— 4.5.3 Implement and operate the SMS (Do).

[SO/IEC 20000-1 controls the delivery, management and improvement of services throygh the
implementation and operation of the SMS.\'€lause 4.5.3 of ISO/IEC 20000-1 specifies requireme¢nts for
the management of all the service manag@ement processes.

The requirements of ISO 9001 for.céntrol of production and service provision can be applied to|service
management. The production ahd service provision should be driven by the service management plan.

6.7.5.2 Validation of processes for production and service provision

7.5.2 Validation of processes for production and service provision

The organizatiofi-shall validate any processes for production and service provision where the result-
ing output cannot be verified by subsequent monitoring or measurement and, as a consequence), defi-
ciencies become apparent only after the product is in use or the service has been delivered.

Validation/shall demonstrate the ability of these processes to achieve planned results.

The organization shall establish arrangements for these processes including, as applicable,

a)-defined criteria for review and approval of the processes

b) approval of equipment and qualification of personnel,
c) use of specific methods and procedures,

d) requirements for records (see 4.2.4), and

e) revalidation.

The intent of this clause in ISO 9001 is to validate processes for production and service provision to
provide the assurance of quality of product or service where inspection and testing is not possible and
deficiencies become evident only after the product is in use or the service has been delivered.
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The related clauses in ISO/IEC 20000-1 are:

— 4.5.2 Plan the SMS (Plan);

— 5.3 Design and development of new or changed services;
— 5.4 Transition of new or changed services;

— 9.2 Change management;

— 9.3rRefease and deployment Tamagement.

The clapise in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1~Th¢
emphagisinISO 9001 is on designingand testing production processes where the product or service cannot
be test¢d before the product or service is delivered. ISO/IEC 20000-1 does not focus purely o validation
of procgsses but on the SMS, which includes the service management processes, and the services.

Clause #.5.2 of ISO/IEC 20000-1 includes requirements for the service management plan.to specify ‘how
the eff¢ctiveness of the SMS and the services will be measured, audited, reported~and improved’. It
also ingludes requirements for the service management plan and other process/plans to be reviewed af
planned intervals and, ifapplicable, updated. Clause 5.3 of ISO/IEC 20000-1 inclide’s requirements for the
design pnd development of any new or changed processes with a requirementto ensure that the design
enableq the fulfilment of service requirements. Clause 5.4 of ISO/IEC 20000-1 includes requirements
for tesfing the processes against service acceptance criteria. Clause 9,2 of ISO/IEC 20000-1 includes
requirgments to develop and test changes. Clause 9.3 of ISO/IEC 20000-1 includes requirements to build
and tes|t the release in a controlled test environment prior to depleyment into the live environment.

The requirements of ISO 9001 for validation of processes for\production and service provision can b
applied to service management. The processes to be validated can be the service management processes
specifi¢d in ISO/IEC 20000-1 as well as other service delivery processes in the QMS.

6.7.5.3| Identification and traceability

7.5.3 Ifentification and traceability

Where|appropriate, the organization shallidentify the product by suitable means throughout product
realization.

The organization shall identify the product status with respect to monitoring and measurement
requirgments throughout productrealization.

Where|traceability is a requirement, the organization shall control the unique identification of the
produdt and maintain records (see 4.2.4).

NOTE |n some indusfry sectors, configuration management is a means by which identification and
traceability are maintained.

The intent of this'clause in ISO 9001 is to identify and maintain records of the product and its status tg
enable fraeeability.
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— 5.1 General (Design and transition of new or changed services);
— 9.1 Configuration management;

— 9.2 Change management;

— 9.3 Release and deployment management.

The clause in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1.
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As highlighted in the note in ISO 9001, configuration management is the key to identifying and tracing
all components of a service. The change management process in Clause 9.2 of ISO/IEC 20000-1 includes
requirements for maintaining the integrity of the configuration information. The release and deployment
management process in Clause 9.3 of ISO/IEC 20000-1 includes requirements for maintaining the
integrity of all service components during deployment. Clause 5.1 of ISO/IEC 20000-1 also includes
requirements for information about the components supporting new or changed services to be included
in the configuration management database. Clause 9.1 of ISO/IEC 20000-1 includes requirements for
configuration management including identification, control and integrity.

pdditiomatty, €lause6:1 of 1SO0AEC 2660601 mcludes Tequitements for atatalogue of services. This
contains high level details about the services and their dependencies but is not as detailed as p¢quired
by Clause 7.5.3 of ISO 9001.

Product realization is a process that continues through the life of the service, and for-éach change and
release. In this context, the requirements of ISO 9001 above should be satisfied by the configuration
management, change management and release and deployment management{processes for [service
management. Organizations should ensure thatthe emergency change procedufefor service manajgement
hlso includes the requirements from ISO 9001.

6.7.5.4 Customer property

7.5.4 Customer property

The organization shall exercise care with customer property while it is under the organization’s con-
trol or being used by the organization. The organizationsshall identify, verify, protect and safegliard
customer property provided for use or incorporation into the product. If any customer property is
lost, damaged or otherwise found to be unsuitable feruse, the organization shall report this to fhe
customer and maintain records (see 4.2.4).

NOTE Customer property can include intellectual property and personal data.

The intent of this clause in ISO 9001 is to manage and safeguard customer property while it is urjder the
prganization’s control or being used by:the organization.

There is no related clause in ISO/IEC20000-1 with these specific requirements.

The organization should notrely.on ISO/IEC 20000-1 requirements to provide guidance for an assgssment
pf Clause 7.5.4 of ISO 900130 ISO/IEC 20000-1, all assets used by the service, regardless of ownership,
are placed under appropriate controls such as configuration management, information security
management and changé'management. However, ISO/IEC 20000-1 does not distinguish its requirements
by ownership of prgperty and it contains no specific requirements about customer property.

The requirements of ISO 9001 for customer property can be applied to service management. The
pwnership ofproperty such as hardware, software and other assets used to deliver the service should be
identified=This information can be maintained and made available from the configuration management
database.A conformity assessment of Clause 7.5.4 of ISO 9001 should only include evidence for cugtomer-
pwned-items used to deliver the service in the scope of the QMS.

6.7.5.0 Freservation o1 product

7.5.5 Preservation of product

The organization shall preserve the product during internal processing and delivery to the intended
destination in order to maintain conformity to requirements. As applicable, preservation shall include
identification, handling, packaging, storage and protection. Preservation shall also apply to the con-
stituent parts of a product.

The intent of this clause in ISO 9001 is to preserve products and their constituent parts during internal
processing and delivery to maintain conformity to requirements.
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The related clauses in ISO/IEC 20000-1 are:

— 5.1 General (Design and transition of new or changed services);
— 5.4 Transition of new or changed services;

— 9.1 Configuration management;

— 9.3 Release and deployment management.

The clapse T ISO 900 T Tetates to Oty SOIME TEeqUITEMENTS Of tEe Tetated crauses mISOAEC 200001 Th
configyration management and release and deployment management processes in Clauses 9.1 and.9.3
of ISO/]EC 20000-1 relate to the preservation of the integrity of services before deployment. Foraew o]
changed services, this is managed through the design and transition of new or changed services.process
in Clauges 5.1 and 5.4 of ISO/IEC 20000-1.

The requirements of ISO 9001 for preservation of product can be applied to service management. In 3
service[context, there is an overlap between product realization and product delivery.Where an existing
servicelis being changed, the change can be introduced into a live environment that is‘already delivering
the service. This requires an approach that encompasses the change management, configuration
manage¢ment and release and deployment management processes similar to thdse in ISO/IEC 20000-1
which ¢an be built from the requirements of ISO 9001. Organizations should-ensure that the emergency
release|procedure for service management includes the requirements from1SO 9001.

6.7.6 |Control of monitoring and measuring equipments

7.6 Control of monitoring and measuring equipments

The organization shall determine the monitoring and measurement to be undertaken and the moni-
toring pnd measuring equipment needed to provide eyvidence of conformity of product to determined
requirgments.

The organization shall establish processes to ensure that monitoring and measurement can be car-
ried oyt and are carried out in a manner thatis-consistent with the monitoring and measurement
requirgments.

Where|necessary to ensure valid results)measuring equipment shall

a) be calibrated or verified, or both, at specified intervals, or prior to use, against measurement stand-
ards trjaceable to international or national measurement standards; where no such standards exist,
the bagis used for calibration orverification shall be recorded (see 4.2.4);

b) be afjusted or re-adjusted-as necessary;
c) havq identificationin‘order to determine its calibration status;
d) be spfeguarded.from adjustments that would invalidate the measurement result;

e) be pfotected.from damage and deterioration during handling, maintenance and storage.

In addition, the organization shall assess and record the validity of the previous measuring results
when the-equipment is found not to conform to requirements. The organization shall take appropriate
action on the equipment and any product aifected.

Records of the results of calibration and verification shall be maintained (see 4.2.4).

When used in the monitoring and measurement of specified requirements, the ability of computer
software to satisfy the intended application shall be confirmed. This shall be undertaken prior to
initial use and reconfirmed as necessary.

NOTE Confirmation of the ability of computer software to satisfy the intended application would typi-
cally include its verification and configuration management to maintain its suitability for use.

The intent of this clause in ISO 9001 is to determine and control monitoring and measurement
requirements, equipment and processes. Equipment can include computer software.
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The related clauses in ISO/IEC 20000-1 are:

— 4.5.4.1 General (Monitor and review the SMS (Check));
— 5.2 Plan new or changed services;

— 5.3 Design and development of new or changed services;

— 5.4 Transition of new or changed services;

— 6.2 SErvice Ieporting;

— 9.3 Release and deployment management.

measuring tools should be considered.

testing to be carried out for the planning, design and transition of new or changed services. Claug

Lo their deployment into the live environment.

Service management. Monitoring and measuringeqtipmentin service management can include sq

computer software. This can also be appliedto computer hardware which is an equally importg
pof a service. The use of the phrase ‘at specified intervals’ reminds us that this is an iterative

introduction of new services.
6.8 Measurement, analysis and improvement

6.8.1 General

The clause in ISO 9001 relates to only some requirements of the related clauses inASO/IEC 2D000-1.
Clause 4.5.4.1 of ISO/IEC 20000-1 includes requirements for the monitoring and theasurement of the
SMS and the services. ISO/IEC 20000-1 does not specifically require verificationef the accuracy and
capability of measurement. Service reporting in Clause 6.2 of ISO/IEC 2000041.includes requirements
for reporting on performance against targets that have already been agreed with the customer, tpgether
with reporting of any nonconformities against the SMS requirements or’ the service requir¢ments.
Service reporting relies on the integrity of the data and therefore the'ac€uracy and capabilities of the

Clauses 5.2, 5.3 and 5.4 of ISO/IEC 20000-1 include requirements for monitoring, measurement and

e 9.3 of

[SO/IEC 20000-1 includes requirements for the testing of réléases in a controlled test environmept prior

The requirements of ISO 9001 for control of monitoring and measuring equipment can be applied to

ftware

tools. Useful information is provided in the nete in ISO 9001 about the required controls to gpply to

nt part
rocess.

[n the service management context, mgnitoring tools should be re-verified after major changes or the

8.1 Measurement;analysis and improvement - General

The organizationshall plan and implement the monitoring, measurement, analysis and improve
processes ne¢ded

a) to defmonstrate conformity to product requirements,

b) to'ensure conformity of the quality management system, and

c)<to continually improve the effectiveness of the quality management system.

This shall include determination of applicable methods, including statistical techniques, and the
extent of their use.

ment

The intent of this clause in ISO 9001 is to plan and implement processes to monitor, measure, analyse

and improve the product and the QMS.
The related clauses in ISO/IEC 20000-1 are:
— 4.5.2 Plan the SMS (Plan);

— 4.5.4.1 General (Monitor and review the SMS (Check));
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— 4.5.5.1 General (Maintain and improve the SMS (Act));
— 4.5.5.2 Management of improvements;

— 6.1 Service level management;

— 6.2 Service reporting.

The clause in ISO 9001 relates to only some requirements of the related clauses in ISO/IEC 20000-1.
Although in ISO/IEC 20000-1, the term ‘analysis’ is not used, the intent of ISO 9001 and ISO/IEC 20000-1
is similpr. ISO/IEC 20000-1 includes requirements for the monitoring and measurement of the fulfilment
of servjce requirements, and uses information collected to improve both the service and the SMS, 'The
use of ptatistical techniques is not a specific requirement of ISO/IEC 20000-1 although theseccan b
suitabl¢ to use for some types of measurement.

The sefvice management plan, as specified in Clause 4.5.2 1) of ISO/IEC 20000-1, includes ‘how
the effgctiveness of the SMS and the services will be measured, audited, reported and improved’
Clause #.5.4.1 of ISO/IEC 20000-1 includes requirements for the service provider to ‘usésuitable methodg
for monjitoring and measuring the SMS and the services’. Clauses 4.5.5.1 and 4.5.5:2 of ISO/IEC 20000-1
include| requirements to manage improvements against the policy for contindal improvement for thg
SMS arld the services. Clause 6.1 of ISO/IEC 20000-1 includes requirements‘to monitor and review
trends pnd performance against service targets. Clause 6.2 of ISO/IEC 20000-1 includes requirements
to provjide service reports on the performance of the SMS and the services.

The requirements of ISO 9001 for measurement, analysis and improvement can be applied to servicq
managé¢ment. The requirements of ISO/IEC 20000-1 can providevaseful techniques for a QMS with 4
scope df services and service management. For example, service reporting can report on conformity
and serjvice level management can monitor and measure pétformance against the service level targets
which gre part of the service requirements.

6.8.2 |Monitoring and measurement

6.8.2.1| Customer satisfaction

8.2.1 (justomer satisfaction

As one|of the measurements of the performance of the quality management system, the organization
shall monitor information relatingyto customer perception as to whether the organization has met
custonper requirements. The methods for obtaining and using this information shall be determined.

NOTE Monitoring customer,perception can include obtaining input from sources such as customer
satisfaftion surveys, customer data on delivered product quality, user opinion surveys, lost business
analysls, compliments, warranty claims and dealer reports.

The infent of this¥{clause in ISO 9001 is to monitor customer perception as part of monitoring the
effectijeness ofithe QMS.

The relpted clauses in ISO/IEC 20000-1 are:

— 6.2 Service reporting;
— 7.1 Business relationship management.

Thelast paragraph of Clause 7.1 of ISO/IEC 20000-1 includes requirements for the measurement, analysis
and review of customer satisfaction. This can provide useful additional information about the method
for obtaining measurement of customer satisfaction based on a representative sample of customers and
users. Clause 6.2 f) of ISO/IEC 20000-1 includes requirements for reporting on customer satisfaction
measurements and analysis.

The measurement, analysis and review of results to identify improvements and reporting should be
used as the basis for an assessment of Clause 8.2.1 of ISO 9001.
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6.8.2.2 Internal audit

8.2.2 Internal audit

The organization shall conduct internal audits at planned intervals to determine whether the quality
management system

a) conforms to the planned arrangements (see 7.1), to the requirements of this International Standard
and to the quality management system requirements established by the organization, and
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An audit programme shall be planned, taking into consideration the status and importance 'of the
processes and areas to be audited, as well as the results of previous audits. The audit criteria, s¢ope,
frequency and methods shall be defined. The selection of auditors and conduct of auditsyshall efsure
objectivity and impartiality of the audit process. Auditors shall not audit their ownwoerk.

A documented procedure shall be established to define the responsibilities and réquirements fgr
planning and conducting audits, establishing records and reporting results.

Records of the audits and their results shall be maintained (see 4.2.4).

The management responsible for the area being audited shall ensure that any necessary corrections
and corrective actions are taken without undue delay to eliminate-detected nonconformities and their
causes.

Follow-up activities shall include the verification of the actionstaken and the reporting of verification
results (see 8.5.2).

NOTE See ISO 19011 for guidance.

The intent of this clause in ISO 9001 is to condugt internal audits to ensure the effectivenes$ of the
implementation and maintenance of the QMS and.conformity to ISO 9001.

The related clauses in ISO/IEC 20000-1 are:
— 4.5.4.1 General (Monitor and review the SMS (Check));
— 4.5.4.2 Internal audit.

The requirements in ISO/IEG.20000-1 are almost identical to the ISO 9001 clause but are spread across
two sub-clauses.

The requirements of ISO-9001 for internal audit can be applied to service management. ISO/IEC 20000-1
npplies the internal-audit to the SMS and the services.

[SO/IEC 20000-17includes requirements for two other types of audits with a purpose which diffefrs from
but can supportinternal audits. In Clause 6.6.1 of ISO/IEC 20000-1, there is arequirement for infoymation
Security audits to ensure thatthe information security policy and process are being followed. In Clause 9.1
pf ISO/IECG'20000-1, there is a requirement for an audit of records in the configuration management
database to ensure that they are accurate. These additional audits are usually carried out by specialists
in-those fields rather than independent auditors (unless the independent auditors have the skills for

nesec dUAlls nese dualls can aisg ldel alalare L1 oS0 oigvelnenl And Ngncoilaoliniitlals,
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6.8.2.3 Monitoring and measurement of processes

8.2.3 Monitoring and measurement of processes

The organization shall apply suitable methods for monitoring and, where applicable, measurement of
the quality management system processes. These methods shall demonstrate the ability of the pro-
cesses to achieve planned results. When planned results are not achieved, correction and corrective
action shall be taken, as appropriate.

NOTE When determining suitable methods, it is advisable that the organization consider the type and
extentjof monitoring or measurement appropriate to each of its processes in relation to their impact
on the conformity to product requirements and on the effectiveness of the quality management sys*
tem.

The intent of this clause in ISO 9001 is to monitor and, where applicable, measure the QMS processes tg
ensure|they are performed effectively and appropriate actions are taken.

The relpted clauses in ISO/IEC 20000-1 are:
— 4.54.1 General (Monitor and review the SMS (Check));
— 4.55.1 General (Maintain and improve the SMS (Act)).

Although ISO/IEC 20000-1 does not specify process measurement inithe same way as ISO 9001, it
includes requirements for process performance measurements to’be“input to management reviews
ISO/IEC 20000-1 specifies the monitoring and measurement of th¢ SMS and the services unlike ISO 9001
which focuses on the QMS processes.

The requirements of ISO 9001 for monitoring and measurenient of processes can be applied to servics
manage¢ment. ISO/IEC 20000-1 is concerned with the-Service provided to the customer and the
measufement of the SMS through internal audit and management review, as well as the processes
themsellves. Therefore in service management, the planned results should include the fulfilment of
servicel[requirements and delivery of services.

6.8.2.4] Monitoring and measurement of product

8.2.4 D"lonitoring and measurement of product

The organization shall monitor and'measure the characteristics of the product to verify that product
requirgments have been met. This shall be carried out at appropriate stages of the product realiza-
tion prjpcess in accordance ith the planned arrangements (see 7.1). Evidence of conformity with the
acceptance criteria shall\b&maintained.

Records shall indicate the person(s) authorizing release of product for delivery to the customer (see
4.2.4).

The release of product and delivery of service to the customer shall not proceed until the planned
arrangementsy(see 7.1) have been satisfactorily completed, unless otherwise approved by a relevant
authorifity’and, where applicable, by the customer.

The intentofthis clausein ISO 9001 is to monitor and measure the productsagainst productrequirements
and acceptance criteria and to record the authorization of the release of the product.

The related clauses in ISO/IEC 20000-1 are:

— 4.5.4.1 General (Monitor and review the SMS (Check));
— 5.4 Transition of new or changed services;

— 6.2 Service reporting;

— 9.3 Release and deployment management.
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There are requirements in Clause 4.5.4.1 of ISO/IEC 20000-1 for monitoring and measurement of the
service. The deployment of releases is controlled through transition of new or changed services in
Clause 5.4 of ISO/IEC 20000-1 and release and deployment management in Clause 9.3 of ISO/IEC 20000-1.
Service reporting in Clause 6.2 of ISO/IEC 20000-1 provides the results of monitoring and measurement
of services undertaken by many of the service management processes. Clause 5.4 of ISO/IEC 20000-1
includes requirements to verify the new or changed services against acceptance criteria.

The requirements of ISO 9001 for monitoring and measurement of product can be applied to service
management. ISO/IEC 20000-1 has additional requirements which should support the monitoring,
TEaSUTIITE aITd IMPTovENENt of Services: Reteasesare controtted during the tramsitiomof mTeworthanged
services and as part of the release and deployment management process.

6.8.3 Control of nonconforming product

8.3 Control of nonconforming product

The organization shall ensure that product which does not conform to producttrequirements isfidenti-
fied and controlled to prevent its unintended use or delivery. A documented procedure shall be|estab-
lished to define the controls and related responsibilities and authorities for' dealing with nonconform-
ing product.

Where applicable, the organization shall deal with nonconformingproduct by one or more of thie fol-
lowing ways:

a) by taking action to eliminate the detected nonconformity;

b) by authorizing its use, release or acceptance under corcession by a relevant authority and, where
applicable, by the customer;

c) by taking action to preclude its original intende@use or application;

d) by taking action appropriate to the effects,ar potential effects, of the nonconformity when npncon-
forming product is detected after delivery orjuse has started.

When nonconforming product is corrected it shall be subject to re-verification to demonstrate ¢on-
formity to the requirements.

Records of the nature of nonconformities and any subsequent actions taken, including concessipns
obtained, shall be maintained (see 4.2.4).

The intent of this clause i ISO 9001 is to control nonconforming products including prevention df use or
delivery, except under corcession to the customer or by re-verification after correction activitieg.

The related clausesin ISO/IEC 20000-1 are:
— 4.5.5.1 Géneral (Maintain and improve the SMS (Act));
— 5.4 Transition of new or changed services;

— _8:1>Incident and service request management;

—-/8.2 Problem management;

— 9.3 Release and deployment management.

This clause in ISO 9001 is product oriented and is easy to relate to hardware, software and industrial
processes, but harder to relate to ongoing service delivery. Clause 4.5.5.1 of ISO/IEC 20000-1 includes
requirements for the service provider to correct the cause of identified nonconformities and use
corrective and preventive action as appropriate.

ISO/IEC 20000-1 includes the management of incidents and problems in Clauses 8.1 and 8.2 of
ISO/IEC 20000-1. An incident is defined in ISO/IEC 20000-1 as ‘unplanned interruption to a service, a
reduction in the quality of a service or an event that has not yet impacted the service to the customer*. A

© ISO/IEC 2013 - All rights reserved 53


https://standardsiso.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

problem is defined as ‘root cause of one or more incidents’. Nonconforming services are also controlled
in other clauses as indicated.

The requirements of ISO 9001 for control of nonconforming product can be applied to service
management. An existing service that does not meet the service requirements can be identified through
measurement against service targets in service level management, through customer satisfaction
measurement in the business relationship management process and through internal audit. Existing
services which fail are captured and corrected through the incident and service request management
process. The problem management process should be used to identify the root cause and the solution
to preventthe Tecurrence of the rorconformity—New or cianged services witichr do ot comnformr t
requirgments are ideally captured and managed during the design or transition of the new or changed
services in Clause 5.4 of ISO/IEC 20000-1 or in the release and deployment management process in
Clause [9.3 of ISO/IEC 20000-1. Any changes made due to nonconforming products are subjectto re
verificqtion through Clause 5, 9.2 or 9.3 of ISO/IEC 20000-1.

6.8.4 |Analysis of data

8.4 Analysis of data

The organization shall determine, collect and analyse appropriate data to demonstrate the suitability
and efflectiveness of the quality management system and to evaluate where eontinual improvement of
the effectiveness of the quality management system can be made. Thisghall include data generated as
aresult of monitoring and measurement and from other relevant sourices.

The anfalysis of data shall provide information relating to
a) custpmer satisfaction (see 8.2.1),
b) conflormity to product requirements (see 8.2.4),

c) charjacteristics and trends of processes and productsyincluding opportunities for preventive action
(see 8.£.3 and 8.2.4), and

d) suppliers (see 7.4).

The intent of this clause in ISO 9001 is to determine, collect and analyse appropriate data to demonstrate
the suifability and effectiveness of the QMS-and to identify improvements. This clause is associated with
a factual approach to decision making, orie of the eight principles of quality management.

The relpted clauses in ISO/IEC 20000-1 are:

— 4.54.1 General (Monitorand review the SMS (Check));
— 4.55.1 General (Maintdin and improve the SMS (Act));
— 6.2 Service reporting;

— 7.2| Suppliermanagement.

Although there is no single clause in ISO/IEC 20000-1 for analysis of data, data identified in various
clauses|in’ISO/IEC 20000-1 requires analysis and contributes to the effectiveness of the SMS. The results
of the analysis of data are reported in the service reporting process. Clause 4.5.4.1 of ISO/IEC 20000-1
requires the collection of data from internal audits and management reviews. Clause 4.5.5.1 of
ISO/IEC 20000-1 includes requirements for the collection of data about opportunities for improvement.
Clause 6.2 of ISO/IEC 20000-1 includes requirements for service reporting using information from the
delivery of services and the SMS activities. Clause 7.2 of ISO/IEC 20000-1 includes requirements for the
recording of information about the performance of suppliers.

In addition to the processes listed, there are other clauses in ISO/IEC 20000-1 where reviews take place
to analyse data which can identify opportunities for improvement to be managed by Clause 4.5.5.1 of
ISO/IEC 20000-1. For example, the change management process analyses requests for change and the
capacity management process analyses capacity data.
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The requirements of ISO 9001 for analysis of data can be applied to service management. Data in service
managementis measured and analysed in various processes which can supportthe requirements of ISO9001.

6.8.5 Improvement

6.8.5.1 Continual improvement

8.5.1 Continual improvement

The organization shall continually improve the effectiveness of the quality management systen
through the use of the quality policy, quality objectives, audit results, analysis of data, corrective and
preventive actions and management review.

The intent of this clause in ISO 9001 is to continually improve the effectiveness of the,@MS. Thig clause
is associated with continual improvement, one of the eight principles of quality management.

The related clauses in ISO/IEC 20000-1 are:
— 4.5.5.1 General (Maintain and improve the SMS (Act));
— 4.5.5.2 Management of improvements.

[SO/IEC 20000-1 also includes the concept of continual imprevement as a fundamental prjinciple.
Clause 4.5.5.1 of ISO/IEC 20000-1 includes a requirement for a policy on continual improvement and
h procedure for managing improvements. Clause 4.5.5.2,0f ISO/IEC 20000-1 specifies requiremjents to
prioritize, evaluate, plan and implement approved improvements.

[n addition to the processes listed, there are other clauses in ISO/IEC 20000-1 where reviews take place
to analyse data which can identify opportunitiesfor improvement to be managed by Clause 4.5.5.1 of
[SO/IEC 20000-1. For example, Clause 6.6.3 requires the service provider to review information security
incidents to identify opportunities for imprevement.

The requirements of ISO 9001 for contifual improvement can be applied to service management.

6.8.5.2 Corrective action

8.5.2 Corrective action

The organization shall take action to eliminate the causes of nonconformities in order to prevent
recurrence. Corrective actions shall be appropriate to the effects of the nonconformities encountered.

A documented procédure shall be established to define requirements for

a) reviewingnenconformities (including customer complaints),

b) determining the causes of nonconformities,

c) evaluating the need for action to ensure that nonconformities do not recur,

d).determining and implementing action needed,

e) records of the results of action taken (see 4.2.4), and

f) reviewing the effectiveness of the corrective action taken.

The intent of this clausein ISO 9001 is to take corrective action to eliminate the causes of nonconformities
in order to prevent recurrence.

The related clauses in ISO/IEC 20000-1 are:
— 4.5.5.1 General (Maintain and improve the SMS (Act));

— 4.5.5.2 Management of improvements;
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— 8.2 Problem management.

ISO/IEC 20000-1 introduces corrective and preventive action as part of maintenance and
improvement of the SMS.

It is important to realize that the definitions of corrective action differ between ISO 9001 and
ISO/IEC 20000-1: See Table 2 for an explanation of the differences. ISO/IEC 20000-1 also allows the
reduction of the likelihood of recurrence as it is not always possible or justifiable to eliminate the cause
of the nonconformity in service management.

The requirements of ISO 9001 for corrective action can be applied to service management. Servicg
related| corrective and preventive actions should be identified through the activities of the preblem
managé¢ment process. This can identify the need for a change to be made through the change management
procesj to fix the underlying cause of the problem. If the nonconformity is identified when it.causes an
incidenlt, the incident should be managed using the incident and service request management process
with tHe root cause of the nonconformity investigated using the problem management process. SM§
related| corrective actions are seen as part of SMS maintenance and improvement,<n.Clauses 4.5.5.1
and 4.5.5.2 of ISO/IEC 20000-1. Approved corrective actions should be controlledthrough the changg
manageé¢ment process.

6.8.5.3] Preventive action

8.5.3 Breventive action

The organization shall determine action to eliminate the causes-0f potential nonconformities in order
to preyent their occurrence. Preventive actions shall be appropriate to the effects of the potential
problems.

A documented procedure shall be established to define réquirements for
a) determining potential nonconformities and their gauses,

b) evalpating the need for action to prevent occurtence of nonconformities,
c) determining and implementing action needed,

d) recqrds of results of action taken (see4.2.4), and

e) reviewing the effectiveness of the preventive action taken.

The intlent of this clause in ISO_9001 is to take preventive action to eliminate the causes of potential
nonconfformities in order to prevent their occurrence.

The relpted clauses in ISQAEC 20000-1 are:
— 4.55.1 General (Maintain and improve the SMS (Act));
— 4.55.2 Mapagement of improvements;

— 8.2 Problem management.

[SO/IEC 20000-1 introduces corrective and preventive action as part of maintenance and improvemen
of the SMS. It is important to realize that the definitions of preventive action differ between ISO 9001
and ISO/IEC 20000-1: See Table 2 for an explanation of the differences. ISO/IEC 20000-1 also allows
the avoidance or reduction of the likelihood of occurrence as it is not always possible or justifiable to
eliminate the cause of a potential nonconformity in service management.

Therequirements of ISO 9001 for preventive action can be applied to service management. Service related
preventive actions are part of problem management in service management. SMS related preventive
actions are part of SMS maintenance and improvement in Clauses 4.5.5.1 and 4.5.5.2 of ISO/IEC 20000-1.
Approved preventive actions should be controlled through the change management process.

56 © ISO/IEC 2013 - All rights reserved


https://standardsiso.com/api/?name=98242e6db9cf801601aaae9f5c144304

ISO/IEC TR 90006:2013(E)

7 Management system requirements in ISO/IEC 20000-1 and not in ISO 9001

7.1 Rationale for additional clauses and requirements in ISO/IEC 20000-1

There are some clauses which are similar in wording or intent between 1SO 9001 and ISO/IEC 20000-1.
Other clauses are either unique or different in either wording or intentin ISO 9001 and ISO/IEC 20000-1.
This should be expected since each management system has a different focus as explained in Clause 5 of

this Technical Report.

There are no requirements in ISO 9001 specifically for capacity management, information, Security
management, budgeting and accounting for services, and continuity and availability managemént. An
prganization can choose to include the requirements from these processes either as part of the prpcesses
required for the QMS (Clause 4.1 of ISO 9001) or as product requirements (Clause 7.2.1(ef 1SO 9001).
The comparison of requirements between ISO 9001 and ISO/IEC 20000-1 is showt\in Annexes A and B
pf this Technical Report and a summary is shown in Table 1.

7.2 Clauses of ISO/IEC 20000-1 not found in ISO 9001

The clauses in ISO/IEC 20000-1 with no similarity to requirements iniSO 9001 are:

n)  ISO/IEC 20000-1, 6.3 Service continuity and availability management:

1) ISO 9001 does not include specific requirements’ for service continuity and avajlability
management. The availability of services is critical. Without availability of the serviges, the
customers cannot use the services to fulfilsthe service requirements. Service continuity
and availability management plans and mianages the availability of the services in [normal
circumstances. Service continuity and_@vailability management also plans and njanages
availability when there is an abnormal“situation preventing the normal access to services e.g.
fire preventing usage of the data centre, flood preventing access to the buildings for [service
management staff;

b) ISO/IEC 20000-1, 6.4 Budgeting. and'accounting for services:

1) 1SO 9001 does not include specific financial requirements. It is important to budget and
account for services -to balance the budget available with the ability to deliver [service
requirements. This:process enables the service provider to make the costs of serviced visible
to top management who can use this information as input to decision making for invgstment
in services and‘service management;

c) ISO/IEC 200001 6.5 Capacity management:

1) 1S09001 doesnotinclude specificrequirements for capacity management. Capacity management
is essential for services to ensure that there is sufficient capacity to enable the servicgs to be
delivered. A lack of capacity can mean that the service stops or performs in a way that does
not fulfil requirements. Capacity is considered in terms of human, technical, informatjon and
financial resources e.g. number of people to operate the service, network, data stofage or
budget. Capacity management plans and manages the capacity to ensure that the servic¢ can be
delivered and that it performs as required;

d) ISO/IEC 20000-1, 6.6 Information security management:

1y

ISO 9001 does not include specific requirements for information security management.
This process in ISO/IEC 20000-1 is closely aligned to ISO/IEC 27001. Information security
management requires an information security policy and objectives with risk assessments
which drive controls to ensure security of information assets. For example, with so much data
held on IT systems, the security of this information is a critical aspect of service management.
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Annex A
(informative)

Comparison of requirements between ISO 9001:2008 and ISO/

Table AL1 shows a high level comparison of ISO 9001:2008 to ISO/IEC 20000-1:2011.
Table 1 in Clause 5 of this Technical Report shows a high level comparison of ISO 9001:2008 tg

IEC20000-1:2011

ISO/IEC 20000-1:2011. Table 1 shows the comparison of the clauses and sub-clauses downte the first
level of [SO 9001:2008. It does not show the comparison for any lower sub-clauses e.g. 4.2.1;asin Table A.1

Clausey where there is a similarity of most of the requirements between SO~ 9001:2008 and
ISO/IEC 20000-1:2011 are in bold in Table A.1. A closely related clause means tliat the majority of the
requirgments of ISO 9001 and ISO/IEC 20000-1 are similar. For example, Clausé5:<3 of ISO 9001, quality

policy,
almost

Clauseq where there is a similarity of only some of the requirements between ISO 9001:2008 and

ISO/IE
a mino
of ISO

relatiofship management, because it only relates to the last‘of 7 paragraphs of this process.

Clauseq where there is no similarity between ISO 9001:2008 and ISO/IEC 20000-1:2011 are shown in
normalltext in Table A.1 with ‘nil’ in the related colunins.

Tabl¢ A.1 — Comparison of requirements between IS0 9001:2008 and ISO/IEC 20000-1:2011

s closely related to Clause 4.1.2 of ISO/IEC 20000-1, service management policy, because they arg
the same wording.

[ 20000-1:2011 are in underlined italics in Table A.1. A paytially related clause means that only
[ity of the requirements of ISO 9001 and ISO/IEC 20000<D afe similar. For example, Clause 8.2.1
9001, customer satisfaction, is partially related to €lause 7.2 of ISO/IEC 20000-1, businesq

1S0 9001:2008 ISO/IEC 20000-1:2011
Scope T 1 Scope
General 1.1 1.1 General (Scope)
Application 1.2 1.2 Application
Normadive referen 2 2 Normative references
Terms dnd definitions 3 3 Terms and definitions
Qualityymanagementsystem 4
Generdl requiremerits 4.1 411 Management commitment
4.2 Governance of processes operated by other parties
44.1 Provision of resources
452 Plamrtire-SMS{Ptar
4.5.3 Implement and operate the SMS (Do)
4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.2 |Management of improvements
Documentation requirements 4.2
General 421 |431 Establish and maintain documents
Quality manual 422 |451 Define scope
4.5.2 Plan the SMS (Plan)
58
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Table A.1 (continued)

1S0 9001:2008

ISO/IEC 20000-1:2011

Control of documents 4.2.3 |4.3.2 Control of documents
9.1 Configuration management
Control of records 424 1433 Control of records
Management responsibility 5
Managnmonf commitment C 1 411 “ﬂqhqgnmnnf commitment
Customer focus 5.2 4.1.4 Management representative
441 Provision of resources
7.1 Business relationship managemeént
Quality policy 5.3 41.2 Service management policy,
Planning 5.4
Quality objective 54.1 |nil nil
Quality management system planning [5.4.2 |4.1.1 Management conimitment
Responsibility, authority and communi- |5.5
cation
Responsibility and authority 551 [4.1.3 Authority) responsibility and communicatiop
Management representative 552 |4.11 Mafiagement commitment
4.1.4 Management representative
Internal communication 5.53 [4.1.3 Authority, responsibility and communicatiop
Management review 5.6
General 5.6.1 .44.5.4.1 |General (Monitor and review the SMS (Check))
4.5.4.3 |Managementreview
Review input 5:6.2 |4.5.4.3 |Management review
Review output 5.6.3 |4.5.4.3 |Managementreview
Resource management 6
Provision of resources 6.1 441 Provision of resources
Human resources 6.2
General 6.21 (4.4.2 Human Resources
Competence, training and awareness |6.2.2 |4.4.2 Human Resources
Infrastructure 6.3 4.4.1 Provision of resources
Work envirenment 6.4 nil nil
Produetrealization 7
Plahnin r realization 7.1 51 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
Customer-related processes 7.2
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Table A.1 (continued)
IS0 9001:2008 ISO/IEC 20000-1:2011
Determination of requirements related to |7.2.1 |4.1.4 Management representative
the product 452  |Plan the SMS (Plan)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
vices
6.1 Service level management
7.1 Business relationship management
Review of requirements related to the 7.2.2 |51 General (Design and transition of new or.changed
product services)
5.2 Plan new or changed service
6.1 Service level management
7.1 Business relationship management
9.2 Change management
Custompr communication 7.2.3 |4.1.3 Authority, responsibility and communication
6.1 Service level management
6.2 Service reporting
7.1 Business'felationship management
8.1 Incident and service request management
Design pnd development 7.3
Design and development planning 73.1 |5.2 Plan new or changed services
Design and development inputs 7.3.2 |5.1 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
vices
Design @n lopmen 73.3 |5.1 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
vices
Design and development review 734 |5.1 General (Design and transition of new or changed
services)
5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
Design and development verification 73.5 |53 Design and development of new or changed ser-
vices
5.4 Transition of new or changed services
9.3 Release and deployment management
Design and development validation 73.6 |54 Transition of new or changed services
9.3 Release and deployment management
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Table A.1 (continued)

1S0 9001:2008

ISO/IEC 20000-1:2011

Control of design and development changes|7.3.7 |5.1 General (Design and transition of new or changed
services)
9.2 Change management
Purchasing 7.4
Purchasing process 74.1 |5.2 Plan new or changed services
6.1 Service level management
7.2 Supplier management
Purchasing information 7.4.2 |nil nil
Verification of purchased product 74.3 |5.1 General (Design and transitienof new or changed
services)
6.1 Service level managemént
7.2 Supplier management
Product and service provision 7.5
Control of production and service provi- 7.5.1 [4.5.3 Implement andoperate the SMS (Do)
sion
Validation of processes for production and |7.5.2 |4.5.2 Planthe SMS (Plan)
service provision 5.3 Design and development of new or changed fer-
vices
5.4 Transition of new or changed services
9.2 Change management
9.3 Release and deployment management
Identification and tr ili 7.5:3" |5.1 General (Design and transition of new or changed
services)
9.1 Configuration management
9.2 Change management
9.3 Release and deployment management
Customer property 7.5.4 |nil nil
Preservation roduct 7.5.5 |5.1 General (Design and transition of new or chjinged
services)
5.4 Transition of new or changed services
9.1 Configuration management
9.3 Release and deployment management
rolof monitoring and m rin 7.6 4.5.4.1 |General (Monitor and review the SMS (Check))
equipment 5.2 Plan new or changed services
5.3 Design and development of new or changed ser-
vices
5.4 Transition of new or changed services
6.2 Service reporting
9.3 Release and deployment management

Measurement, analysis and improvement
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Table A.1 (continued)

IS0 9001:2008 ISO/IEC 20000-1:2011
General 8.1 4.5.2 Plan the SMS (Plan)
4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.1 |General (Maintain and improve the SMS (Act))

4.5.5.2 |Management of improvements

N
H

< H 1 1 s
SetrviteTreverranagtmettc

6.2 Service reporting
Monitotting and m remen 8.2
Custonper satisfaction 8.2.1 |6.2 Service reporting
7.1 Business relationship management
Internal audit 8.2.2 |4.5.4.1 |General (Monitor and review thé SMS (Check))

4.5.4.2 |Internal audit

Monitdring and measurement of pro- [8.2.3 |4.5.4.1 |General (Monitor and reviéw the SMS (Check))
cesses 4.5.5.1 |General (Maintain and.improve the SMS (Act))
Monitorting and measurement of product |8.2.4 |4.5.4.1 |General (Monitorand review the SMS (Check))

5.4 Transition oflnew or changed services
6.2 Service répofrting
9.3 Release.and deployment management
Controllof nonconforming product 8.3 4.5.5.1 |Gengeral (Maintain and improve the SMS (Act))
5.4 Transition of new or changed services
8.1 Incident and service request management
82 Problem management
9.3 Release and deployment management
Analysi§ of data 8.4 4.5.4.1 |General (Monitor and review the SMS (Check))
4.5.5.1 |General (Maintain and improve the SMS (Act))
6.2 Service reporting
7.2 Supplier management
Improvement 8.5
Continual improvement 8.5.1 [4.5.5.1 |General (Maintain and improve the SMS (Act))

4.5.5.2 |Management of improvements
Correctjve action 8.5.2 [4.5.5.1 |General (Maintain and improve the SMS (Act))

4.5.5.2 |Management of improvements

8.2 Problem management

Preventive action 8.5.3 [4.5.5.1 |General (Maintain and improve the SMS (Act))

4.5.5.2 |Management of improvements

8.2 Problem management
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Annex B
(informative)

Comparison of requirements between ISO/IEC 20000-1:2011
IS0 9001:2008

and

Table B.1 shows a high level comparison of ISO/IEC 20000-1:2011 to ISO 9001:2008.

Clauses where there is a similarity of most of the requirements between 1S0.9001:20
[SO/IEC 20000-1:2011 are in bold in Table B.1. A closely related clause means thattheé majorit
requirements of ISO 9001 and ISO/IEC 20000-1 are similar. For example, Clause 533-0f ISO 9001,
policy, is closely related to Clause 4.1.2 of ISO/IEC 20000-1, service managementpolicy, because ]
hlmost the same wording.

[SO/IEC 20000-1:2011 are in underlined italics in Table B.1. A partially related clause means th
O minority of the requirements of ISO 9001 and ISO/IEC 20000-1.are Similar. For example, Clau

relationship management, because it only relates to the last of 7paragraphs of this process.

D8 and
y of the
quality
hey are

Clauses where there is similarity of only some of the requirements¢between ISO 9001:2008 and

at only
se 8.2.1

pf ISO 9001, customer satisfaction, is partially related to Clause 7.2 of ISO/IEC 20000-1, business

Clauses where there is no similarity between ISO 9001:2008 and ISO/IEC 20000-1:2011 are sHown in
normal text in Table B.1 with ‘nil’ in the related columns.
Table B.1 — Comparison of requirements between ISO/IEC 20000-1:2011 and ISO 9001:2008
ISO/IEC 20000-1:2011 1S0 9001:2008
Scope 1 1 Scope
General 1.1 11 General (Scope)
Application 2 1.2 Application
Normative references 2 2 Normative references
Terms and definitions 3 3 Terms and definitions
Service management systent gerferal 4
requirements
Management responsibility 41
Management commitment 411 4.1 General requirements
5.1 Management commitment
5.4.2 Quality management system planning
5.5.2 Management representative
Service management policy 41.2 5.3 Quality policy
Authority, responsibility and com- 213 5.5.1 Responsibility and authority
munication 5.5.3 Internal communication
7.2.3 Customer communication
Management representative 414 5.2 Customer focus
5.5.2 Management representative
7.2.1 Determination of requirements related to product
Governance of processes operated by 4.2 41 General requirements
other parties
Documentation management 4.3
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Table B.1 (continued)

ISO/IEC 20000-1:2011 1S0 9001:2008
Establish and maintain documents 4.3.1 421 General (Documentation requirements)
Control of documents 4.3.2 4.2.3 Control of documents
Control of records 4.3.3 4.2.4 Control of records
Resource management 4.4
Provision of resources 4.4.1 4.1 General requirements
5.2 Customer focus
6.1 Provision of resources
6.3 Infrastructure
Human|Resources 4.4.2 6.2.1 General (Human resources)
6.2.2 Competence, training and awareness
Establish and improve the SMS 4.5
Define s¢ope 4.5.1 4.2.2 Quality manual
Plan the|SMS (Plan) 4.5.2 41 General requirements
4.2.2 Quality manual
7.2.1 Determination of requirerments related to product
7.5.2 Validation of procésses for production and service provision
8.1 General (Measurement, analysis and improvement)
Implemdnt and operate the SMS (Do) 4.5.3 4.1 General requirements
7.5.1 Control or production and service provision
Monitorland review the SMS (Check) 4.5.4
Genera 4541 |41 General requirements
5.6.1 General (Management review)
7.6 Control of monitoring and measurement equipment
8.1 General (Measurement, analysis and improvement)
8.2.2 Internal audit
8.2.3 Monitoring and measurement of processes
8.2.4 Monitoring and measuring of product
8.4 Analysis of data
Internal audit 4542 |8.2.2 Internal audit
Managgment review 4543 |5.6.1 General (Management review)
5.6.2 Review input
5.6.3 Review output
Maintaip and imiprove the SMS (Act) 4.5.5
General 4551 |81 General (Measurement, analysis and improvement)
8.2.3 Monitoring and measurement of processes
8.3 Control of nonconforming product
8.4 Analysis of data
8.5.1 Continual improvement
8.5.2 Corrective action
8.5.3 Preventive action
64 © ISO/IEC 2013 - All rights reserved
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