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Introduction

This document facilitates the development of a process assessment model (PAM) for
management described in [SO/IEC TS 33074.

service

A process reference model is a model comprising definitions of processes described in terms of process
purpose and outcomes, together with an architecture describing the relationships between the
processes. Using the process reference model in a practical application can require additional elements

suited to the environment and circumstances

The process reference model specified in this document describes the processes including the
management system (SMS) processes implied by ISO/IEC 20000-1. Each process of)this

Lo place the processes in any specific environment nor does it pre-determine any-level of
rapability required to fulfil the ISO/IEC 20000-1 requirements. The process reference model
provide the evidence required to be conformant to the evidence requirementsef ISO/IEC 2000
process reference model is not intended to be used for a conformity assessment audit or as a
mplementation reference guide.

Hescribes the requirements for conducting an assessment. ISO/IEC33004 describes the requirem,

the common elements of processes.

The relationships between ISO/IEC 20000-1, ISO/IEE TR 24774, I1SO/IEC 33002, ISO/IEC
SO/IEC 33020, this document and ISO/IEC TS 33074%are shown in Figure 1.

ISO/IEC 20000-1 - Service ISO/IEC TR 24774 - Guidelines for
management system requirements process description
provides reguirements \

informs
ISO/IEC 33004 - Requiremgnts \ &
for process reference, process

assessment and maturity
models ISO/IEC TS 33054 - A process reference
model for service management
\
ISO/IEC33002 - Requirements provides description of processes assessed
for performiing process assessment ¥

ISO/IECTS 33074 - Process
capability assessment model for

ISO/IEC 33020 - Process . :
service management

measurement framework for
assessment of process capability

service
Drocess

reference model provides traceability to requirements. The process reference model dees not attempt

Drocess
0es not
-1. The
Drocess

SO/IEC 33001 describes the concepts and terminology used for process assessment. ISO/IE( 33002

ents for

process reference, process assessment and maturity models. ISOAIEC 33020 describes the measurement
ccale for assessing the process quality characteristic of process-capability. ISO/IEC TR 24774 dgscribes

33004,

Figure 1 — Relationships between relevant standards

Clause 4 provides an overview of the process reference model.

Clause 5 describes the processes in the process reference model.

Annex A describes the relationship between management system requirements and process model

elements.

Annex B provides the statement of conformity in accordance with ISO/IEC 33004.
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This document replaces ISO/IEC TR 20000-4.
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TECHNICAL SPECIFICATION ISO/IEC TS 33054:2020(E)

Information technology — Process assessment — Process

reference model for service management

1 Scope

This document defines a process reference model for the domain of service management.

The model specifies a process architecture for the domain and comprises a set of processe
process is described in terms of process purpose and outcomes.

The process reference model in this document is directed at assessment spensors and con

bither capability determination or process improvement).

2 Normative references

Che following documents are referred to in the text in such awway that some or all of their
ronstitutes requirements of this document. For dated references, only the edition cited appl
indated references, the latest edition of the referenced doegument (including any amendments)

SO/IEC 20000-10, Information technology — Service management — Part 10: Concepts and vocal

SO/IEC 33001, Information technology — Process assessment — Concepts and terminology

3 Terms and definitions

For the purposes of this document)’the terms and definitions given in ISO/IEC 330
SO/IEC 20000-10 apply.

SO and IEC maintain terminological databases for use in standardization at the following addre

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

— [EC Electropedia:-available at http://www.electropedia.org/

4 Overview.of the process reference model

This clausérdescribes the structure of a process reference model to support service manag
The process reference model includes processes, which can already exist in the context of a
management system of a service provider.

s. Each

hpetent

hssessors who wish to select a model, and associated documented process method, for assessmient (for

content
ies. For
ipplies.

ulary

D1 and

sses:

rement.
service

Figure 2 identifies the processes derived from ISO/IEC 20000-1 requirements.

Processes are grouped according to their primary purpose, namely, generic processes ass
with the management system implementation, processes associated with technical aspects of
management, and organisational processes associated with management of service mana
activities.

ociated
service
gement

NOTE The model shown in Figure 2 covers all the requirements of ISO/IEC 20000-1 but the grouping is

different.

The term "common processes" refers to those processes identified with the text within the mana

gement

system sub-clauses that is common to all management system standards. The "leadership" process is

also common to all management system standards.
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Technical processes include those associated with the following groups:

Organizational processes are those that include processes in the group "relationship and agréement
procesges".

Table A.2 shows the detailed traceability from ISO/IEC 20000-1:2018 to the process.reference mode

service delivery processes;
service design, build and transition processes;
resolution and fulfilment processes;

service control processes;

supply amd dernrarnd processes;

serjvice assurance processes.

outcomles.

Users ¢f this document may freely reproduce the detailed descriptions cofitained in this procesg
referenice model as part of any tool or other material to support the performanceof process assessments
so thatfit can be used for its intended purpose.
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Leadership process
TOP.1 Leadership

COM.01 Communication management
COM.03 Human resource management
COM.05 Internal audit

Common processes

COM.02 Documentation management
COM.04 Improvement

COM.06 Management review
COM-08-Operational-planning

.......................
COM.09 Operational implementation and control
COM.11 Risk management

COM.10 Performance evaluation

RAA.1 Business relationship management
RAA.3 Service reporting
RAA.5 Service catalogue management

Relationship and agreement processes

RAA.2 Service level management
RAA.4 Supplier management

SDE.1 Service delivery

Service delivery process

Service design, build and transition
processes

SDB.1 Service requirements
SDB.2  Service design
SDB.3  Service build and transition

SDB.4 Release and deployment management

Service control processes
SPC)IV Change management
SRC.2 Configuration management

Resolution and fulfilment processes
RAF.1 Incident management
RAF.2  Service request management
RAF.3 Problem management

Supply and demand processes

SAD.1 Budgeting and accounting for serviced
SAD.2 Demand management
SAD.3 Capacity management

Service assurance processes
SAS.1  Service availability management
SAS.2  Service continuity management
SAS.3 Information security management

5 Process descriptions

1 Conaoral

Figure 2 — Processes in the process reference model

JT L TTITICTOT

The process descriptions in this process reference model are defined following the guidance provided
in ISO/IEC TR 24774.

Each process in the process reference model has the following descriptive elements:

a) Process ID: Each process belonging to a group is identified with a process identifier consisting of
the group abbreviated name and a sequential number of the process in that group.

b) Name: the name of a process is a short phrase that summarizes the scope of the process, identifying
the principal concern of the process, and distinguishes it from other processes within the scope of
the process reference model.

© ISO/IEC 2020 - All rights reserved 3
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c) Purpose: the purpose of the process is a high level, overall goal for performing the process.

d) Outcomes: an outcome is an observable result of the successful achievement of the process purpose.
Outcomes are measurable, tangible, technical or business results that are achieved by a process.
Outcomes are observable and assessable.

e) Requirements traceability: the outcomes are based on the requirements of ISO/IEC 20000-1. The
references identify the applicable subclauses of ISO/IEC 20000-1, the subclause heading, and the
outcomes that are supported. (See A.6).

f) Nu
pui

In 5.2 1

(i.e. [n]]
directly

Some (
of 1SO/
requirg
considd
(ISO/IH
can be

52 (

mber of outcomes: the set of process outcomes are necessary and sufficient to achieve the
pose of the process.

0 5.34, all entries in the requirements traceability row end with numbers in square brackets
. Each number in the square brackets is a reference to a numbered outcome. These qutcomes ard
r linked to the requirements of ISO/IEC 20000-1.

utcomes are shown in square brackets. These are only indirectly linked to0 requirements
EC 20000-1. The outcomes in square brackets are not referenced by any of the entries in the
ments traceability row. These additional outcomes have been incladed because they arg
red necessary in order for this type of process reference model to serve'as the basis of the PAM
C TS 33074). With these additional outcomes, the process is complete and the process purposg
hchieved.

OM.01 Communication management

Process ID|COM.01

Name | Communication management

Purpose|The purpose of communication management is to produce timely and accurate informa-
tion products to support effective communication and decision making.

Outcomes|As a result of successful implementation of this process:

1. Information content is defined in terms of identified communication requirements.
2. Parties to communicate with are identified.

3. The party responsible for the communication is identified.

4. Events thatrequire communication actions are identified.

5. The.channel for the communication is selected.

6. _Information products are communicated to relevant interested parties.

L

Requirements |ISOAEC 20000-1:2018, 5.2.2 Communicating the service management policy [6]

raceabilityliso /g 20000-1:2018,6.2.1  Establish objectives [6]
1SO/IEC 20000-1:2018, 7.4 Communication [1,2,3,4,5]
ISO/IEC 20000-1:2018,8.5.1.3  Change management activities [6]

IQﬂ/IP(‘ 20000-1:2018 8 52 3 Build and transition [F\]

ISO/IEC 20000-1:2018, 8.6.1 Incident management [6]
ISO/IEC 20000-1:2018, 8.7.3.1  Information security policy [6]
ISO/IEC 20000-1:2018, 9.2.2 [6]

ISO/IEC 20000-1:2018, 9.4 Service reporting [6]

© ISO/IEC 2020 - All rights reserved
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Process ID

COM.02

Name

Documentation management

Purpose

The purpose of documentation management is to provide relevant, timely, complete, valid
documented information to designated parties.

Outcomes

As aresult of successful implementation of this process:

1. Documented information to be documented is identified.

2. The forms of documented information representation are defined.

3.

The documented information content status is known.]

4. Documented information is current, complete and valid.

5. Documented information is released according to defired criteria.

6. Documented information is available to relevant interested parties.

7. Documented information is archived, or dispdsed of, as required.

Requirements
traceability

ISO/IEC 20000-1:2018, 4.3

ISO/IEC 20000-1:2018, 5.2.2
ISO/IEC 20000-1:2018, 6.1.2
ISO/IEC 20000-1:2018, 6.2.1
ISO/IEC 20000-1:2018, 7.2

Determining the 'scope of the service managemen{
system [4,6]

Communicating the service management policy [1
[1]
Establish objectives [1]

Competence [1]

ISO/IEC 20000-1:2018, 7.5.2 Creating and updating documented information [1,2,4]
ISO/IEC 20000-1:2018,7.5.3.1  [6]
ISO/IEC 20000-1:2018y7.5.3.2  [1,4,6,7]
ISO/IEC 20000-1:2018, 7.5.4 Service management system documented informdtion [1]
ISO/IEC 20000+1:2018, 7.6 Knowledge [1,4,6]
ISO/IEC 20000-1:2018, 8.1 Operational planning and control [1]
ISO/FEC-20000-1:2018, 8.2.2 Plan the services [1]
ISO4IEC 20000-1:2018,8.2.3.1  [1]
ISO/IEC 20000-1:2018, 8.2.4 Service catalogue management [4,6]
ISO/IEC 20000-1:2018, 8.2.6 Configuration management [1,6]
ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [1]
ISO/IEC 20000-1:2018, 8.3.3 Service level management [1]
ISO/IEC 20000-1:2018, 8.3.4.1  Management of external suppliers [1]
ISO/IEC 20000-1:2018, 8.3.4.2  Management of internal suppliers and customers ficting
asaSHppHer 1]
ISO/IEC 20000-1:2018, 8.4.3 Capacity management [1,4]
ISO/IEC 20000-1:2018,8.5.1.1  Change management policy [1]
ISO/IEC 20000-1:2018,8.5.1.3  Change management activities [1]
ISO/IEC 20000-1:2018,8.5.2.2  Design [1]
ISO/IEC 20000-1:2018, 8.5.3 Release and deployment management [1,6]
ISO/IEC 20000-1:2018, 8.6.1 Incident management [4]
ISO/IEC 20000-1:2018, 8.6.2 Service request management [4,6]
ISO/IEC 20000-1:2018, 8.6.3 Problem management [4,6]
© ISO/IEC 2020 - All rights reserved 5
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Process ID

COM.02

ISO/IEC 20000-1:2018, 8.7.1 Service availability management [1]
ISO/IEC 20000-1:2018, 8.7.2 Service continuity management [1,6]
ISO/IEC 20000-1:2018,8.7.3.1  Information security policy [1,5]
ISO/IEC 20000-1:2018,8.7.3.2  Information security controls [1,5]

ISO/IEC 20000-1:2018, 9.1 Monitoring, measurement, analysis and evaluation [1]
ISO/IEC 20000-1:2018, 9.2.2 [1]
ISO/IEC 20000-1:2018, 9.3 Management review [1]

ISO/IEC 20000-1:2018, 10.1.2 [1]
ISO/IEC 20000-1:2018, 10.2 Continual improvement [1]

5.4 (OM.03 Human resource management

Process ID

COM.03

Name

Human resource management

Purpose

The purpose of human resource management is to provide the organization with neces-
sary competent human resources and to improve their compeétencies, in alignment with
business needs.

Outcomes

As aresult of successful implementation of this process

1. The competencies required by the organizatighyto produce products and services are
identified.

2. ldentified competency gaps are filled through training or recruitment.

3. Understanding of roles and activiti€sin achieving organisational objectives in product
and service provision is demonstkated by each person.

Requirements
{raceability

ISO/IEC 20000-1:2018, 7.2 €ompetence [1,2]
ISO/IEC 20000-1:2018, 7.3 Awareness [3]

5.5 (QOM.04 Improvement

Process ID

COM.04

Name

Improvement

Purpose

The purpgse of improvement is to continually improve the management system, its pro-
cesses, products and services.

Outcomes

As aresult of successful implementation of this process:

1/~"Opportunities for improvement are identified.
2. Opportunities for improvement are evaluated against defined criteria.

3. Improvements are prioritised.

A Lo
T

ratzaxnaant X maalaxaanrad
rHprovemehtsatre-Hapreehtear

5. The effectiveness of implemented improvements is evaluated.

Requirements
traceability

ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [1]
ISO/IEC 20000-1:2018, 8.3.3 Service level management [1]
ISO/IEC 20000-1:2018,8.3.4.1  Management of external suppliers [1]

ISO/IEC 20000-1:2018, 8.3.4.2  Management of internal suppliers and customers acting
as a supplier [1]

ISO/IEC 20000-1:2018, 8.5.1.3  Change management activities [1]
ISO/IEC 20000-1:2018, 8.5.3 Release and deployment management [1]

© ISO/IEC 2020 - All rights reserved
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Process ID

COM.04

ISO/IEC 20000-1:2018, 8.6.1
ISO/IEC 20000-1:2018, 8.7.3.3
ISO/IEC 20000-1:2018, 10.2

Incident management [1]
Information security incidents [1]

Continual improvement [2,3,4,5]

5.6 COM.05 Internal audit

Process 1D

COM.QS.

Name

Internal audit

Purpose

The purpose of internal audit is to independently determine conformity of thesmans

ment system, products, services, and processes to the requirements, policies,plans
agreements, as appropriate.

ge-
and

Outcomes

As aresult of successful implementation of this process:

1. The scope and purpose of each audit is defined.

2. The objectivity and impartiality of the conduct of auditsyand selection of audif
assured.

3. Conformity of selected services, products and proeesses with requirements, pl

agreements is determined.

ors are

hns and

Requirements
traceability

ISO/IEC 20000-1:2018,9.2.1
ISO/IEC 20000-1:2018,9.2.2

(3]
[1,2]

5.7 COM.06 Management review

Process ID

COM.06

Name

Management review

Purpose

The purpose of managentent review is to assess the performance of the managemer
tem, to identify and make decisions regarding potential improvements.

tsys-

Outcomes

As aresult of successful implementation of this process:

1. The objectives of the review are established.

2. Thesstatus and performance of an activity or process are assessed in term

established objectives.

3( )Risks, problems and opportunities for improvement are identified.

of the

Requirements
traceability

ISO/IEC 20000-1:2018, 5.3
ISO/IEC 20000-1:2018, 9.3

Organizational roles, responsibilities and authorit

Management review [1,2,3]

ies [2]
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5.8 COM.07 Non-conformity management

Process ID

COM.07

Name

Non-conformity management

Purpose

The purpose of the non-conformity management process is to resolve non-conformities
and to eliminate their causes when appropriate.

Outcomes

As aresult of successful implementation of this process:

1. Non-conformities are identified.

2.  Non-conformities are resolved and closed.

3. The cause(s) of selected non-conformities is determined.

4. The need for action to eliminate the causes of non-conformities is gtzaJuated.
5. Aselected action proposal is implemented.

6. The effectiveness of changes to eliminate the non-conformities is confirmed.

Requirements
{raceability

ISO/IEC 20000-1:2018,10.1.1 [1,2,3,4,5,6]

5.9 (QOM.08 Operational planning

Process ID

COM.08

Name

Operational planning

Purpose

The purpose of operational planning js to define the characteristics of all operational and
organizational processes, and to plairtheir execution.

Outcomes

As a result of successful impleméntation of this process:

1. Process requirements are-identified.

[2. Process input andoutput products are determined.]

3. The set of actiyities that transform the inputs into outputs is determined.
4. The sequenee and interaction of the process with other processes is determined.
5. Therequired competencies and roles for performing the process are identified.
6. ~The required resources for performing the process are identified.
7¢.~ Methods for monitoring the effectiveness and suitability of the process are determined.
. Plans for the deployment of the process are developed.
Requiremeénts|ISO/IEC 20000-1:2018, 5.1 Leadership and commitment [4,5,6]
qlraceab‘l‘ty ISO/IEC 20000-1:2018, 6.1.2  [1]

ISO/IEC 20000-1:2018, 6.1.3 [4,8]
ISO/IEC 20000-1:2018, 6.2.2 Plan to achieve objectives [1,4,6,7]

ISO/IEC 20000-1:2018, 6.3 Plan the service management system [5,6,7,8]
ISO/IEC 20000-1:2018, 7.1 Resources [6]
ISO/IEC 20000-1:2018, 8.1 Operational planning and control [7]

ISO/IEC 20000-1:2018, 8.2.6 Configuration management [8]
ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [8]
ISO/IEC 20000-1:2018, 8.3.3 Service level management [8]

ISO/IEC 20000-1:2018, 8.3.4.1  Management of external suppliers [8]
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Process ID

COM.08

ISO/IEC 20000-1:2018, 8.3.4.2

ISO/IEC 20000-1:2018, 8.4.1
ISO/IEC 20000-1:2018, 8.4.2
ISO/IEC 20000-1:2018, 8.5.1.2
ISO/IEC 20000-1:2018, 8.5.1.3

Management of internal suppliers and customers acting
as a supplier [8]

Budgeting and accounting for services [8]
Demand management [8]
Change management initiation [1]

Change management activities [8]

1ISOAECZ26666-12618;852+%
ISO/IEC 20000-1:2018, 8.5.2.3
ISO/IEC 20000-1:2018, 8.5.3
ISO/IEC 20000-1:2018, 8.6.3
ISO/IEC 20000-1:2018, 8.7.1
ISO/IEC 20000-1:2018, 8.7.2
ISO/IEC 20000-1:2018, 8.7.3.2
ISO/IEC 20000-1:2018, 9.1

ISO/IEC 20000-1:2018,9.2.1
ISO/IEC 20000-1:2018, 9.2.2
ISO/IEC 20000-1:2018, 9.3

ISO/IEC 20000-1:2018, 10.2

Ptarrreworchangedservices {8}

Build and transition [1]

Release and deployment management [8]
Problem management [1,3,7,8]

Service availability management [8]
Service continuity management [8]
Information security controls\8]

Monitoring, measurement;-analysis and
evaluation [1]

(8]
8]

Managemeiit réview [8]

Continwahimprovement [1,7]

5.10 COM.09 Operational implementation and control

Process ID

COM.09

Name

Operational implementatjonand control

Purpose

The purpose of operational implementation and control is to deploy and control the|execu-

tion and performance‘ef operational and organizational processes.

Outcomes

As aresult of suceessful implementation of this process:

1. Therequired roles, responsibilities and authorities are allocated.

2. Thewvrequired resources are allocated and applied.

3. Actions required to achieve the management system objectives are implemented.

4/ Suitability and effectiveness of the actions taken to achieve the management|system

objectives are reviewed.

5. Deviations from planned arrangements are corrected when targets are not achjieved.

6. Data is collected and analysed as a basis for understanding the behaviour of]
demonstrate the suitability and effectiveness of the processes.

and to

Requirements

ISO/IEC 20000-1:2018, 5.1

Leadership and commitment [1]

traceabitity

ISO/IEC 20000-1:2018, 5.3
ISO/IEC 20000-1:2018, 6.1.1
ISO/IEC 20000-1:2018, 6.2.2
ISO/IEC 20000-1:2018, 7.1
ISO/IEC 20000-1:2018, 8.1
ISO/IEC 20000-1:2018, 8.2.1
ISO/IEC 20000-1:2018, 8.3.2
ISO/IEC 20000-1:2018, 8.3.4.1
ISO/IEC 20000-1:2018, 8.5.1.3

Organizational roles, responsibilities and authorities [1]
(3]

Plan to achieve objectives [1]

Resources [2]

Operational planning and control [3,5]

Service Delivery [3]

Business relationship management [1,5]

Management of external suppliers [1]

Change management activities [4,5]
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Process ID

COM.09

ISO/IEC 20000-1:2018, 8.5.3
ISO/IEC 20000-1:2018, 8.6.1
ISO/IEC 20000-1:2018, 8.6.3
ISO/IEC 20000-1:2018, 9.3
ISO/IEC 20000-1:2018, 9.4
ISO/IEC 20000-1:2018, 10.2

Release and deployment management [4]
Incident management [1,3,4]

Problem management [4]

Management review [6]

Service reporting [5]

Continual improvement [3]

5.11 C

OM.10 Performance evaluation

Process ID

COM.10

Name

Performance evaluation

Purpose

The purpose of performance evaluation is to collect and analyse data that will be used to
evaluate the performance of the management system and the business¢qptocesses in terms

of the defined objectives.

Outcomes

As aresult of successful implementation of this process:

1. Performance monitoring and measurement needs are defined.

2. Performance measures, derived from the perforimance measurement needs, are

identified.

3. Performance measurement methods, suppettive of the performance measures, are

identified.

4. Datais collected using the identified performance measurement methods.

5. The collected performance data is analysed.

Requirements

L

raceability

ISO/IEC 20000-1:2018, 6.1.3
ISO/IEC 20000-1:2018, 6.2.1
ISO/IEC 20000-1:2018, 8.2,3.2
ISO/IEC 20000-1:2018,.8:3-2
ISO/IEC 20000-1:2018;-8.5.1.3
ISO/IEC 20000-1:2018, 8.5.3
ISO/IEC 20000:1:2018, 8.7.3.3
ISO/IEC 20000-1:2018, 9.1

(51

Establish objectives [4]

(3]

Business relationship management [4,5]
Change management activities [5]

Release and deployment management [1,5]
Information security incidents [5]

Monitoring, measurement, analysis and
evaluation [2,3,5]

10
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5.12 COM.11 Risk management

Process ID

COM.11

Name

Risk management

Purpose

The purpose of risk management is to identify, analyse, evaluate, treat and
monitor risks.

Outcomes

As aresult of successful implementation of this process:

1. Criteria for the assessment of risks and the acceptable level of risk are identifie

2. Risks are identified.

[3. Identified risks are analysed.]

4. Risks are evaluated against defined criteria.
[5. Risks are selected for treatment.]

6. Selected risks are treated.

Requirements
traceability

ISO/IEC 20000-1:2018, 6.1.2
ISO/IEC 20000-1:2018, 6.1.3
ISO/IEC 20000-1:2018, 8.3.4.1
ISO/IEC 20000-1:2018, 8.7.1
ISO/IEC 20000-1:2018, 8.7.2
ISO/IEC 20000-1:2018, 8.7.3.2

[1,2,4]

[6]

Management of external suppliers [2]
Servic€ avdilability management [2]
Service continuity management [2]

Information security controls [2]

5.13 RAA.1 Business relationship management

Process ID

RAA1

Name

Business relationship management

Purpose

The purpose af business relationship management is to identify and manage customer

needs and expectations, and to manage customer satisfaction.

Outcomes

As aresultof successful implementation of this process:

1. Needsand expectations of customers, users and other interested parties are ide

2+~ Customer satisfaction is measured.
3. Service complaints are managed through their lifecycle to closure.

4. Service performance trends and outcomes are reviewed.

ntified.

Requirements
traceability

ISO/IEC 20000-1:2018, 4.2 Understanding the needs and expectations of inte

parties [1]

rested

ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [1,2,3,4]

© ISO/IEC 2020 - All rights reserved
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5.14 RAA.2 Service level management

Process ID

RAA.2

Name

Service level management

Purpose

The purpose of service level management is to ensure that agreed service level targets for
each customer are met.

Outcomes

As aresult of successful implementation of this process:

1. Service level targets, workload characteristics and exceptions for services are defined
in service level agreements.

2. Service performance is monitored against service level agreements.

L

Requirements

raceability

ISO/IEC 20000-1:2018, 8.3.3 Service level management [1,2]

5.15 R

[AA.3 Service reporting

Process ID

RAA.3

Name

Service reporting

Purpose

The purpose of service reporting is to produce timely,and accurate service reports to sup-
port effective communication and to make informéd\decisions.

Outcomes

As aresult of successful implementation of this process:

1. The service reporting needs are identified:

2. Service report content is definedsto“support identified service reporting needs and
requirements.

3. Service reports are produced\according to the service report requirements.

L

Requirements

raceability

ISO/IEC 20000-1:2018, 5.3 Organizational roles, responsibilities and
authorities [3]

ISO/IEC 20000-1:2018;8:3.3 Service level management [3]

ISO/IEC 20000-1:2018, 8.4.1 Budgeting and accounting for services [3]
ISO/IEC 20000¢13:2018, 8.4.2 Demand management [3]

ISO/IEC 20000*1:2018, 8.6.3 Problem management [3]
ISO/IEG20000-1:2018, 8.7.2 Service continuity management [3]
ISO/TIE€20000-1:2018, 8.7.3.3  Information security incidents [3]
ISOMEC 20000-1:2018, 9.4 Service reporting [1,2]

1SO/IEC 20000-1:2018, 10.2 Continual improvement [3]

12
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5.16 RAA.4 Supplier management

Process ID

RAA4

Name

Supplier management

Purpose

The purpose of supplier management is to ensure supplier products/services/syst

are selected, managed and integrated into the delivered services to meet the agreed

ems

I cquil CIIICIILS

Outcomes

As aresult of successful implementation of this process:

1. Criteria are identified for the selection of suppliers.

2. Services to be provided are defined and negotiated with each supplier.

3. Roles and relationships between suppliers are determined.
4. Supplier obligations to meet requirements are monitored.

5. Supplier performance against agreed criteria is monitored and managed.

Requirements
traceability

ISO/IEC 20000-1:2018, 8.1

ISO/IEC 20000-1:2018, 8.2.3.1
ISO/IEC 20000-1:2018, 8.3.4.1
ISO/IEC 20000-1:2018, 8.3.4.2

Operational plannirig and control [4]
[1,2]
Management ofexternal suppliers [2,3,4,5]

Managendent of internal suppliers and customers
as a supplier [2,5]

hcting

5.17 RAA.5 Service catalogue management

Process ID

RAA.5

Name

Service catalogue managément

Purpose

The purpose of serviee.catalogue management is to create and

maintain one or more service catalogues that includes the information required by
organization, customers, users and other interested parties to describe the services
dependencies‘and the intended outcomes of the services.

the
, the

Outcomes

As aresultof successful implementation of this process:

1. Service catalogue content is defined.

2{_)Service catalogue content is developed.

Requirements
traceability

ISO/IEC 20000-1:2018, 8.2.4 Service catalogue management [1,2]

© ISO/IEC 2020 - All rights reserved
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5.18 RAF.1 Incident management

Process ID

RAF.1

Name

Incident management

Purpose

The purpose of incident management is to restore the service as soon as possible and with-
in agreed service level targets in order to minimize the impact on business operations.

Outcomes

As aresult of successful implementation of this process:

1. Incidents are recorded and classified.

2. Criteria are identified for major incidents.
3. Incidents are prioritized.

4, Incidents are escalated, where needed.

5. Incidents are resolved.

6. Incidents are closed.

L

Requirements

raceability

ISO/IEC 20000-1:2018, 8.6.1 Incident management [1,2,3;4,5,6]

5.19 R

AF.2 Service request management

Process ID

RAF.2

Name

Service request management

Purpose

The purpose of service request management is to fulfil service
requests within agreed service level targets.

Outcomes

As a result of successful impleméntation of this process:

1. Service requests are recorded and classified.
2. Service requests are.prioritized.
3. Service requestsare fulfilled.

4. Service reguests are closed.

L

Requirements

raceability

ISO/IEC 20000-1:2018, 8.6.2 Service request management [1,2,3,4]

14

© ISO/IEC 2020 - All rights reserved


https://standardsiso.com/api/?name=a82273e604ffc0dbdbf37db9b16b0b12

ISO/IEC TS 33054:2020(E)

5.20 RAF.3 Problem management

Process ID |[RAF.3

Name |Problem management

Purpose|The purpose of problem management is to minimise service disruption by eliminating
recurring incidents and minimizing the impact of incidents that cannot be prevented.

Outcomes |As a result of successful implementation of this process:

1. Known errors are recorded.

2. Problems are recorded and classified.

3. Problems are prioritized.

4, Problems are escalated, if needed.

5. Problems are resolved, if possible.

6. The impacts of problems are minimized, where pessible.

7. Problems are closed.

Requirements |ISO/IEC 20000-1:2018, 8.6.3 Problem mandgement [1,2,3,4,5,6,7]
traceability

5.21 SAD.1 Budgeting and accounting for seryices

Process ID|SAD.1

Name |Budgeting and accounting forservices

Purpose|The purpose of budgeting\and accounting for services is to perform activities of budgeting
and accounting to ensure visibility and control of financial resources for service pr¢vision.

Outcomes |As a result of successful implementation of this process:

1. Budgets areproduced using cost estimates.

2. Costsare monitored against budget.

Requirements |ISO/IEC 20000-1:2018, 8.4.1 Budgeting and accounting for services [1,2]
traceability

5.22 SAD.2 Demand management

Process ID|SAD.2

Name |Demand management

Purpose|The purpose of demand management is to determine current and future customer demand
for services so that the organization can align and adjust capacity as needed.

““teemes Acaovacult of coconccfl s nlaraantation ofebhic o cncc.
YSeHFeSHTtO-S5Heee SsrurHh pPreeRtatio oS PFE€LS5S:

1. Current demand and consumption of services is identified.

2. Future demand for services is forecast.

3. Demand and consumption of services is monitored.

Requirements |ISO/IEC 20000-1:2018, 8.4.2 Demand management [1,2,3]
traceability
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5.23 SAD.3 Capacity management

Process ID

SAD.3

Name

Capacity management

Purpose

The purpose of capacity management is to ensure that the organization has
capacity to meet current and future demands for services and performance requirements.

Outcomes

As aresult of successful implementation of this process:

1. Capacity requirements for human, technical, information and financial resourees/ s
determined.

2. Current and future capacity is planned to meet the demand.
3. Sufficient capacity is provided to meet capacity and performance requiréments.

4. Capacity usage is monitored and analysed.

Requirements
Jlraceability

ISO/IEC 20000-1:2018, 8.4.3 Capacity management [1,2,3,4]

5.24 SAS.1 Service availability management

Process ID

SAS.1

Name

Service availability management

Purpose

The purpose of service availability managerent is to ensure that agreed service availa-
bility requirements and targets, based on business requirements, service requirements,
service levels and identified risks, will be met.

Outcomes

As aresult of successful implementation of this process:

1. Service availability requirements and targets are identified.
2. Service availability isimonitored and recorded.

3. Causes of unplafined service non-availability are identified and analysed, and
necessary actions taken.

Requirements
{raceability

ISO/IEC 20000-152018, 8.7.1 Service availability management [1,2,3]

16
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5.25 SAS.2 Service continuity management

Process ID

SAS.2

Name

Service continuity management

Purpose

The purpose of service continuity management is to ensure that agreed service continuity
requirements can be met within agreed targets and disrupted services can be resumed.

Outcomes

As aresult of successful implementation of this process:

1.
2.
3.
4.
5.

Service continuity requirements are identified.

Service continuity is planned to meet the service continuity requirenients.
Service continuity plans are tested against service continuity reguirements.
Service continuity is evaluated against the service continuityyrequirements.

Any identified deficiencies in the service continuity pldnning are addressed.

Requirements
traceability

ISO/IEC 20000-1:2018, 8.7.2

Service continuity managément [1,2,3,4,5]

5.26 SAS.3 Information security management

Process ID

SAS.3

Name

Information security management

Purpose

The purpose of information security management is to protect the confidentiality, i
rity and availability of information relevant to the services at an agreed level within all

service management activities.

hteg-

Outcomes

As aresult of successful implementation of this process:

1.
2.

6.
7.

Information security requirements are identified.

Criteria for.the assessment of information security risks and the acceptable
risk are identified.

Information security controls are defined.

Information security controls are implemented.

Security incidents are identified, resolved and closed.

Information security controls address identified information security risks.

The effectiveness of controls is monitored, reviewed and revised.

level of

Requirements
traceability

ISO/IEC 20000-1:2018, 6.1.2
ISO/IEC 20000-1:2018, 8.7.3.1
ISO/IEC 20000-1:2018, 8.7.3.2

[2]
Information security policy [1]

Information security controls [3,4,6,7]

ISO/IEC 20000-1:2018, 8.7.3.3

Information security incidents [5]
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5.27 SDB.1 Service requirements definition

Process ID |SDB.1

Name |Service requirements definition

Purpose|The purpose of service requirements definition is to establish, agree and maintain the
requirements for services and align them with business needs.

Outcomes|As a result of successful implementation of this process:

1. The requirements for the service are defined.
2. The criticality, dependencies and duplication of services is identified.

3. Service requirements are continually aligned with business needs.
Requirements|ISO/IEC 20000-1:2018, 8.2.2 Plan the services [1,2,3]
fraceability ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [3]

5.28 SPB.2 Service design

Process ID|SDB.2

Name |Service design

Purpose|The purpose of service design is to design new or-.changed services that fulfil service
requirements.

Outcomes|As a result of successful implementation of this process:

1. New or changed services are designed’to meet service requirements.

2. A design specification that defines the attributes of the new or changed service is
prepared.

Requirements|ISO/IEC 20000-1:2018, 8.5.2.2¢~ Design [1,2]
{raceability

5.29 SPB.3 Service build and transition

Process ID|SDB.3

Name |Service buildsand transition

Purpose|The purpose of service build and transition is to make the new or changed services oper-
ational;

Outcomes | As'aresult of successful implementation of this process:

T New or changed services are built according to the design specification.

2. The new or changed services are tested against the service requirements.

3. The new or changed services are accepted in accordance with the service acceptance

sy .
CTTCCT TAar

Requirements|ISO/IEC 20000-1:2018, 8.2.2 Plan the services [3]
traceability| ;54 /1g¢ 20000-1:2018,8.5.2.3  Build and transition [1,2,3]

18 © ISO/IEC 2020 - All rights reserved


https://standardsiso.com/api/?name=a82273e604ffc0dbdbf37db9b16b0b12

ISO/IEC TS 33054:2020(E)

5.30 SDB.4 Release and deployment management

Process ID

SDB.4

Name

Release and deployment management

Purpose

The purpose of release and deployment management is to deploy releases into the live

environment in a controlled manner.

Outcomes

As aresult of successful implementation of this process:

1. Typesofreleases and their management are defined.
2. Release acceptance criteria are defined.
3. Releases are tested in accordance with defined criteria.

4. Approved releases are deployed.

Requirements
traceability

ISO/IEC 20000-1:2018, 8.5.3 Release and deployment management [1,2,3,4]

5.31 SDE.1 Service delivery

Process ID

SDE.1

Name

Service delivery

Purpose

The purpose of service delivery is to previde customers with services that meet agr
requirements.

eed

Outcomes

As aresult of successful implemexitation of this process:
1. Customer for a service are identified.

2. Aresponse to the custemer’s request for services is produced.

3.  Anagreement between the customer and organization is established.

4. Aserviceis provided according to the agreement.

5. Organizational obligations defined in the agreement are satisfied.

Requirements
traceability

ISO/IEC 20000-1:2018, 8.2.1
ISO/IEC 20000-1:2018, 8.2.2
ISO7/IEC 20000-1:2018, 8.3.2
ISO/IEC 20000-1:2018, 8.3.3
ISO/IEC 20000-1:2018, 8.5.1.2

Service delivery [4]

Plan the services [2]

Business relationship management [1]
Service level management [3,5]

Change management initiation [2]

© ISO/IEC 2020 - All rights reserved
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5.32 SPC.1 Change management

Process ID

SPC.1

Name

Change management

Purpose

The purpose of change management is to ensure all changes are assessed,
approved and implemented in a controlled manner.

Outcomes

As aresult of successful implementation of this process:
1.

2.
3.
4.
5.
6.

Change requests are recorded and classified.

Change requests are analysed.

Criteria for evaluating changes are defined.

Changes are evaluated using defined criteria.

Changes that meet defined criteria are implemented and verified;

Changes that do not meet defined criteria are reversed opremedied.

L

Requirements

raceability

ISO/IEC 20000-1:2018, 8.1 Operational planning and‘eontrol [2]
ISO/IEC 20000-1:2018, 8.3.4.1  Management of externahksuppliers [2]
ISO/IEC 20000-1:2018,8.5.1.1  Change management policy [3]
ISO/IEC 20000-1:2018,8.5.1.2  Change managément initiation [1,4]
ISO/IEC 20000-1:2018, 8.5.1.3  Change mandgement activities [4,5,6]

533 S

PC.2 Configuration management

Process ID

SPC.2

Name

Configuration management

Purpose

The purpose of configuration management is to identify and control all identified service
components and to maintain accurate configuration information to support other service
management activities:

Outcomes

As aresult of suceessful implementation of this process:
1.

2.
3.
4,
5.

Items requiring configuration management are identified.
The-relationship between configuration items is determined.

The status of configuration items and modifications is identified.
Changes to items under configuration management are controlled.

The integrity of systems, products/services and product/service components is
assured.

Re

uirements

ISO/IEC 20000-1:2018, 8.2.6 Configuration management [1,2,3,4,5]

ool
Ulll\,_y

ISO/IEC 20000-1:2018, 8.5.2.1  Plan new or changed services [1]
ISO/IEC 20000-1:2018, 8.5.3 Release and deployment management [4]

20
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Process ID | TOP.01

Name |Leadership

Purpose|The purpose of leadership is to direct the organization in the achievement of its vision,
mission, strategy and goals, through assuring the definition of a management system, a

1 1 1 .
HIdIIdgCIICIIU S Y SLCIIT DOIIC Y, AU ITIdIIagCIIICIIU S Yy SLCIIT ODJCCLIVES.

Outcomes |As a result of successful implementation of this process:

1. The context of the organization, including the expectations of its relevant int
parties, are understood and analysed.

erested

2. The scope of management system activities is defined, takifig-the context of the
organization into consideration.
3. The management system policy and objectives are defined:
4. The management system and operational process strategy is determined.
5. Commitment and leadership with respect to th€nranagement system is demongtrated.
Requirements |ISO/IEC 20000-1:2018, 4.1 Understandingthe organization and its context [1]|
traceability ISO/IEC 20000-1:2018, 4.2 Understanding the needs and expectations of intefested
parties [1]
ISO/IEC 20000-1:2018, 4.3 Determining the scope of the service management
system [2]
ISO/IEC 20000-1:2018, 4.4 Service management system [4]
ISO/IEC 20000-1:2018, 5.1 Leadership and commitment [3,4,5]
ISO/IEC 20000-1:2018, 5.2% Establishing the service management policy [3]
ISO/IEC 20000-1:2018,6.1.1 [4]
ISO/IEC 20000-1:2018, 6.2.1 Establish objectives [3]
ISO/IEC 20000-1:2018, 7.5.1 General [4]
ISO/IEC 20000-1:2018, 8.2.3.1  [5]
ISO/IEG-20000-1:2018,8.2.3.2  [5]
ISO/IE€20000-1:2018, 8.2.5 Asset management [4]
ISO/IEC 20000-1:2018, 8.3.1 General [4]
ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [4]
ISO/IEC 20000-1:2018,8.5.1.1  Change management policy [4]
ISO/IEC 20000-1:2018,8.7.3.1  Information security policy [4]
ISO/IEC 20000-1:2018, 10.2 Continual improvement [4]
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The

Annex A
(informative)

relationship between management system requirements and
a process reference model
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eneral

nex examines the similarities, differences and relationships between a service management
used in ISO/IEC 20000-1 and the process reference model in this document.

20000-1 has been prepared to specify requirements for establishing implementing
ning and continually improving an SMS. An SMS supports the management of the servicd
e, including the planning, design, transition, delivery and improvemént of services, which
rreed requirements and deliver value for customers, users and the @rganization delivering the
5.

reference models are used as a basis for developing procéss assessment models that arg
assess process capability. A consistent description of prdcesses within and across process
ce models allows the combination of processes from different reference models that can ease
elopment of new models and facilitate comparison of models.

rocesses and process models

Process seen in terms of inputs and-outputs

prganization to function effectively, it hds to determine and manage numerous linked activities
ity or set of activities using resoukées, and managed in order to enable the transformation of
nto outputs, can be considered a process. Often the output from one process forms the input tqg

the nextt as shown in Figure A.1.
NOTE The definition of process-in ISO/IEC 20000-1 is a set of interrelated or interacting activities that usd
inputs tp deliver an intended result:
Inputs from otherprocesses  Inputs from other processes
Process A .| ProcessB .| ProcessD
Inpiit tocA Output from A Output from B Output from D
> —>
N N N
Process C
Output from C
Figure A.1 — Process seen as a transformation of inputs to outputs
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A.2.2 Using a process reference model as a basis for understanding capability

Capability is defined in ISO 9000 as the "ability of an object to realize an output that will fulfil
the requirements for that output”. In ISO/IEC 33020, process capability is considered to be "a
characterization of the ability of a process to meet current or projected business goals".

ISO/IEC 33002 focuses upon process outcomes, which are defined to be "observable results of a
process". ISO/IEC TR 24774 elaborates with a definition of a process outcome as "an observable result
of the successful achievement of the process purpose”. Outcomes are measurable, tangible, technical or

nnnnnnnnnnnnn Lcoth ot o 1 P ad iy o s nco £ atrho oo ol o4 o ad bz Al e o o cesses

UOSITIICLOO TLOUILO LIldu al \, cl\.uu.V\.u Ll_y [28 l.ll ULLOoo, IUI \,AallllJl\, CIITCU T LOUILO LIIdu Cll \, Lls)\'\.l IJ)’ ULIICT l.IL gyu .
Dutcomes are observable and assessable for a specific process. ISO/IEC 33004 indicates that-'The set of
process outcomes shall be necessary and sufficient to achieve the purpose of that process't

A.3 The nature of requirements for a management system

SO/IEC 20000-10 defines requirements as a "need or expectation that is stated, generally implied or
bbligatory".

NOTE In the context of an SMS, service requirements are documented.afid agreed rather than generally
mplied. There can also be other requirements such as legal and regulatoryrequirements.

A.4 The relationship of requirements to a processreference model

The process reference model describes individual processes whereas ISO/IEC 20000-1 specifies
Fequirements for an SMS. Processes are instantiated *within an organization — often within a
management system.

Management system standards include generalitequirements and specific requirements. They [include
cpecific requirements for a process including réquirements for the interaction of processes.

A.5 Illustrative example

A.5.1 General

An example is presented to explain the relationship between the requirements perspective of prpcesses
(i.e. from the viewpoint{of ISO/IEC 20000-1), and the process perspective of ISO/IEC 33002. The
pxample is that of the internal audit process. This process is well understood in terms of its expected
putcomes (i.e. in terms of the needs of conformity assessment) and it also has a comprehensive set of
Fequirements in ISO/IEC 20000-1.

A.5.2 Internal audit requirements and the internal audit process

Fach process in 5.2 to 5.33 is supported by a requirements traceability section. This section pfovides

subclause assoc1ated w1th it.

Table A.1 illustrates the relationship between the process reference model process perspective (i.e. as
indicated by the outcomes) and the requirements perspective, as indicated by the defined requirements.
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Table A.1 — The internal audit process: process outcome and requirements perspective

Requirements perspective ISO/IEC 20000-1 Process Process name and outcome
subclause
a) 1) The organization shall conduct 9.2.1 COM.05 Internal audit
!nternal audits [at_ pla_nned ) 3. Conformity of selected services,
intervals] to provide information products and processes with
on whether the SMS: a) conforms requirements, plans and
to: 1) the organization’s own agreements is determined.
requirements for its SMS:
a) 2)| The organization shall conduct 9.2.1 COM.05 Internal audit
¥nternal audits [at. pla.nned , 3. Conformity of selected services,
intlervals] to provide information products and processesyith
onfwhether the SMS: a) conforms requirements, plans dimd
to:|2) the requirements of this agreements is determined.
dofument;
b) ThE organization shall conduct 9.2.1 COM.05 Internal audit
¥nternal audits [at_ pla_nned . 3. Conformity of'selected services,
intlervals] to provide information products and processes with
on wh.ether. the SMS:b) is requiréments, plans and
effpctively implemented and agreements is determined.
mdintained.
[The organization shall conduct in- 9.2.1 COM.08 Operational planning
ternal qudits] at planned intervals [to 8. Plans for the deployment of the
providg information. process are developed.
a) 1)| The organization shall: 9.2.2 COM.08 Operational planning
a) ).lan,-establish, implement and 8. Plans for the deployment of the
mdintain an audit programme(s), process are developed.
indluding the frequency, methods,
regponsibilities, planning
requirements and reporting, which
shall take into consideration:
1) the importance of the processes
concerned;
a) 2)| The organization shall: 9.2.2 COM.08 Operational planning
a) plan, establish, implement and 8. Plans for the deployment of the
mdintain an audit programme(s); process are developed.
indluding the frequency, methaods,
regponsibilities, planning
requirements and reporting, which
shall take into considerdtion:
2) changes affecting the
organization;
a) 3)| The organization shall: 9.2.2 COM.08 Operational planning
a) plan, establish, implement and 8. Plans for the deployment of the
mdintainan audit programme(s), process are developed.
indluding the frequency, methods,
regpansibilities, planning
requirements and reporting, which
shall take into consideration: 3) the
results of previous audits;
b) The organization shall: b) define 9.2.2 COM.05 Internal audit
the audit criteria and scope for 1. The scope and purpose of each
each audit; audit is defined.
c¢) The organization shall: c) select 9.2.2 COM.05 Internal audit
auditors al’ld-COH.dl-lCt audits 2. The objectivity and impartiality
to ensure objectivity and the of the conduct of audits and
impartiality of the audit process; selection of auditors are
assured.
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Requirements perspective ISO/IEC 20000-1 Process Process name and outcome
subclause

d) The organization shall: d) ensure 9.2.2 COM.01 Communication management
that thedresultls of the audits are . 6. Information products are
reported to relevant management; communicated to relevant

interested parties.

e) The organization shall: €) retain 9.2.2 COM.02 Documentation management
do_c(;lmenttefd}llnfprrrllatlon as. ¢ 1. Documented information|to be
evidence of the implementation of documented is identified.
the audit programme and the audit
results.

A.6 Mapping of requirements with process outcomes

Cable A.2 identifies sub-clauses and singular requirements and associated outcomes.

Table A.2 — Mapping of ISO/IEC 20000-1 requirements with process outcomes

ISO/IEC 20000-1:2018

ISO/IEC, TS 33054 process reference modlel

Understanding the organization and 41 TOP.01 Leadership
Its context 1. 1. The context of the organizatign,
1.1. The organization shall determine including the expectations of its r¢levant
external and internal issues that are interested parties, are understood and
relevant to its purpose and that affect its analysed.
ability to achieve the intended outcome(s)
of its SMS.
Understanding the needs and expecta- |4.2 TOP.01 Leadership
tions of interested parties 1. 1. The context of the organizati¢n,
1.1.1 The organization shall determine: including the expectations of its r¢levant
a the interested parties that are relevant interested parties, are understood and
to the SMS and the services; analysed.
Understanding the needs and expecta- |4.2 RAA.1 Business relationship managenjent
tions of interested parties 1. 1. Needs and expectations of cugtom-
2.1.2 The organization shall determine: ers, users and other interested parties
b) the relevant requirements of these are identified.
interested parties.
Determining the-scope of the service 4.3 TOP.01 Leadership
managementsystem 2. 2. The scope of management sygtem
1.1. The organization shall determine the activities is defined, taking the context of
boundaries and applicability of the SMS to the organization into consideration.
estahlish its scope.
Determining the scope of the service (4.3 TOP.01 Leadership
managementsvstem

b v 2. 2. The scope of management system
2.2.1 When determining this scope, the activities is defined, taking the context of
organization shall consider: a) the exter- the organization into consideration.
nal and internal issues referred to in 4.1;
Determining the scope of the service |4.3 TOP.01 Leadership
management system 2. 2. The scope of management system
3.2.2 When determining this scope, the activities is defined, taking the context of
organization shall consider: b) the re- the organization into consideration.
quirements referred to in 4.2;
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ISO/IEC 20000-1:2018
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3.1.3 c¢) Top management shall demon-
strate leadership and commitment with
respect to the SMS by: c) ensuring that ap-
propriate levels of authority are assigned
for making decisions related to the SMS
and the services;

Determining the scope of the service (4.3 TOP.01 Leadership

management system 2. 2. The scope of management system
4.2.3 When determining this scope, the activities is defined, taking the context of
organization shall consider: c) the servic- the organization into consideration.

es delivered by the organization.

Determining the scope of the service 4.3 TOP.01 Leadership

management system 2. 2. The scope of management system
5.3. Th¢ definition of the scope of the SMS activities is defined, taking the contextof
shall influde the services in scope and the the organization into consideration.
name of the organization managing and

delivering the services.

Determining the scope of the service (4.3 COM.02 Documentation managément
mana;}ment system 6. 6. Documented information is availa-
6.4.1 The scope of the SMS shall be avail- ble to relevant interested parties.

able [anjd be maintained] as documented

information.

Determining the scope of the service 4.3 COM.02 Documentation management
management system 4. 4, Decumented information is current,
7.4.2 The scope of the SMS shall be [avail- complete and valid.

able anfl be] maintained as documented

information.

Servic¢ management system 4.4 TOP.01 Leadership

1.1. The organization shall establish, 4. 4. The management system and opera-
implemlent, maintain and continually tional process strategy is determined.
improve an SMS, including the process-

es needed and their interactions, in

accordgnce with the requirements of this

documgnt.

Leadership and commitment 51 TOP.01 Leadership

1.1.1 a)[Top management shall demon- 5.5. Commitment and leadership with
strate lpadership and commitment with respect to the management system is
respecfto the SMS by: a) ensuring thatthe demonstrated.

servicelmanagement policy and seryice

managgment objectives are established

and arq compatible with thelstrategic

directign of the organizatioh;

Leaderjship and commitment 51 TOP.01 Leadership

2.1.2 b)| Top managenient shall demon- 5.5. Commitment and leadership with
strate lpadership’and commitment with respect to the management system is
respect| to thesSMS by: b) ensuring that demonstrated.

the seryicé management plan is created,

implementéd and maintained in order

to support the service management

policy, and the achievement of the service

management objectives and the service

requirements;

Leadership and commitment 5.1 COM.09 Operational implementation and

control

1. 1. The required roles, responsibilities
and authorities are allocated.
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11.1.11 k) Top management shall demon-
strate leadership and commitment with
respect to the SMS by: j) promoting
continual improvement of the SMS and the
services;

Leadership and commitment 5.1 TOP.01 Leadership

4.1.4 d) Top management shall demon- 4. 4. The management system and opera-
strate leadership and commitment with tional process strategy is determined.
respect to the SMS by: d) ensuring that

what constitutes value for the organiza-

tion and its customers is determined;

Leadership and commitment 5.1 TOP.01 Leadership

5.1.5 e) Top management shall demon- 4. 4. The management systefmand|opera-
strate leadership and commitment with tional process strategy is determiped.
respect to the SMS by: e) ensuring there

is control of other parties involved in the

service lifecycle;

Leadership and commitment 5.1 COM.08 Operational planning

6.1.6 f) Top management shall demon- 4. 4. The sequence and interactiof of
strate leadership and commitment with the pro€ess'with other processes|is
respect to the SMS by: e) ensuring the determined.

integration of the SMS requirements into

the organization’s business processes;

Leadership and commitment 5.1 COM.08 Operational planning

7.1.7 g) Top management shall demon- 6. 6. The required resources for pgrform-
strate leadership and commitment with ing the process are identified.

respect to the SMS by: f) ensuring that

the resources needed for the SMS and the

services are available;

Leadership and commitment 5.1 TOP.01 Leadership

8.1.8 h) Top management shall demon- 5.5. Commitment and leadership yith
strate leadership and commitment with respect to the management systerh is
respect to the SMS by: g) communicating demonstrated.

the importance of effective service man;

agement, achieving the service mamage-

ment objectives, delivering value.and

conforming to the SMS requirements;

Leadership and commitment 5.1 TOP.01 Leadership

9.1.9 i) Top managemenmntshall demon- 3. 3. The management system policy and
strate leadership and-commitment with objectives are defined.

respect to the SMSbBy: h) ensuring that

the SMS achieveés)its intended outcome(s);

Leadership-and commitment 5.1 TOP.01 Leadership

10.1.10 j).Top management shall demon- 5.5. Commitment and leadership yith
strateleadership and commitment with respect to the management systerh is
respect to the SMS by: i) directing and demonstrated.

stpporting persons to contribute to the

effectiveness of the SMS and the services;

Leadership and commitment 5.1 TOP.01 Leadership

4. 4. The management system and opera-
tional process strategy is determined.
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ment policy

3.1.3 ¢) The service management policy
shall: c) be available to interested parties,
as appropriate.

Leadership and commitment 5.1 TOP.01 Leadership

12.1.12 1) Top management shall demon- 5.5. Commitment and leadership with
strate leadership and commitment with respect to the management system is
respect to the SMS by: k) supporting other demonstrated.

relevant management roles to demon-

strate their leadership as it applies to

their aifeas of responsIbiiity:

Establishing the service management |5.2.1 TOP.01 Leadership

policy 3. 3. The management system policy/and
1.1.1 a)|Top management shall establish objectives are defined.

a servi¢e management policy that: a) is

approptiate to the purpose of the organ-

ization

Establishing the service management |[5.2.1 TOP.01 Leadership

policy 3. 3. The managément system policy and
2.1.2 b)| Top management shall establish objectives are defined.

a servide management policy that: b)

providgs a framework for setting service

manag¢ment objectives;

Establishing the service management |[5.2.1 TOP.01 Leadership

policy 3. 3. The management system policy and
3.1.3 ¢)|Top management shall establish objectives are defined.

a servide management policy that: ¢) in-

cludes 4 commitment to satisfy applicable

requirgments;

Establishing the service 521 TOP.01 Leadership

management policy 3. 3. The management system policy and
4.1.4 d)| Top management shall establish objectives are defined.

a servide management policy that: d)

includep a commitment to continual im-

provenjent of the SMS and the services.

Communicating the service manage- 5272 COM.02 Documentation management

ment pplicy 1. 1. Documented information to be doc-
1.1.1 a)|The service management policy umented is identified.

shall: a) be available as docaumented

information;

Communicating the service manage- 522 COM.01 Communication management

ment pplicy 2. 2. Parties to communicate with are
2.1.2 b)[ The service management policy identified.

shall: b) be cgmmunicated within the

organiZation;

Communinafing tha service mnnngn ':.2.2 COMO1

Communication-manascament
= B

6. 6. Information products are communi-
cated to relevant interested parties.
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and] document: a) risks related to: 2) not
meeting the service requirements;

Organizational roles, 5.3 COM.09 Operational implementation and
responsibilities and authorities control
1.1. Top management shall ensure that the 1. 1. The required roles, responsibilities
responsibilities and authorities for roles and authorities are allocated.
relevant to the SMS and the services are
assigned and communicated within the
organization.
Organizational roles, responsibilities |5.3 COM.06 Management review
and authorities 2. 2. The status and performance ¢f an
2.2.1 a) Top management shall assign the activity or process aresassessed in terms
responsibility and authority for: a) ensur- of the established objectives.
ing that the SMS conforms to the require-
ments of this document;
Organizational roles, responsibilities |5.3 RAA.3 Service reporting
and authorities 3. 3. Seryicereports are produced pccord-
3.2.2 b) Top management shall assign ing te.the'service report requirements.
the responsibility and authority for: b)
reporting on the performance of the SMS
and the services to top management.
1.1.1 a) When planning for the SMS, the 6.1.1 COM.09 Operational implementation and
organization shall consider the issues control
referred to mn 4.1and the requirements 3. 3. Actions required to achieve the
referred to in 4.2 and determine the risks L .
L management system objectives arfe im-

and opportunities that need to be ad- lemented
dressed to: a) give assurance that the SMS p )
can achieve its intended outcome(s);
2.1.2 b) When planning for the SMS, the 6.1:1 TOP.01 Leadership
organization shall consider the factors

. . 4. 4. The management system and|opera-
referred to in 4.1 and the requirements tional brocess strateev is determihed
referred to in 4.2 and determine the p 8y '
risks and opportunities that need to be
addressed to: b) prevent, or reduce,unde-
sired effects;
3.1.3 ¢) When planning for.the SMS, the 6.1.1 TOP.01 Leadership
organization shall consider'the factors

. . 4. 4. The management system and|opera-
referred to in 4.1 and the requirements tional process stratev is determihed
referred to in 4.2 and.determine the risks p 8y ’
and opportunitiesthat need to be ad-
dressed to: cyachieve continual improve-
ment of thesSMS and the services.
1.1.1 The'organization shall determine 6.1.2 COM.11 Risk management
[and d.ocu-me.nt]: a) risks related to: 1) the 2 2. Risks are identified.
organization;
2 12 The nrgnni'7nfinh shall [annrminn 612 COM. Q2 Documentation mnnngnmnhf
and] d-ocu_me.nt: a) risks related to: 1) the 1. 1. Documented information to be doc-
organization; _ .

umented is identified.

3.1.3 The organization shall determine 6.1.2 COM.11 Risk management
[and Fiocument]: g] risks related to: 2) not 2 2 Risks are identified.
meeting the service requirements;
4.1.4 The organization shall [determine 6.1.2 COM.02 Documentation management

1. 1. Documented information to be doc-
umented is identified.
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5.1.5 The organization shall determine 6.1.2 COM.11 Risk management
_[and document]: a) risks r_elat_ed to: 3) tl_le 2 2. Risks are identified.
involvement of other parties in the service
lifecycle;
6.1.6 The organization shall [determine |6.1.2 COM.02 Documentation management
fmd] documLen;c: 82 risks rkglatgd:clo: 3) th_e 1. 1. Documented information to be doc-
involveprentofother Partres 1T tire ser vice - . cr
. umented is identified.
lifecyclg;
7.1.7 THe organization shall determine 6.1.2 COM.11 Risk management
[and document]: b) the impact on custom- 4. 4. Risks are evaluated against|defined
ers of r{sks and opportunities for the SMS L
X criteria.
and the services;
8.1.8 Tlhe organization shall [determine |6.1.2 COM.02 Documentation managenient
and] dgcument: b) the impact on custom- 1. 1. Documented information to be doc-
ers of risks and opportunities for the SMS - -
: umented is identified.
and theservices;
9.1.9 THe organization shall determine 6.1.2 COM.11 Risk management
E?:.d(dé):ggf)nt]: c) risk acceptance crite- 1. 1. Criteria for the assessment of risks
8 and thefacceptable level of risk are
identified.
10.1.10|The organization shall determine |6.1.2 SAS.3 Information security management
I[.?:.d(ﬁlzggrrrr:ggg;lCs)el;:ljl;iic)ceptance crite- 2. 2. Criteria for the assessment of infor-
’ y mation security risks and the acceptable
level of risk are identified.
11.1.11|The organization shall [deter- 6.1.2 COM:02 Documentation management
mine gmd] document: ) risk acceptance 1. 1. Documented information to be doc-
criteria); i o
umented is identified.
12.1.12|The organization shall determine |6.1.2 COM.08 Operational planning
[and document]: d) appr_oach to be taken 1. 1. Process requirements are identified.
for the management of risks.
13.1.13|The organization shall [determine.|6.1.2 COM.02 Documentation management
and] ddcument: d) appr(?ach to be takRp 1. 1. Documented information to be doc-
for the management of risks. L g
umented is identified.
1.1.1 THe organization shall [plah: a) ac- |6.1.3 COM.11 Risk management
tions t addr_ess t.hes.e-rlsks and opportu- 6. 6. Selected risks are treated.
nities apd their priorities;
2.1.2 The organizatien-shall plan: a) ac- 6.1.3 COM.08 Operational planning
tions t addre_ss thesg .“Slfs and opportu- 8. 8. Plans for the deployment of the pro-
nities apd their priorities;
cess are developed.
3.1.3 Tle otganization shall [plan: b) 6.1.3 COM.08 Operational planning
hOW to; 1)] integrate and implement the 4 4 Thacaguanca and intaraction of
actions into its SMS processes; the process with other processes is
determined.
4.1.4 The organization shall plan: b) how |6.1.3 COM.08 Operational planning
to: 1). integrate and 1mP1ement the actions 8. 8. Plans for the deployment of the pro-
into its SMS processes;
cess are developed.
5.1.5 The organization shall plan: [b) how |6.1.3 COM.08 Operational planning

to: 2) evaluate the effectiveness of these
actions.]

8. 8. Plans for the deployment of the pro-
cess are developed.
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3.1.3 ¢) When planning how to achieve
its service management objectives, the
organization shall determine: c¢) who will
be responsible;

6.1.6 The organization shall [plan: b) how |6.1.3 COM.10 Performance evaluation
to: 2)] evaluate the effectiveness of these 5.5. The collected performance data is
actions.

analysed.
Establish objectives 6.2.1 TOP.01 Leadership
1.1. The organization shall establish ser- 3. 3. The management system policy and
VICE TITATTIgETETt ODJETtivVEs at TEtEvarTt objectives are defimed:
functions and levels.
Establish objectives 6.2.1 TOP.01 Leadership
2.2.1 The service management objectives 3. 3. The management systém policy and
shall: a) be consistent with the service objectives are defined:
management policy;
Establish objectives 6.2.1 TOP.01 Leadership
3.2.2 The service management objectives 3. 3. The management system policy and
shall: b) be measurable; objectivés ate defined.
Establish objectives 6.2.1 TOP.01 Leadership
4.2.3 The service management objectives 3.3/The management system policy and
shall: c) take into account applicable re- ebjectives are defined.
quirements;
Establish objectives 6.2.1 COM.A0 Performance evaluation
5.2.4 The service management objectives 4. 4. Data is collected using the idgntified
shall: d) be monitored; performance measurement methqds.
Establish objectives 6.2.1 COM.01 Communication management
6.2.5 The service management objectives 6. 6. Information products are coohmuni-
shall: €) be communicated; cated to relevant interested partigs.
Establish objectives 6.2.1 TOP.01 Leadership
7.2.6 The service management objectives 3. 3. The management system policy and
shall: f) be updated as appropriate, objectives are defined.
Establish objectives 6.2.1 COM.02 Documentation management
8.3. The organization shall retain docu- 1. 1. Documented information to He doc-
mented information on the service man- umented is identified.
agement objectives.
Plan to achieve objectives 6.2.2 COM.08 Operational planning
1.1.1 a) When planning how to achieve 1. 1. Process requirements are ideptified.
its service mahagement objectives, the
organization-shall determine: a) what will
be done;
Plante:achieve objectives 6.2.2 COM.08 Operational planning
23+2'b) When planning how to achieve 6. 6. The required resources for pg¢rform-
ftsService mamagement objectives; the g tireprocessare dentified:
organization shall determine: b) what
resources will be required;
Plan to achieve objectives 6.2.2 COM.09 Operational implementation and

control

1. 1. The required roles, responsibilities
and authorities are allocated.
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7.3.5 €) The service management plan
shall include or contain a reference to:

e) human, technical, information and
financial resources necessary to operate
the SMS and the services;

Plan to achieve objectives 6.2.2 COM.08 Operational planning

4.1.4 d) When planning how to achieve 4. 4. The sequence and interaction of
its service management objectives, the the process with other processes is
organization shall determine: d) when it determined.

will be completed;

Plan to achieve objectives 6.2.2 COM.08 Operational planning

5.1.5 e)|When planning how to achieve 7. 7. Methods for monitoring the effec;
its servjice management objectives, the tiveness and suitability of the proce§s
organization shall determine: €) how the are determined.

results|will be evaluated.

Plan the service management system |6.3 COM.08 Operational planning

1.1. Th¢ organization shall create, im- 8. 8. Plans for the deplpyment of the pro-
plemenjt and maintain a service manage- cess are developed.

ment plan.

Plan the service management system |[6.3 COM.08 Operational plapning

2.2. Plapning shall take into consider- 8. 8. PlansAfor.the deployment of the pro-
ation the service management policy, cess are developed.
service|management objectives, risks and

opportynities, service requirements and

requirgments specified in this document.

Plan the service management system |[6.3 COM.08 Operational planning

3.3.1 a)|The service management plan 8. 8. Plans for the deployment of the pro-
shall influde or contain a reference to: cess are developed.

a) list of services;

Plan the service management system [6.3 COM.08 Operational planning

4.3.2 b)| The service management plan 8. 8. Plans for the deployment of the pro-
shall influde or contain a reference to: cess are developed.

b) known limitations that can impact the

SMS anf the services;

Plan the service management system ° 6.3 COM.08 Operational planning

5.3.3 ¢)|The service management plan 8. 8. Plans for the deployment of the pro-
shall influde or contain a reference to: cess are developed.

c) obligptions such as releventpolicies,

standards, legal, regulatory@nd contrac-

tual requirements, and how-these obliga-

tions apply to the SMS dndthe services;

Plan the service management system |6.3 COM.08 Operational planning

6.3.4 d) The service management plan 5.5.The required competencies and
shall infludeprcontain a reference to: roles for performing the process are

d) authprities'and responsibilities for the identified.

SMS anf the services;

Plan the service management system |6.3 COM.08 Operational planning

6. 6. The required resources for perform-
ing the process are identified.
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2.1.2 The organization shall: b) ensure
that these persons are competent on the
basis of appropriate education, training or
experience;

Plan the service management system |6.3 COM.08 Operational planning

8.3.6 f) The service management plan 8. 8. Plans for the deployment of the pro-
shall include or contain a reference to: cess are developed.

f) approach to be taken for working with

other parties involved in the service

lifecycle;

Plan the service management system |6.3 COM.08 Operational planning

9.3.7 g) The service management plan 8. 8. Plans for the deploymentof the pro-
shall include or contain a reference to: cess are developed.

g) technology used to support the SMS;

Plan the service management system |6.3 COM.08 Operational planning

10.3.8 h) The service management plan 7. 7. Methods for monitoring the effec-
shall include or contain a reference to: tiveness and/Suitability of the progess
h) how the effectiveness of the SMS and are deterntined.

the services will be measured, audited,

reported and improved.

Plan the service management system (6.3 COM.08 Operational planning

11.4. Other planning activities shall main- 8. 8. Plans for the deployment of the pro-
tain alignment with the service manage- cess are developed.

ment plan.

Resources 7.1 COM.08 Operational planning

1.1.1 The organization shall determine 6. 6. The required resources for pg¢rform-
[and provide] the human, technical, infor- ing the process are identified.

mation and financial resources needed for

the establishment, implementation, main-

tenance and continual improvement of the

SMS and the operation of the services to

meet the service requirements and achieye

the service management objectives.

Resources 7.1 COM.09 Operational implementation and
2.1.2 The organization shall [determine control

and] provide the human, technical, infor- 2.2.The required resources are allocat-
mation and financial resofir¢és needed for ed and applied.

the establishment, implementation, main-

tenance and continualHmprovement of the

SMS and the operation of the services to

meet the service néquirements and achieve

the service nmianagement objectives.

Competénce 7.2 COM.03 Human resource management
1.1.1<Fhe organization shall: a) determine 1. 1. The competencies required by the
thé necessary competence of persons organization to produce productsfand
doing work under its control that affects services are identified.

the performance and effectiveness of the

SMS and the services;

Competence 7.2 COM.03 Human resource management

2. 2. ldentified competency gaps are
filled through training or recruitment.
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3.1.3 c¢) The organization shall determine
the internal and external communications
relevant to the SMS and the services in-
cluding: c) with whom to communicate;

Competence 7.2 COM.03 Human resource management

3.1.3 The organization shall: c) where 2. 2. ldentified competency gaps are

applicable, take actions to acquire the filled through training or recruitment.

necessary competence, and evaluate the

effectiveness of the actions taken;

Competence 7.2 COM.02 Documentation management

4.1.4 The organization shall: d) retain 1. 1. Documented information to be de¢-

appropriate documented information as umented is identified.

evidende of competence.

Awareness 7.3 COM.03 Human resource management

1.1.1 a)[Persons doing work under the 3. 3. Understanding of roles:and activi-

organiZation’s control shall be aware of: ties in achieving organisational objec-

a) the sprvice management policy; tives in product and-$Service provision is
demonstrated by each person.

Awareness 7.3 COM.03 Human resource‘management

2.1.2 b)|Persons doing work under the 3. 3. Understanding of roles and activi-

organization’s control shall be aware of: ties in achieving organisational objec-

b) the sprvice management objectives; tives improduct and service provision is
demeonstrated by each person.

Awareness 7.3 COM.03 Human resource management

3.1.3 ¢)|Persons doing work under the 3. 3. Understanding of roles and activi-

organization’s control shall be aware of: c) ties in achieving organisational objec-

the servyices relevant to their work; tives in product and service provision is
demonstrated by each person.

Awareness 7.3 €COM.03 Human resource management

4.1.4 d)|Persons doing work under the 3. 3. Understanding of roles and activi-

organization’s control shall be aware of: ties in achieving organisational objec-

d) theiy contribution to the effectiveness tives in product and service provision is

of the SMS, including the benefits of im- demonstrated by each person.

proved[performance;

Awarehess 7.3 COM.03 Human resource management

5.1.5 e)|Persons doing work undef the 3. 3. Understanding of roles and activi-

organiZzation’s control shall becaware of: ties in achieving organisational objec-

e) the implications of not conforming with tives in product and service provision is

the SM$ requirements. demonstrated by each person.

Communication 7.4 COM.01 Communication management

1.1.1 a)|The organization shall determine 1. 1. Information content is defined in

the intgrnal and\external communications terms of identified communication re-

relevant to the SMS and the services in- quirements.

cluding} a)Jon'what it will communicate;

Communication 74 coM.01 Communication management

2.1.2 b) The organization shall determine 4. 4. Events that require communication

the internal and external communica- actions are identified.

tions relevant to the SMS and the services

including: b) when to communicate;

Communication 7.4 COM.01 Communication management

2. 2. Parties to communicate with are
identified.
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quired by the SMS and by this document
shall be controlled to ensure: b) it is
adequately protected (e.g. from loss of
confidentiality, improper use, or loss of
integrity).

Communication 7.4 COM.01 Communication management

4.1.4 d) The organization shall determine 5.5. The channel for the communication
the internal and external communica- is selected.

tions relevant to the SMS and the services

including: d) how to communicate;

Communication 7.4 COM.01 Communication management

5.1.5 e) The organization shall determine 3. 3. The party responsible forthe|com-
the internal and external communications munication is identified.

relevant to the SMS and the services in-

cluding: e) who will be responsible for the

communication.

General 7.5.1 TOP.01 Leadership

1.1.1 The organization’s SMS shall include: 4. 4. The manfagement system and|opera-
a) documented information required by tional process strategy is determiped.
this document;

General 7.5.1 TOP.01 Leadership

2.1.2 The organization’s SMS shall include: 4.47The management system and|opera-
b) documented information determined tional process strategy is determihed.
by the organization as being necessary for

the effectiveness of the SMS.

Creating and updating documented 7.5.2 COM.02 Documentation management
information 1. 1. Documented information to He doc-
1.1.1 a) When creating and updating doc- umented is identified.

umented information, the organization

shall ensure appropriate: a) identification

and description (e.g. a title, date, author,

or reference number);

Creating and updating documented 7.5.2 COM.02 Documentation management
information 2. 2. The forms of documented infprma-
2.1.2 b) When creating and updating’doc- tion representation are defined.
umented information, the organization

shall ensure appropriate: b) format (e.g.

language, software versign,graphics) and

media (e.g. paper, electtonic);

Creating and updating documented 7.5.2 COM.02 Documentation management
information 4. 4. Documented information is cfirrent,
3.1.3 ¢) Whenreating and updating doc- complete and valid.

umented information, the organization

shall ensuwe appropriate: c) review and

approval for suitability and adequacy.

1<1.1a) Documented information re- 7.5.3.1 COM.02 Documentation management
giired-bythe-SMSandby-this-decument - — .
shall be controlled to ensure: a) it is avail- gifi?:g;?;&?ig;g;i%atl;rr}[il:sava1la_
able and suitable for use, where and when p )

itis needed;

2.1.2 b) Documented information re- 7.5.3.1 COM.02 Documentation management

6. 6. Documented information is availa-
ble to relevant interested parties.
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mented information

5.1.5 e) The documented information for
the SMS shall include: €) processes of the
organization’s SMS;

1.1.1 a) For the control of documented in- |7.5.3.2 COM.02 Documentation management
formation, the organization shall address . Lo .
! o : 6. 6. Documented information is availa-
the following activities, as applicable: a) . X
. . ble to relevant interested parties.
distribution, access, retrieval and use;
2.1.2 b) For the control of documented in- |7.5.3.2 COM.02 Documentation management
formation, the organization shall address . oo
. Lo o1 aa 4.4.Documented information is current,
the fOH 'A% lllg dULIVILICS, d5 dppllLdUIC. UJ .
o . complete and valid.
storagd and preservation, including pres-
ervatioh of legibility;
3.1.3 ¢)|For the control of documented in- |7.5.3.2 COM.02 Documentation management
formatijon, the organization shall address . R
g o . ) 4. 4, Documented informatiomis'current,
the follpwing activities, as applicable: c) .
: . complete and valid.
controllof changes (e.g. version control);
4.1.4 d)|For the control of documented in- |7.5.3.2 COM.02 Documentation mandgement
formatjon, the organization shall address ) L :
g o . ) 7. 7. Documented information is archived,
the follpwing activities, as applicable: d) . .
: : o or disposed of:as required.
retenti¢pn and disposition.
5.2.1 D¢cumented information of external |7.5.3.2 COM.02 Documentation management
origin determined by the organization 1. 1. Dotumented information to be doc-
to be n¢cessary for the planning and umented is identified
operatipn of the SMS shall be identified as '
appropriate, [and controlled.]
6.2.2 Dpcumented information of external | 7.5.3.2 COM.02 Documentation management
origin determined by the orggnlzatlon 4. 4. Documented information is current,
to be ngcessary for the planning and op- complete and valid
eration|of the SMS shall be [identified as p )
appropriate, and] controlled.
Servic¢ management system docu- 7.5.4 COM.02 Documentation management
mentedl information 1. 1. Documented information to be doc-
1.1.1 a)|The documented information for umented is identified.
the SM$ shall include: a) scope of the SMS;
Servic¢ management system docu- 7.5.4 COM.02 Documentation management
menteql information 1. 1. Documented information to be doc-
2.1.2 b)| The documented information'for umented is identified.
the SM$ shall include: b) policy-and objec-
tives fof service management;
Servic¢ management system docu- 7.5.4 COM.02 Documentation management
mentedl information 1. 1. Documented information to be doc-
3.1.3 ¢)|The documénted information for umented is identified.
the SM$ shall include: c) service manage-
ment plan;
Servici management system docu- 7.5.4 COM.02 Documentation management
mented information PPN e . N
1. 1. DOCUIIICIItEd IIITOTITIdUIOIT tO DE UOC=
4.1.4 d) The documented information for umented is identified.
the SMS shall include: d) change manage-
ment policy, information security policy
and service continuity plan(s);
Service management system docu- 7.5.4 COM.02 Documentation management

1. 1. Documented information to be doc-
umented is identified.
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Service management system docu- 7.5.4 COM.02 Documentation management
mented information 1. 1. Documented information to be doc-
6.1.6 f) The documented information for umented is identified.
the SMS shall include: f) service require-
ments;
Service management system docu- 7.5.4 COM.02 Documentation management
mented information 1. 1. Documented information-te_ He doc-
7.1.7 g) The documented information for umented is identified.
the SMS shall include: g) service cata-
logue(s);
Service management system docu- 7.5.4 COM.02 Documentation management
mented information 1. 1. Documented information to He doc-
8.1.8 h) The documented information umented is identified.
for the SMS shall include: h) service level
agreement(s) (SLA);
Service management system docu- 7.5.4 COM.02 Doctnientation management
mented information v JDocumented information to He doc-
9.1.9 i) The documented information for umented is identified.
the SMS shall include: i) contracts with
external suppliers;
Service management system docu- 7.5.4 COM.02 Documentation management
mented information 1. 1. Documented information to He doc-
10.1.10 j) The documented information for umented is identified.
the SMS shall include: j) agreements with
internal suppliers or customers acting as
a supplier;
Service management system docu- 7.5.4 COM.02 Documentation management
mented information 1. 1. Documented information to He doc-
11.1.11 k) The documented information umented is identified.
for the SMS shall include: k) procedures
that are required by this document;
Service management system docu- 7.5.4 COM.02 Documentation management
mented information 1. 1. Documented information to He doc-
12.1.121) The docuniented information umented is identified.
for the SMS shall incliide: 1) records
required to demonstrate evidence of
conformity té/the requirements of this
document-and the organisation's SMS;
Knowledge 7.6 COM.02 Documentation management
1.¥4 The organization shall determine 1. 1. Documented information to He doc-
[ahd maintain] the knowledge necessary umented is identified.
to support the operation of the SMS and
the services.
Knowledge 7.6 COM.02 Documentation management
2.1.2 The organization shall [determine 4. 4, Documented information is current,
and] maintain the knowledge necessary complete and valid.
to support the operation of the SMS and
the services.
Knowledge 7.6 COM.02 Documentation management
3.2.1 The knowledge shall be relevant, usa- 4. 4. Documented information is current,
ble [and available to appropriate persons.] complete and valid.
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2.2. The organisation shall perform the
activities required to deliver services.

Knowledge 7.6 COM.02 Documentation management

4.2.2 The knowledge shall be [relevant, 6. 6. Documented information is availa-

usable and] available to appropriate ble to relevant interested parties.

persons.

Operational planning and control 8.1 COM.08 Operational planning

1.1.1 a)[ttreorgamnizationrstattptam, tmpte= 77 Methods formomnitoring theeffec

ment afid control the processes needed to tiveness and suitability of the process

fulfil rgqquirements, and to implement the are determined.

actions|determined in 6 by: a) establish-

ing performance criteria for the processes

based gn requirements;

Operatjional planning and control 8.1 COM.09 Operational implementation and

2.1.2 b)| The organization shall plan, control

implemlent and control the processes 3. 3. Actions required to achieve the

needed|to fulfil requirements, and to im- management syStem objectives are im-

plement the actions determined in 6 by: b) plemented.

implementing control of the processes in

accordgnce with the established perfor-

mance friteria;

Operatiional planning and control 8.1 COM.02 Decumentation management

3.1.3 ¢)[The organization shall plan, imple- 1. 1. Documented information to be doc-

ment afjd control the processes needed umented is identified.

to fulfil requirements, and to implement

the actjons determined in 6 by: c) keeping

documg¢nted information to the extent

necessdry to have confidence that the pro-

cesses have been carried out as planned.

Operatfional planning and control 8.1 SPC.1 Change management

4.2.1 Tlhe organization shall control 2. 2.Change requests are analysed.

planned changes to the SMS and review

the consequences of unintended changes,

[takinglaction to mitigate any adverse

effects,|as necessary (see 8.5.1).]

Operatjional planning and control 8.1 COM.09 Operational implementation and

5.2.2 [The organization shall’eontrol control

planned changes to the SMS'and review 5.5. Deviations from planned arrange-

the conkequences of uninténded chang- ments are corrected when targets are

es,] takjng action to fmitigate any adverse not achieved.

effects,|as necessary (see 8.5.1).

Operational planning and control 8.1 RAA.4 Supplier management

6.3. The orgahization shall ensure that 4. 4. Supplier obligations to meet require-

outsoufceéd processes are controlled ments are monitored.

(see 8.2.3).

Service Delivery 8.2.1 COM.09 Operational implementation and

1.1. The organization shall operate the control

SMS ensuring co-ordination of the activi- 3. 3. Actions required to achieve the

ties and the resources. management system objectives are im-
plemented.

Service Delivery 8.2.1 SDE.1 Service delivery

4. 4. A service is provided according to
the agreement.
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[and document]: a) services that are pro-
vided or operated by other parties;

Plan the services 8.2.2 SDB.1 Service requirements definition
1.1.1 The service requirements for exist- 1. 1. The requirements for services are
ing services, new services and changes identified.
to services shall be determined [and
documented].
Plan the services 8.2.2 COM.02 Documentation management
2.1.2 The service requirements for exist- 1. 1. Documented information-te e doc-
ing services, new services and changes umented is identified.
to services shall be [determined and]
documented.
Plan the services 8.2.2 SDE.1 Service delivery
3.2. The organization shall determine the 2.2.Aresponse to-the customer’sjre-
criticality of services based on the needs quest for sertices is produced.
of the organization, customers, users and
other interested parties.
Plan the services 8.2.2 SDB.1 Service requirements definition
4.3. The organization shall determine and 2427 The criticality, dependencies pnd
manage dependencies and duplication duplication of services is identifiefl.
between services.
Plan the services 8.2.2 SDB.3 Service build and transition
5.4. The organization shall propose chang- 3. 3. The new or changed services pre
es where needed to align the services accepted in accordance with the service
with the service management policy, ser- acceptance criteria.
vice management objectives and service
requirements, taking into consideration
known limitations and risks.
Plan the services 8.2.2 SDB.1 Service requirements definitio:L
6.5. The organization shall prioritize re- 3. 3. Service requirements are continual-
quests for change and proposals fornew ly aligned with business needs.
or changed services to align with business
needs and service managementobjec-
tives, taking into consideration available
resources.
1.1. The organization shall retain account- |8.2.3.1 RAA.4 Supplier management
ability for the requiréments specified 5 5 Supplier performance acainstlasreed
in this document'aiid the delivery of the - 2: SUPPIET P 8 §
. ) . criteria is monitored and managed.
services regardless of which party is in-
volved in pesferming activities to support
the service)lifecycle.
2.2. The.organization shall determine 8.2.3.1 RAA4 Supplier management
and apply criteria for t_he ?valuatlop and 1. 1. Criteria are identified for the [selec-
selection of other parties involved in the e e e
service lifecycle. o T EETEE
3.3. Other parties can be an external sup- |8.2.3.1 RAA.4 Supplier management
giltelg agslgt:ljnaiisel;ppher oracustomer 2. 2.Services to be provided are defined
g ppher: and negotiated with each supplier.
4.4. Other parties shall not provide or op- |8.2.3.1 RAA4 Supplier management
erate all SEIVICes, service components or 2. 2.Services to be provided are defined
processes within the scope of the SMS. X ) .
and negotiated with each supplier.
5.5.1 The organization shall determine 8.2.3.1 RAA.4 Supplier management

2.2.Services to be provided are defined
and negotiated with each supplier.
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1.1. The organization shall ensure that as-
sets used to deliver services are managed
to meet the service requirements and the
obligations in 6.3 c).

6.5.2 The organization shall [determine |8.2.3.1 COM.02 Documentation management
3?;(3 ddgfgmeir;i:ezgserc:,tl}i: tgiiiaeg-e pro- 1. 1. Documented information to be doc-
P y P ’ umented is identified.
7.5.3 The organization shall determine 8.2.3.1 RAA4 Supplier management
[and document]: b) service components . . .
that are provided or operated by other 2. 2, Servu_:es t.o b_e 1prov1‘ded are defined
. dlI0 TICE0LIdLCU WILIT €4AClIl SUPPIICT.
parties
8.5.4 The organization shall [determine |8.2.3.1 COM.02 Documentation management
and] d cument: b) service components 1. 1. Documented information to.be'doc-
that arg provided or operated by other _ e
; umented is identified.
parties
9.5.5 The organization shall determine 8.2.3.1 RAA4 Supplier management
[and docurr_lent]: ) ProCesses, or parts of 2. 2. Services to be provided are defined
procesges, in the organization’s SMS that ) . .
. and negotiated with each supplier.
are operated by other parties.
10.5.6 The organization shall [determine |8.2.3.1 COM.02 Documentation'management
and] document: ) Processes, (?r parts of 1. 1. Documiented information to be doc-
procesdes, in the organization’s SMS that ot .
. umented isidentified.
are operated by other parties.
1.1.1 a)|The organization shall define 8.2.3.2 TOP.01 Leadership
gnd apply controls for other parties that 5.'5. Commitment and leadership with
include} a) measurement and evaluation of :
: respect to the management system is
procesq performance;
demonstrated.
2.1.2 b)|The organization shall define and [8.2.3.2 COM16 Performance evaluation
apply cpntrols for other parties thaF n- 3. 3. Performance measurement meth-
clude: H) measurement and evaluation of ;
X i . ods, supportive of the performance
the effgctiveness of services and service . e
. . . measures, are identified.
components in the fulfilment of service
requirgments.
Servic¢ catalogue management 8.2:4 RAA.5 Service catalogue management
1.1.1 The organization shall create [and 2. 2. Service catalogue content is devel-
mainta|n] one or more service catalogues. oped.
Servici catalogue management 8.2.4 COM.02 Documentation management
2.1.2 The organization shall [eréate and] 4. 4. Documented information is current,
maintaln one or more servi¢ecatalogues. complete and valid.
Servic¢ catalogue management 8.2.4 RAA.5 Service catalogue management
3.2. Th¢ service catalague(s) shall include 1. 1. Service catalogue content is defined.
information for the 'organization, custom-
ers, usqrs and othier interested parties
to describe the-services, the intended
outcomes-and dependencies between the
servicekg.
Service catalogue management 8.2.4 COM.02 Documentation management
4.3. The organization shall provide access 6. 6. Documented information is availa-
to appropriate parts of the service cata- ble to relevant interested parties.
logue to its customers, users and other
interested parties.
Asset management 8.2.5 TOP.01 Leadership

4. 4. The management system and opera-
tional process strategy is determined.
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13.8.2 At planned intervals [the organ-
ization shall verify the accuracy of the
configuration information].

Configuration management 8.2.6 SPC.2 Configuration management

1.1. The types of CI shall be defined. Ser- 1. 1. Items requiring configuration man-

vices shall be classified as Cls. agement are identified.

Configuration management 8.2.6 COM.02 Documentation management

2.2. Configuration information shall be 1. 1. Documented information to be doc-

TECUTUEd to a tevet uf detaitappropriate to TmmETTtet s Tdentified:

the criticality and type of services.

Configuration management 8.2.6 COM.02 Documentation management

3.3. Access to configuration information 6. 6. Documented information is ayaila-

shall be controlled. ble to relevant interested parties.

Configuration management 8.2.6 COM.02 Documentation management

4.4.1 a) The configuration information re- 1. 1. Documernted information to He doc-

corded for each CI shall include: a) unique umented isidentified.

identification;

Configuration management 8.2.6 COM.02 Documentation management

5.4.2 b) The configuration information h.1/Documented information to He doc-

recorded for each CI shall include: b) umented is identified.

type of Cl;

Configuration management 8.2.6 COM.,02 Documentation management

6.4.3 c) The configuration information 1. 1. Documented information to He doc-

recorded for each CI shall include: c) de- umented is identified.

scription of the CI;

Configuration management 8.2.6 SPC.2 Configuration management

7.4.4 d) The configuration information 2. 2. The relationship between corffigura-

recorded for each CI shall include: d) rela- tion items is determined.

tionship with other Cls;

Configuration management 8.2.6 SPC.2 Configuration management

8.4.5 e) The configuration informatien re- 3. 3. The status of configuration itpms

corded for each CI shall includese) status. and modifications is identified.

Configuration management 8.2.6 SPC.2 Configuration management

9.5. CIs shall be controlled: 4. 4. Changes to items under configura-
tion management are controlled.

Configuration management 8.2.6 SPC.2 Configuration management

10.6. Changes’toCls shall be traceable and 5. 5. The integrity of systems, prodlucts/

auditable tgmaintain the integrity of the services and product/service compo-

configuration information. nents is assured.

Configuration management 8.2.6 SPC.2 Configuration management

1d4+7. The configuration information shall 4. 4. Changes to items under configura-

‘UC uledLCd fUllUWillg LllC L‘lt,'plU_y ITICIIU Uf LiUll HIdIIdgCITITIIL AI'T CUIILT UIICL‘[.

changes to Cls.

Configuration management 8.2.6 SPC.2 Configuration management

12.8.1 [At planned intervals] the organ- 5.5. The integrity of systems, products/

ization shall verify the accuracy of the services and product/service compo-

configuration information, nents is assured.

Configuration management 8.2.6 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-
cess are developed.
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5.5. The communication shall promote
understanding of the evolving business
environment in which the services op-
erate and shall enable the organization
to respond to new or changed service
requirements.

Configuration management 8.2.6 SPC.2 Configuration management
14.9. Where deficiencies are found, the 5. 5. The integrity of systems, products/
organization shall take necessary actions. services and product/service compo-

nents is assured.
Configuration management 8.2.6 COM.02 Documentation management
15.10. Gomfiguratiomimformation strattbe 66 Dutumented formation s avaita
made ayailable for other service manage- ble to relevant interested parties.
ment ag¢tivities as appropriate.
Generdl 8.3.1 TOP.01 Leadership
1.1.1 The organization may use suppliers 4. 4. The management systeriand opera-
to: a) operate services; tional process strategy is-determined.
Genergl 8.3.1 TOP.01 Leadership
2.1.2 Tlhe organization may use suppliers 4. 4. The management system and opera-
to: b) provide service components; tional process stratégy is determined.
Generdl 8.3.1 TOP.01 Leadership
3.1.3 The organization may use suppliers 4. 4. The'mianagement system and opera-
to: ) opperate service components; tional process strategy is determined.
Genergl 8.3.1 TOP.01 Leadership
4.1.4 The organization may use suppliers 4.4. The management system and opera-
to: d) operate processes, or parts of pro- tional process strategy is determined.
cesses, [that are in the organization’s SMS.
Busine:lss relationship management 8.3.2 RAAL Business relationship management
1.1.1 THe customers, users and other 1. 1. Needs and expectations of custom-
interesfed parties of the services shall be ers, users and other interested parties
identifipd [and documented]. are identified.

SDE.1 Service delivery

1. 1. Customers for services are identified.
Business relationship management 8.3.2 COM.02 Documentation management
2.1.2 The customers, users and other 1. 1. Documented information to be doc-
interesfed parties of the servicessshall be umented is identified.
[identiffied and] documented.
Business relationship management 8.3.2 COM.09 Operational implementation and
3.3.The|organization shall:lhave one or control
more designated individdals responsible 1. 1. The required roles, responsibilities
for marjaging customer relationships and and authorities are allocated.
maintaning cusforner satisfaction.
Businefss relationship management 8.3.2 TOP.01 Leadership
4.4. The arganization shall establish 4. 4. The management system and opera-
arrangemnremnts for commumicating withrits tiomat process strategy s determmimed:
customers and other interested parties.
Business relationship management 8.3.2 COM.01 Communication management

6. 6. Information products are communi-
cated to relevant interested parties.
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2.2.1 For each service delivered, the
organization shall establish one or more
SLAs based on the [documented] service
requirements.

Business relationship management 8.3.2 RAA1 Business relationship management

6.6.1 [At planned intervals] the organiza- 4. 4. Service performance trends and

tion shall review the performance trends outcomes are reviewed.

and the outcomes of the services.

Business relationship management 8.3.2 COM.08 Operational planning

7-6-2 At planmedimtervats fthe orgamiza- 88— Ptamsfor thedeploymemntofthe pro-

tion shall review the performance trends cess are developed.

and the outcomes of the services].

Business relationship management 8.3.2 RAA.1 Business relationship managenjent

8.7.1 [At planned intervals,] the organ- 2. 2. Customer satisfaction is meagured.

ization shall measure satisfaction with

the services [based on a representative

sample of customers.]

Business relationship management 8.3.2 COM.10 Performance evaluation

9.7.2 [At planned intervals, the organi- 4. 4. Data'is collected using the idgntified

zation shall measure satisfaction with perfarmance measurement methdds.

the services] based on a representative

sample of customers.

Business relationship management 8.3.2 COM.08 Operational planning

10.7.3 At planned intervals, [the organi- 8. 8. Plans for the deployment of tle pro-

zation shall measure satisfaction with the cess are developed.

services based on a representative sample

of customers.]

Business relationship management 8.3.2 COM.10 Performance evaluation

11.8.1 The results shall be analysed, 5. 5. The collected performance dgtais

reviewed [to identify opportunities for analysed.

improvement and reported.]

Business relationship management 8.3.2 COM.04 Improvement

12.8.2 [The results shall be analysed, 1. 1. Opportunities for improvement are

reviewed] to identify opportunities for identified.

improvement and reported;

Business relationship mahagement 8.3.2 RAA.1 Business relationship managenjent

13.9. Service complaints’shall be record- 3. 3. Service complaints are managed

ed, managed to clesure and reported. through their lifecycle to closure.

Business relationship management 8.3.2 COM.09 Operational implementation and

14.10. Wherg-a service complaint is not control

resolved through the normal channels, a 5.5. Deviations from planned arrgnge-

method.of escalation shall be provided. ments are corrected when targetsjare
not achieved.

|Service level management 833 SDE1 Service delivery

1.1. The organization and the customer 3. 3. An agreement between the custom-

shall agree the services to be delivered. er and organization is established.

Service level management 8.3.3 RAA.2 Service level management

1. 1. Service level targets, workload char-
acteristics and exceptions for services
are defined in service level agreements.
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2.2.1 For each external supplier, the
organisation shall agree a [documented]
contract.

Service level management 8.3.3 COM.02 Documentation management
3.2.2 [For each service delivered, the 1. 1. Documented information to be doc-
organization shall establish one or more umented is identified.
SLAs based on the] documented service
requirements.
Service level management 8.3.3 RAA.2 Service level management
4.3. The¢ SLA(s) shall include service level 1. 1. Service level targets, workload char-
targets| workload limits and exceptions. acteristics and exceptions for services
are defined in service level agreements.
Servic¢ level management 8.3.3 RAA.2 Service level management
5.4.1 [At planned intervals], the organi- 2.2.Service performance-sinonitored
zation ghall monitor, review [and report] against service level agreements.
on: a) performance against service level
targets| b) actual and periodic changes in
workload compared to workload limits in
the SLA(S).
SDE.1 Service delivery
5.5. Organizational obligations defined
in the agreement are satisfied.
Servic¢ level management 8.3.3 RAA.3 Service reporting
6.4.2 [At planned intervals], the organi- 3. 3. Service reports are produced accord-
zation ghall [monitor, review and] report ing to the service report requirements.
on: a) performance against service level
targets| b) actual and periodic changes in
workload compared to workload limits in
the SLA(Ss).
SDE.1 Service delivery
5.5. Organizational obligations defined
in the agreement are satisfied.
Service¢ level management 8.3.3 COM.08 Operational planning
7.4.3 Atjplanned intervals, [the organi® 8. 8. Plans for the deployment of the pro-
zation ghall monitor, review and report cess are developed.
on: a) performance against sepvice level
targets| b) actual and periodie;changes in
worklopd compared to workload limits in
the SLA(s).]
Servic¢ level management 8.3.3 COM.04 Improvement
8.5. WHere servicelevel targets are not 1. 1. Opportunities for improvement are
met, the organization shall identify op- identified.
portunjtiesfor improvement.
Manag pmeént of external cnppliprc 8341 COM Q9 ﬂpprnfinnal implpmpnfafinn and
1.1. The organization shall have one of control
more designated individuals responsible 1. 1. The required roles, responsibilities
for managing the relationship, contracts and authorities are allocated.
and performance of external suppliers.
Management of external suppliers 8.3.4.1 RAA4 Supplier management

2. 2.Services to be provided are defined
and negotiated with each supplier.
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12.6.2 At planned intervals [the organiza-
tion shall monitor the performance of the
external supplier].

Management of external suppliers 8.3.4.1 COM.02 Documentation management

3.2.2 [For each external supplier, the 1. 1. Documented information to be doc-
organisation shall agree a] documented umented is identified.

[contract].

Management of external suppliers 8.3.4.1 RAA4 Supplier management

43 1)y Thecomtract strattimchudeor 22-Servites to be providedaredefined
contain a reference to: a) scope of the and negotiated with each suppliex
services, service components, processes

or parts of processes to be provided or

operated by the external supplier;

Management of external suppliers 8.3.4.1 RAA4 Supplier management

5.3.2 b) The contract shall include or con- 2. 2.Services tg-beprovided are dgfined
tain a reference to: b) requirements to be and negotiatéd with each supplier

met by the external supplier;

Management of external suppliers 8.3.4.1 RAA4 Supplier’ management

6.3.3 ¢) The contract shall include or con- 2.2.:Services to be provided are dgfined
tain a reference to: c) service level targets andnegotiated with each supplier

or other contractual obligations;

Management of external suppliers 8.3.4.1 RAA4 Supplier management

7.3.4 d) The contract shall include or 3. 3. Roles and relationships betwg¢en
contain a reference to: d) authorities and suppliers are determined.
responsibilities of the organization and

the external supplier.

Management of external suppliers 8.3.4.1 RAA4 Supplier management

8.4.1 The organization shall assess the 5.5. Supplier performance againstlagreed
alignment of service level targets or other criteria is monitored and managed.
contractual obligations for the external

supplier against SLAs with customers,

[and manage identified risks].

Management of external suppliers 8.3.4.1 COM.11 Risk management

9.4.2 The organization shallfassess the 2. 2. Risks are identified.

alignment of service leveltargets or other

contractual obligationsforthe external

supplier against SLASith customers,

and] manage identifi€d risks.

Management-of external suppliers 8.3.4.1 RAA4 Supplier management

10.5. The onganization shall define and 3. 3. Roles and relationships betwg¢en
manage-the interfaces with the external suppliers are determined.

supplier

Management of external suppliers 8.3.4.1 RAA.4 Supplier management

TT.6.T [AT planned intervals] the organiza- 5. 5. Supplier performance against agreed
tion shall monitor the performance of the criteria is monitored and managed.
external supplier.

Management of external suppliers 8.3.4.1 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-
cess are developed.
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customers acting as a supplier

tion shall monitor the performance of the
internal supplier or the customer acting
as a supplier.

3.2.1 [At planned intervals,] the organiza-

Management of external suppliers 8.3.4.1 COM.04 Improvement

13.7.2 Where service level targets or other 1. 1. Opportunities for improvement are
contractual obligations are not met, the identified.

organization shall ensure that opportuni-

ties for improvement are identified.

Management of external suppliers 8.34.1 RAA.4 Supplier management

14.8.1 [At planned intervals] the organi- 2. 2. Services to be provided are defined
zation ghall review the contract against and negotiated with each supplier.
currenf service requirements.

Managpment of external suppliers 8.3.4.1 COM.08 Operational planning

15.8.2 At planned intervals [the organi- 8. 8. Plans for the deployment of the pro-
zation ghall review the contract against cess are developed.

currenf service requirements].

Managpment of external suppliers 8.3.4.1 SPC.1 Change management

16.9. CHHanges identified for the contract 2. 2. Change requests are analysed.
shall bq assessed for the impact of the

changelon the SMS and the services before

the chapge is approved.

Managpment of external suppliers 8.3.4.1 RAA4 Supplier management

17.10.1 Disputes between the organiza- 4. 4. Supplier obligations to meet require-
tion angl the external supplier shall [be ments are monitored.

recordgd and] managed to closure.

Managpment of external suppliers 8.3.4.1 CoOM02 Documentation management
18.10.2[Disputes between the organiza- 1. 1. Documented information to be doc-
tion angl the external supplier shall be umented is identified.

recordgd [and managed to closure].

Managpment of internal suppliers and |8.3.4.2 RAA4 Supplier management

custonjers acting as a supplier 2. 2. Services to be provided are defined
1.1.1 Fdr each internal supplier or cus- and negotiated with each supplier.
tomer dcting as a supplier, the organiza-

tion shall develop, agree and maintain\a

[documlented] agreement to define the

servicellevel targets, other commitments,

activitips and interfaces bet#een, the

parties

Managgment of internal suppliers and [8.3.4.2 COM.02 Documentation management
custonters acting asa supplier 1. 1. Documented information to be doc-
2.1.2 [Hor each internal supplier or cus- umented is identified.

tomer 4ctingas\a supplier, the organiza-

tion shall develop, agree and maintain

a] documented [agreement to define the

service level targets, other commitments,

activities and interfaces between, the

parties.]

Management of internal suppliers and [8.3.4.2 RAA4 Supplier management

5. 5. Supplier performance against agreed
criteria is monitored and managed.
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3.1.3 a) At planned intervals, the organi-
zation shall: a) determine current demand
[and forecast future demand for services;]

Management of internal suppliers and |8.3.4.2 COM.08 Operational planning

customers acting as a supplier 8. 8. Plans for the deployment of the pro-
4.2.2 At planned intervals, [the organiza- cess are developed.

tion shall monitor the performance of the

internal supplier or the customer acting

as a supplier. |

Management of internal suppliers and |8.3.4.2 COM.04 Improvement

customers acting as a supplier 1. 1. Opportunities for improvement are
5.3.2 Where service level targets or other identified.

agreed commitments are not met, the or-

ganization shall ensure that opportunities

for improvement are identified.

Budgeting and accounting for services |8.4.1 SAD.1 Budgeting and-accounting for s¢rvices
1.1. The organization shall budget and ac- 1. 1. Budgets are produced using dost
count for services or groups of services in estimates.

accordance with its financial management

policies and processes.

Budgeting and accounting for services |8.4.1 SAD.1 Budgeting and accounting for s¢rvices
2.2. Costs shall be budgeted to enable 1. 1. Budgets are produced using dost
effective financial control and deci- estimates.

sion-making for services.

Budgeting and accounting for services [8.4.1 SAD.1 Budgeting and accounting for s¢rvices
3.3.1 [At planned intervals,] the organiza- 2. 2. Costs are monitored against hudget.
tion shall monitor [and report] on actual

costs against the budget, review the

financial forecasts and manage costs.

Budgeting and accounting for services,, (8.4.1 RAA.3 Service reporting

4.3.2 [At planned intervals,] the organjza= 3. 3. Service reports are produced pccord-
tion shall [monitor and] report on actual ing to the service report requirements.
costs against the budget, review the

financial forecasts and manage\costs.

Budgeting and accounting for services [8.4.1 COM.08 Operational planning

5.3.3 At planned interyals, [the organiza- 8. 8. Plans for the deployment of the pro-
tion shall monitor ad\réport on actual cess are developed.

costs against the budget, review the

financial forecastsand manage costs.]

Demand management 8.4.2 SAD.2 Demand management

1.1.1 a) fAtplanned intervals,] the organi- 1. 1. Current demand and consumption of
zation.shall: a) determine current demand services is identified.

[ard.forecast future demand for services;]

Detmand management {42 SAD?2 Demand management

2.1.2 a) [At planned intervals,] the or- 2. 2. Future demand for services is
ganization shall: a) [determine current forecast.

demand and] forecast future demand for

services;

Demand management 8.4.2 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-
cess are developed.

© ISO/IEC 2020 - All rights reserved

47


https://standardsiso.com/api/?name=a82273e604ffc0dbdbf37db9b16b0b12

ISO/IEC TS 33054:2020(E)

Table A.2 (continued)

ISO/IEC 20000-1:2018

ISO/IEC TS 33054 process reference model

5.2.2 b) The organization shall plan ca-
pacity to include: b) expected impact on
capacity of agreed service level targets,
requirements for service availability and
service continuity;

Demand management 8.4.2 COM.08 Operational planning

4.1.4 a) At planned intervals, the organiza- 8. 8. Plans for the deployment of the pro-
tion shall: a) [determine current demand cess are developed.

and] forecast future demand for services;

Demand management 8.4.2 SAD.2 Demand management

5.1.5 b)ffAtptammedimtervats; j the orgarmr 33 Demandamdcomrsumptionrof service
ization shall: b) monitor [and report on] es is monitored.

demand and consumption of services.

Demand management 8.4.2 RAA.3 Service reporting

6.1.6 b)[[At planned intervals,] the organ- 3. 3. Service reports are produced accord-
ization shall: b) [monitor and] report on ing to the service report requirements.
demand and consumption of services.

Demand management 8.4.2 COM.08 Operational planning

7.1.7 b)|At planned intervals, the organ- 8. 8. Plans for the-deployment of the pro-
ization [shall: b) monitor [and report on] cess are developed.

demand and consumption of services.

Demand management 8.4.2 COM.08 Operational planning

8.1.8 b)|At planned intervals, the organ- 8. &, Plans for the deployment of the pro-
ization shall: b) [monitor and] report on gess'are developed.

demand and consumption of services.

Capacify management 8.4.3 SAD.3 Capacity management

1.1.1 The capacity requirements for 1. 1. Capacity requirements for human,
human/technical, information and technical, information and financial
financigl resources shall be determined, resources is determined.

[documlented and maintained] taking into

considgration the service and perfor-

mance fequirements.

Capacify management 84.3 COM.02 Documentation management

2.1.2 [Tjhe capacity requirements for 1. 1. Documented information to be doc-
human/technical, information and fi- umented is identified.

nancialjresources shall be determined},

documénted [and maintained takihginto

considgration the service and perfor-

mance fequirements.]

Capacify management 8.4.3 COM.02 Documentation management

3.1.3 [Tjhe capacity réquirements for 4. 4. Documented information is current,
human/technical,.information and complete and valid.

financigl resources’'shall be determined,

documg¢nted and] maintained [taking into

considgratien‘the service and perfor-

mance fequirements.]

Capacity management 8.4.3 SAD.3 Capacity management

4.2.1 a) The organization shall plan ca- 2. 2. Current and future capacity is
pacity to include: a) current and forecast planned to meet the demand.

capacity based on demand for services;

Capacity management 8.4.3 SAD.3 Capacity management

2.2. Current and future capacity is
planned to meet the demand.
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6.1.6 c) A change management policy shall
be [established and] documented that
defines: c) criteria to determine changes
with the potential to have a major impact
on customers or services.

Capacity management 8.4.3 SAD.3 Capacity management

6.2.3 c) The organization shall plan capac- 2. 2. Current and future capacity is

ity to include: c) timescales and thresh- planned to meet the demand.

olds for changes to service capacity.

Capacity management 8.4.3 SAD.3 Capacity management
7-3-Theorgamnizatiomrshattprovide suf- 33 Sufficienmttapacity ts provided to
ficient capacity to meet agreed capacity meet capacity and performance ye-
and performance requirements. quirements.

Capacity management 8.4.3 SAD.3 Capacity management

8.4.1 The organization shall monitor 4. 4. Capacity usage iS'monitored gnd
capacity usage, analyse capacity and per- analysed.

formance data [and identify opportunities

to improve performance.]

Change management policy 8.5.1.1 TOP.01 Leadership

1.1.1 a) A change management policy 4. 4. The.management system and|opera-
shall be established [and documented] to tionalprocess strategy is determiped.
define: a) service components and other

items that are under the control of change

management;

Change management policy 8.5.1.1 COM.02 Documentation management

2.1.2 a) A change management policy 1. 1. Documented information to He doc-
shall be [established and | documented to umented is identified.

define: a) service components and other

items that are under the control of change

management;

Change management policy 8:5.1.1 TOP.01 Leadership

3.1.3 b) A change management policy shall 4. 4. The management system and|opera-
be established [and documented] that tional process strategy is determihed.
defines: b) categories of change, ineluding

emergency change, and how they.are to be

managed;

Change management policy 8.5.1.1 COM.02 Documentation management

4.1.4 b) A change management policy shall 1. 1. Documented information to He doc-
be [established and}documented that umented is identified.

defines: b) categaries of change, including

emergency chafige;and how they are to be

managed;

Change mahagement policy 8.5.1.1 SPC.1 Change management

5.1.5¢):A change management policy shall 3. 3. Criteria for evaluating changgs are
be‘established [and documented] that defined.

defines: c) criteria to determine changes

with the potential to have a major impact

on customers or services.

Change management policy 8.5.1.1 COM.02 Documentation management

1. 1. Documented information to be doc-
umented is identified.
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9.4. Requests for change not being man-
aged through 8.5.2 shall be managed
through the change management activi-
tiesin 8.5.1.3.

Change management initiation 8.5.1.2 SDE.1 Service delivery
1.1. Requests for change, including pro- 2. 2. Aresponse to the customer’s re-
posals to add, remove or transfer services, quest for services is produced.
shall be recorded and classified.

SPC.1 Change management

1. 1 Chdugc requests are 1eccuol dcd dlll.i
classified.

Changé¢ management initiation 8.5.1.2 SPC.1 Change management
2.2.1 a)|The organization shall use service 4. 4. Changes are evaluated usingdefined
design and transition in 8.5.2 for: a) criteria.
new sefvices with the potential to have
a major]impact on customers or other
servicep as determined by the change
managgment policy;
Chang¢ management initiation 8.5.1.2 SPC.1 Change management
3.2.2 b)| The organization shall use service 4. 4. Changes.are evaluated using defined
design aind transition in 8.5.2 for: b) criteria.
changes to services with the potential
to have|a major impact on customers
or othel services as determined by the
changejmanagement policy;
Change¢ management initiation 8.5.1.2 SPC.1 Change management
4.2.3 c)|The organization shall use service 4. 4. Changes are evaluated using defined
design aind transition for: c) categories of criteria.
change[that are to be managed by service
design and transition in 8.5.2 according to
the chapge management policy;
Chang¢ management initiation 8.5:1.2 SPC.1 Change management
5.2.4 d) The organization shall use service 4. 4. Changes are evaluated using defined
design aind transition in 8.5.2 for: d) re- criteria.
moval df a service;
Chang¢ management initiation 8.5.1.2 SPC.1 Change management
6.2.5 e)| The organization shalluse service 4. 4. Changes are evaluated using defined
design and transition in 8.52fof": €) criteria.
transfef of an existing servicé from the
organiZzation to a custofmer’or other party;
Chang¢ management initiation 8.5.1.2 SPC.1 Change management
7.2.6 f)[The organization shall use service 4. 4. Changes are evaluated using defined
design and transition in 8.5.2 for: f) trans- criteria.
fer of ap existing service from a customer
or othef party to the organization.
Change management initiation 8.5.1.2 COM.08 Operational planning
8.3. Assessing, approving, scheduling and 1. 1. Process requirements are identified.
reviewing of new or changed services
in the scope of 8.5.2 shall be managed
through the change management activi-
ties in 8.5.1.3.
Change management initiation 8.5.1.2 COM.08 Operational planning

1. 1. Process requirements are identified.
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11.5.2 [Proposed deployment dates and
other deployment details for approved
changes] shall be communicated to inter-
ested parties.

Change management activities 8.5.1.3 SPC.1 Change management

1.1. The organization and interested par- 4. 4. Changes are evaluated using defined
ties shall make decisions on the approval criteria.

and priority of requests for change.

Change management activities 8.5.1.3 SPC.1 Change management

2-2 Decistormrmmaking stratttake to 44 Changesareevatuated usimg fefined
consideration the risks, business benefits, criteria.

feasibility and financial impact.

Change management activities 8.5.1.3 SPC.1 Change management

3.3.1 a) Decision making shall also consid- 4. 4. Changes are evaluated using flefined
er potential impacts of the change on: a) criteria.

existing services;

Change management activities 8.5.1.3 SPC.1 Change management

4.3.2 b) Decision making shall also con- 4. 4. Changes are evaluated using flefined
sider potential impacts of the change on: criteria:

b) customers, users and other interested

parties;

Change management activities 8.5.1.3 SPC.1 Change management

5.3.3 ¢) Decision making shall also 4. 4. Changes are evaluated using flefined
consider potential impacts of the change criteria.

on: ¢) policies and plans required by this

document;

Change management activities 8.5.1.3 SPC.1 Change management

6.3.4.1 d) Decision making shall also con- 4. 4. Changes are evaluated using flefined
sider potential impacts of the change on: criteria.

d) capacity, service availability, service

continuity and information security;

Change management activities 8.5.1.3 SPC.1 Change management

7.3.4.2 d) Decision making shall alse‘con- 4. 4. Changes are evaluated using flefined
sider potential impacts of the charige on: criteria.

d) [capacity, service availability, service

continuity and] information security;

Change management activities 8.5.1.3 SPC.1 Change management

8.3.5 e) Decision making shall also con- 4. 4. Changes are evaluated using flefined
sider potentialdmpacts of the change on: criteria.

e) other requests for change, releases and

plans for deployment.

Change-mranagement activities 8.5.1.3 SPC.1 Change management

9.4%Approved changes shall be prepared, 5.5. Changes that meet defined crjteria
verified and, where possible, tested. are implemented and verified.

Change management activities 8.5.1.3 COM.08 Operational planning

10.5.1 Proposed deployment dates and 8. 8. Plans for the deployment of the pro-
other deployment details for approved cess are developed.

changes [shall be communicated to inter-

ested parties.]

Change management activities 8.5.1.3 COM.01 Communication management

6. 6. Information products are communi-
cated to relevant interested parties.
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2.1.2 b) Planning shall use the service re-
quirements for the new or changed servic-
es determined in 8.2.2 and shall include
or contain a reference to: b) activities to
be performed by the organization or other
parties with their timescales;

Change management activities 8.5.1.3 SPC.1 Change management

12.6.1 The activities to reverse or remedy 6. 6. Changes that do not meet defined

an unsuccessful change shall be [planned criteria are reversed or remedied.

and,] where possible, tested.

Change management activities 8.5.1.3 COM.08 Operational planning

13.6.2 [[ftreactivities toTeverseor 88 Plamsfor thedeptoymemntof thepro-

remed)]]an unsuccessful change shall be] cess are developed.

planned [and, where possible, tested.]

Changé¢ management activities 8.5.1.3 COM.09 Operational implementation and

14.7. Unjsuccessful changes shall be inves- control

tigated|and agreed actions taken. 5.5. Deviations from plapned arrange-
ments are corrected when-targets are
not achieved.

Changé¢ management activities 8.5.1.3 COM.09 Operational implementation and

15.9. The organization shall review control

changes for effectiveness and take actions 4. 4. Suitapility and effectiveness of the

agreed|with interested parties. actions,taken to achieve the management
system-objectives are reviewed.

Chang¢ management activities 8.5.1.3 COM.10 Performance evaluation

16.10.1|[At planned intervals,] request 5.5. The collected performance data is

for chapge records shall be analysed to analysed.

detect frends.

Chang¢ management activities 8.5.1.3 COM:08 Operational planning

17.10.2]At planned intervals, [request for 8. 8. Plans for the deployment of the pro-

change|records shall be analysed to detect cess are developed.

trends.

Changé¢ management activities 8.5.1.3 COM.02 Documentation management

18.11.1|The results and conclusions 1. 1. Documented information to be doc-

drawn from the analysis shall be recorded umented is identified.

and revliewed [to identify opportunitie’s

for impfovement.]

Changé¢ management activities 8.5.1.3 COM.04 Improvement

19.11.2|[The results and conclitsions 1. 1. Opportunities for improvement are

drawn from the analysis shall’be recorded identified.

and reviewed] to identifyyopportunities

for impfovement.

Plan n¢w or changed services 8.5.2.1 COM.08 Operational planning

1.1.1 a)[Planning shall use the service re- 8. 8. Plans for the deployment of the pro-

quiremgnts\for the new or changed servic- cess are developed.

es detefmined in 8.2.2 and shall include

or contain a reference to: a) authorities

and responsibilities for design, build and

transition activities;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-
cess are developed.
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9:2)For services that are to be removed,

Plan new or changed services 8.5.2.1 COM.08 Operational planning

3.1.3 ¢) Planning shall use the service re- 8. 8. Plans for the deployment of the pro-
quirements for the new or changed servic- cess are developed.

es determined in 8.2.2 and shall include or

contain a reference to: c) human, techni-

cal, information and financial resources;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

4.1.4 d) Planning shall use the service re- 8. 8. Plans for the deploymentof the pro-
quirements for the new or changed servic- cess are developed.

es determined in 8.2.2 and shall include or

contain a reference to: d) dependencies on

other services;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

5.1.5 e) Planning shall use the service re- 8. 8. Plansfor the deployment of the pro-
quirements for the new or changed servic- cess aredeveloped.

es determined in 8.2.2 and shall include or

contain a reference to: e) testing needed

for the new or changed services;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

6.1.6 f) Planning shall use the service re- 8. 8. Plans for the deployment of the pro-
quirements for the new or changed servic- cess are developed.

es determined in 8.2.2 and shall include or

contain a reference to: f) service accept-

ance criteria;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

7.1.7 g) Planning shall use the service re- 8. 8. Plans for the deployment of tle pro-
quirements for the new or changed servic- cess are developed.

es determined in 8.2.2 and shall include

or contain a reference to: g) intended

outcomes from delivering the newor,

changed services, expressed in measura-

ble terms;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

8.1.8 h) Planning shalluse the service re- 8. 8. Plans for the deployment of the pro-
quirements for the iewor changed servic- cess are developed.

es determined in@-2:2 and shall include

or contain a reference to: h) impact on

the SMS, othér'services, planned changes,

customers, users and other interested

parties.

Plan néw or changed services 8.5.2.1 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-

the planning shall additionally include the
date(s) for the removal of the activities
for archiving, disposal or transfer of data,
documented information and service
components.

cess are developed.
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8.2.6 f) The design shall include relevant
items from the following: f) impact on
other services;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

10.3. For services that are to be trans- 8. 8. Plans for the deployment of the pro-
ferred, the planning shall additionally cess are developed.

include the date(s) for the transfer of the

services and the activities for the transfer

of data, documented information, knowl-

edge arfd SeTvIce COmponents:

Plan n¢w or changed services 8.5.2.1 SPC.2 Configuration management

11.4. The CIs affected by new or changed 1. 1. Items requiring configuration man-
servicep shall be managed through config- agement are identified.
urationmanagement.

Desigr:l 8.5.2.2 SDB.2 Service design

1.1.1 The new or changed services shall be 1. 1. New or changed‘services are de-
designgd [and documented] to meet the signed to meet service requirements.
service|requirements determined in 8.2.2.

Design| 8.5.2.2 COM.02 Documentation management

2.1.2 The new or changed services shall 1. 1. Doctumented information to be doc-
[be des|gned and] documented to meet the umented is identified.
service|requirements determined in 8.2.2.

Design| 8.5.2.2 SDB.2 Service design

3.2.1 a)|The design shall include relevant 2. 2. A design specification that defines
items ffom the following: a) authori- the attributes of the new or changed
ties and responsibilities of the parties service is prepared.

involvef in the delivery of the new or

changefl services;

Design 8.5.2.2 SDB.2 Service design

4.2.2 b) The design shall include relevant 2. 2. A design specification that defines
items ffom the following: b) requirements the attributes of the new or changed
for changes to human, technical, informa- service is prepared.

tion andl financial resources;

Design 8.5.2.2 SDB.2 Service design

5.2.3 ¢)|The design shall include relevant 2. 2. A design specification that defines
items from the following: c) requirements the attributes of the new or changed
for appropriate education, training and service is prepared.

experignce;

Design 8.5.2.2 SDB.2 Service design

6.2.4 d) The design'shall include rele- 2. 2. A design specification that defines
vant itgms fronnthe following: d) new the attributes of the new or changed
or changed SLAs, contracts and other service is prepared.

documgntéed agreements that support the

serviceg;

Design 8.5.2.2 SDB.2 Service design

7.2.5 €) The design shall include relevant 2. 2. A design specification that defines
items from the following: €) changes the attributes of the new or changed

to the SMS including new or changed service is prepared.

policies, plans, processes, procedures,

measures and knowledge;

Design 8.5.2.2 SDB.2 Service design

2. 2. A design specification that defines
the attributes of the new or changed
service is prepared.
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4.4. Planning shall include the dates for
deployment of each release, deliverables
and methods of deployment.

Design 8.5.2.2 SDB.2 Service design

9.2.7 g) The design shall include relevant 2. 2. A design specification that defines
items from the following: g) updates to the attributes of the new or changed

the service catalogue(s). service is prepared.

Build and transition 8.5.2.3 SDB.3 Service build and transition

1+ Themeworthangedservices sttt be t—tNeworchangedservicesare puilt
built [and tested to verify that they meet according to the design specification.
the service requirements, conform to the

documented design and meet the agreed

service acceptance criteria.

Build and transition 8.5.2.3 SDB.3 Service build andtransition

2.1.2 The new or changed services shall 2.2.The new or changed servicesfare

be [built and] tested to verify that they tested against the service requirements.
meet the service requirements, conform

to the documented design and meet the

agreed service acceptance criteria.]

Build and transition 8.5.2.3 SDB.3 Sérvice build and transition

3.2. If the service acceptance criteria are 3. 3. The new or changed servicespre
not met, the organization and interested accepted in accordance with the service
parties shall make a decision on neces- acceptance criteria.

sary actions and deployment.

Build and transition 8.5.2.3 COM.08 Operational planning

4.3. Release and deployment manage- 1. 1. Process requirements are ideptified.
ment shall be used to deploy approved

new or changed services into the live

environment.

Build and transition 8.5.2.3 RAA.3 Service reporting

5.4. Following the completion of the tran- 3. 3. Service reports are produced pccord-
sition activities, the organization shall're- ing to the service report requirements.
port to interested parties on the achieve-

ments against the intended outcomes.

Release and deployment. management |8.5.3 SDB.4 Release and deployment management
1.1. The organization shall define the 1. 1.Types of releases and their mgnage-
types of releases, including emergency ment are defined.

releases, their frequency and how they

are to be managed:

Release and deployment management |8.5.3 COM.08 Operational planning

2.2. Thevorganization shall plan the deploy- 8. 8. Plans for the deployment of tle pro-
mentefnew or changed services and ser- cess are developed.

vicé.components into the live environment.

[ Release and dpplnympnf management 8013 coM08 npprnﬁnnnl planning

3.3. Planning shall be co-ordinated with 8. 8. Plans for the deployment of the pro-
change management and include refer- cess are developed.

ences to the related requests for change,

known errors or problems which are

being closed through the release.

Release and deployment management |8.5.3 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-
cess are developed.
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15.13. Information about the success or

shall be made available for other service
management activities as appropriate.

failure of releases and future release dates

Release and deployment management |8.5.3 SDB.4 Release and deployment management

5.5.[The release shall be verified against 2. 2. Release acceptance criteria are

the] documented acceptance criteria [and defined.

approved before deployment.]

Release and deployment management |8.5.3 SDB.4 Release and deployment management

6.6. ThegTeteasestattbeverifredagaimst 33 Releasesaretestedimaccordarnce

the [dogumented] acceptance criteria and with defined criteria.

approved before deployment.

Release and deployment management |8.5.3 SDB.4 Release and deployment management

7.7. If tHe acceptance criteria are not met, 4. 4. Approved releases are deployed.

the orgpnization and interested parties

shall mpke a decision on necessary ac-

tions and deployment.

Release and deployment management |8.5.3 SPC.2 Configuration management

8.8. Before deployment of a release into 4. 4. Changes-toitems under configura-

the livelenvironment, a baseline of the tion management are controlled.

affectedl Cls shall be taken, if possible.

Release and deployment management |8.5.3 SDB.4 Releaseé and deployment management

9.9. Thq release shall be deployed into the 4 4, *Approved releases are deployed.

live enyironment so that the integrity of

the seryices and service components is

maintalned.

Release and deployment management |8.5.3 COM(09 Operational implementation and

10.10.1|The success or failure of releases control

shall bg monitored [and analysed.] 4. 4. Suitability and effectiveness of the
actions taken to achieve the management
system objectives are reviewed.

Releasg and deployment management |8.5.3 COM.10 Performance evaluation

11.10.2|The success or failure of releases 5.5. The collected performance data is

shall bg [monitored and] analysed. analysed.

Releasg and deployment management |8.5.3 COM.10 Performance evaluation

12.11. Measurements shall incladéinci- 1. 1. Performance monitoring and meas-

dents re¢lated to a release inthe-period urement needs are defined.

followihg deployment of areléase.

Releasg and deployment management |8.5.3 COM.02 Documentation management

13.12.1|The results\and conclusions 1. 1. Documented information to be doc-

drawn from the.analysis shall be recorded umented is identified.

and revliewed.Jto identify opportunities

for impfovément.]

Release and deployment management [8.5.3 COM.04 Improvement

14.12.2 [The results and conclusions 1. 1. Opportunities for improvement are

drawn from the analysis shall be recorded identified.

and reviewed] to identify opportunities

for improvement.

Release and deployment management |8.5.3 COM.02 Documentation management

6. 6. Documented information is availa-
ble to relevant interested parties.
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2.1.2 Service requests shall be: b) prior-
itized;

Incident management 8.6.1 RAF.1 Incident management

1.1.1 Incidents shall be: a) recorded and 2.2.Incidents are recorded and classified.

classified;

Incident management 8.6.1 RAF.1 Incident management

2.1.2 Incidents shall be: b) prioritized 3. 3. Incidents are prioritized.

takimg mto consideratiom impactand

urgency;

Incident management 8.6.1 RAF.1 Incident management

3.1.3 Incidents shall be: c) escalated if 4. 4, Incidents are escalated, wherp

needed; needed.

Incident management 8.6.1 RAF.1 Incident managément

4.1.4 Incidents shall be: d) resolved; 5. 5. Incidents are resolved.

Incident management 8.6.1 RAF.1 Incident management

5.1.5 Incidents shall be: €) closed. 6. 6. Incidents are closed.

Incident management 8.6.1 COM.02 Dociimentation management

6.2. Records of incidents shall be updated 4. 4. Documented information is cfirrent,

with actions taken. complete and valid.

Incident management 8.6.1 RAF.1 Incident management

7.3. The organization shall determine 1. 1. Criteria are identified for majpr

criteria to identify a major incident. incidents.

Incident management 8.6.1 COM.09 Operational implementation and

8.4. Major incidents shall be classified control

and managed according to a documented 3. 3. Actions required to achieve the

procedure. management system objectives arfe im-
plemented.

Incident management 8.6.1 COM.01 Communication management

9.5. Top management shall be informed of 6. 6. Information products are communi-

major incidents. cated to relevant interested partigs.

Incident management 8.6.1 COM.09 Operational implementation and

10.6. The organization.shall assign control

responsibility for managing each major 1. 1. The required roles, responsihilities

incident. and authorities are allocated.

Incident management 8.6.1 COM.09 Operational implementation and

11.7.1 Afterithie incident has been re- control

solved, the major incident shall be report- 4. 4. Suitability and effectiveness ¢f the

ed andweviewed [to identify opportuni- actions taken to achieve the management

ties{for improvement.] system objectives are reviewed.

Incident management 8.6.1 COM.04 Improvement

12.7.2 [After the incident has been re- 1. 1. Opportunities for improvement are

solved, the major incident shall be report- identified.

ed and reviewed] to identify opportuni-

ties for improvement.

Service request management 8.6.2 RAF.2 Service request management

1.1.1 Service requests shall be: a) record- 1. 1. Service requests are recorded and

ed and classified; classified.

Service request management 8.6.2 RAF.2 Service request management

2. 2.Service requests are prioritized.
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10.6. Where the root cause has been iden-
tified, but the problem has not been per-
manently resolved, the organization shall
determine actions to reduce or eliminate
the impact of the problem on the services.

Service request management 8.6.2 RAF.2 Service request management

3.1.3 Service requests shall be: c) fulfilled; 3. 3. Service requests are fulfilled.
Service request management 8.6.2 RAF.2 Service request management

4.1.4 Service requests shall be: d) closed. 4. 4. Service requests are closed.
Service request management 8.6.2 COM.02 Documentation management

5.2. Regords of service requests shall be 4. 4. Documented information is currernt,
updategl with actions taken. complete and valid.

Servic¢ request management 8.6.2 COM.02 Documentation management

6.3. Inskructions for the fulfilment of 6. 6. Documented information.is’availa-
service|requests shall be made a available ble to relevant interested.-panties.

to perspns involved in service request

fulfilmént.

Problem management 8.6.3 RAF.3 Problem managément

1.1. The¢ organization shall analyse 2.2.Problems‘arerecorded and classified.
data ar]d trends on incidents to identify

problems.

Problem management 8.6.3 RAF.3 Problém management

2.2. Th¢ organization shall undertake root 575,'Problems are resolved, if possible.
cause apalysis and determine potential

actions|to prevent the occurrence or re-

currenge of incidents.

Problem management 8.6.3 RAES3 Problem management

3.3.1 Pqoblems shall be: a) recorded and 2.2.Problems are recorded and classified.
classifig¢d;

Problem management 8.6.3 RAF.3 Problem management

4.3.2 Problems shall be: b) prioritized; 3. 3. Problems are prioritized.

Problem management 8.6.3 RAF.3 Problem management

5.3.3 Poblems shall be: c) escalated if 4. 4. Problems are escalated, if needed.
needed

Problem management 8.6.3 RAF.3 Problem management

6.3.4 Pioblems shall be: d) resolved if 6. 6. The impacts of problems are mini-
possiblg; mized, where possible.

Problem management 8.6.3 RAF.3 Problem management

7.3.5 Pijoblems shall:be: e) closed. 7. 7. Problems are closed.

Problem management 8.6.3 COM.02 Documentation management

8.4. Reqords of problems shall be updated 4. 4.Documented information is current,
with acftions‘taken. complete and valid.

Problem management 8.6.3 COM.08 Operational planning

9.5. Changes needed for problem resolu- 1. 1. Process requirements are identified.
tion shall be managed according to the

change management policy.

Problem management 8.6.3 RAF.3 Problem management

6. 6. The impacts of problems are mini-
mized, where possible.
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