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International Organization for Standardization) and IEC (the International Electrotechn

ical

Commission) form the specialized system for worldwide standardization. National bodies that are members of
ISO or IEC participate in the development of International Standards through technical committees
established by the respective organization to deal with particular fields of technical activity. ISO and IEC
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Part 5:

Code of practice
Guidance on scope definition and applicability of ISO/IEC 20000-1 [Technical Report]
Process reference model [Technical Report]

Exemplar implementation plan for ISO/IEC 20000-1 [Technical Report]

Process assessment model for service management will form the subject of a future Part 8.
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Introduction

The purpose of this part of ISO/IEC 20000 is to facilitate the development of a process assessment model
(PAM) that will be described in ISO/IEC TR 15504-8.

ISO/IEC 15504-2 describes the requirements for the conduct of an assessment and a measurement scale for

asgessing process capability. ISO/TEC T5504-T describes the concepis and terminology used_for process
asgessment.

Thig process reference model (PRM) is a logical representation of the elements of\the Iprocegses within
seryice management. Using the PRM in a practical application might requi erpents spited to the
environment and circumstances.

The PRM specified in this part of ISO/IEC 20000 describes at an a &) the esses including the
general service management system (SMS) processes implied~by SO/I Fach prodess of this
PRM is described in terms of a purpose and outcomes. The PR - attemp{ to place the processes in
any specific environment nor does it pre-determine any 8ESt bility required {o fulfil the
ISQ/IEC 20000-1 requirements. The PRM is not intend used<for a tonformity assessment audit or
process implementation reference guide.

The¢ relationships between ISO/IEC 20 , ECTR 47@ ISOMEC TR 20000-4, 1SO/IEC 20000-8,

ISQ/IEC TR 15504-8 and ISO/IEC 15504~ are h wn inFigure 1.

)

ISO/ C 2Q00 i e ISO/IEC TR 24774 — Guidelines for
managem t syStgm requlr process definition

: ides 1 u1 informs

/IEC TR 20000-4 — Service
agement Process reference model

provides description of
processes assessed by

—~a
ISO C 15594-2 — Performing | _ . . ISO/IEC TR 20000-8/
ssessment provides requirements —> ISO/IEC TR 15504-8 — An
for assessment

exemplar assessment model for
service management processes

Figure 1 — Relationships between relevant documents

Any organization can define processes with additional elements in order to suit it to its specific environment
and circumstances. The purposes and outcomes described in this part of ISO/IEC 20000 are, however,
considered to be the minimum necessary to meet ISO/IEC 20000-1 requirements. Some processes cover
general strategic aspects of an organization. These processes have been identified in order to give coverage
to all the requirements of ISO/IEC 20000-1.

The PRM does not provide the evidence required by ISO/IEC 20000-1. The PRM does not specify the
interfaces between the processes.
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This part of ISO/IEC 20000 contains a PRM for IT service management with description of processes in
Clause 5. Annex A provides the statement of conformity for this part of ISO/IEC 20000 in accordance with
ISO/IEC 15504-2, Information technology — Process assessment — Part 2: Performing an assessment.
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Figure 2 e’proc reference model
5 Process descrls

allowing riptive elements.

a brief overview describes the intended context of the application of

c) Purpogeithe purpose of the process is a high level, overall goal for performing the process.

bpe

the

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.
references identify the applicable subclauses of ISO/IEC 20000-1, the subclause heading, and the
outcomes that are supported.

The

In Clauses 5.2 to 5.27 all entries in the requirements traceability row end with numbers in square brackets,
(i.e. [n]). Each number in the square brackets is a reference to a numbered outcome. These outcomes are
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directly linked to the requirements of ISO/IEC 20000-1. The referencing is illustrated by example 1, given
below.

Some outcomes are shown in square brackets. These are only indirectly linked to requirements of
ISO/IEC 20000-1. The outcomes in square brackets are not referenced by any of the entries in the
requirements traceability row. These additional outcomes have been included because they are necessary in
order for this PRM to act as the basis of the PAM ISO/IEC 15504-8. With these additional outcomes, the
process is complete and the process purpose can be achieved. This is illustrated by example 2, below. Cross-
references are made to both the first edition (1ED) and second edition (2ED) of ISO/IEC 20000-1 for the same
reason.

EXAMPLE 1
Theg second requirements traceability entry in Clause 5.2 is:
20000 1ED IS 04.4.1 Continual improvement (Act): Policy [5]).

The [5] is a reference to outcome 5 in the previous row of Clause 5.2.

Outcome 5. is: nonconformities are communicated to those responsible forgoixective actiornand résolution.

EXAMPLE 2

The first outcome requirements traceability entry in Clause :
re idnti@a d.dgreed;]

vdes re

1. [¢urrent and future capacity and performande re

The entries in the requirements traceability row f lau ences to only outcomes 2-5.

52 Audit /\w P Q

Name|Audit 3\/
\/

Context | Audits assess r the is effectively established and maintained, and whether the SMS and the
seryi corform to thexrequixements gstablished by the service provider. Planning for an audit takes into
ac hedimportance of\the servitcés, processes and areas to be audited, and the results of| previous

audits? /\

AN
Purpose | The pu e 0 e\a{ii(tiﬁss is to independently determine conformity of selected servicgs, products
and rrocesses(to ¥ie requirements, plans and agreements, as appropriate.

Outcomes| AS\a\% f sugcessful implementation of this process:
¢ stope\and purpose of each audit is defined [and agreed];
jectivity and impartiality of the conduct of audits and selection of auditors are assurgd;

ity of selected services, products and processes with requirements, plans and agreements is

4. nonconformities are recorded;

5. nonconformities are communicated to those responsible for corrective action and resolutipn;

6. corrective actions for nonconformities are verified.

Requirements | 20000-1 1ED IS 04.3 Monitoring, measuring and reviewing (Check) [1,2,4,5]
traceability | 5500_1 1ED IS 04.4.1 Continual improvement (Act): Policy [5]

20000-1 2ED DRAFT 4.5.5.1 General [4]

20000-1 2ED DRAFT 4.5.5.2 Internal audit [1,2,5,6]

20000-1 2ED DRAFT 6.6.1 Information security policy [3]

20000-1 2ED DRAFT 9.1 Configuration management [4]

© ISO/IEC 2010 — All rights reserved 3
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5.3 Budgeting and accounting for IT services

Name | Budgeting and accounting for IT services
Context | Budgeting covers predicting and controlling the spending of money and the monitoring and adjusting of
budgets. Accounting identifies the costs of delivering IT services, comparing these with budgeted costs,
and managing variance from the budget. All accounting practices need to be aligned to the wider
accountancy practices of the whole of the service provider’'s organization.
Purpose | The purpose of the budgeting and accounting for IT services process is to budget and account for service
provision.
Outcomes | As a result of successful implementation of this process:
1. costs of service provision are estimated;
2. budgets are produced using cost estimates;
3. deviations from the budget and costs are controlled;
4. deviations from the budget are resolved;
5. deviations from the budget and costs are communicated to intergst\d arties.
Requiremehts | 20000-1 1ED IS 06.4 Budgeting and accounting for IT serw \)
traceability | 500001 2ED DRAFT 6.4  Budgeting and accounting for s |ce \ ,3%\] )\
5.4 Busjness relationship management m
Name | Business relationship management /&,\\\// /\ S
Contpxt | This process enables a service provi i goo relatwns customers by understanding
the business environment in which the s erstanding enables the service provifler
to identify the needs of the customers, ds and manage the expectations of
customers and interested parties.
Purpgse | The purpose of the bumlﬁﬁm\\\ma\@nent Yss is to identify and manage customer negeds
and expectations.
Outcomes | As a result of succe \I&;)\/e)s
1
2
3
4
5. :
6
7
8
9. _customer satisfaction analysis results are communicated to interested parties.]
Requirements/| 20000-1 1ED IS 06.1 Service level management [4]
traceability 1904001 1ED 1S 06.3 Service continuity and availability management [4]
20000-1 1ED IS 07.2 Business relationship management [1,2,3,4,5,6,7,8]
20000-1 1ED IS 08.3 Problem management [4]

20000-1 2ED DRAFT 6.1 Service level management [4]

20000-1 2ED DRAFT 6.3 Service continuity and availability management [4]
20000-1 2ED DRAFT 7.1 Business relationship management [1,2,3,4,5,6,7,8]
20000-1 2ED DRAFT 8.1 Incident management and request fulfilment [4]
20000-1 2ED DRAFT 8.2 Problem management [4]

20000-1 2ED DRAFT 9.2 Change management [4]

© ISO/IEC 2010 — All rights reserved
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5.5 Capacity management

Name | Capacity management

Context | This process ensures that there are sufficient resources and capacity to meet current and future agreed
requirements in a cost effective and timely manner. The process enables a service provider to provide
sufficient resources across an entire service in order to deliver the agreed service performance and meet
the service level targets.

Purpose | The purpose of the capacity management process is to ensure that the service provider has service
capacity to meet current and future agreed requirements.

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

[current and future capacity and performance requirements are identified and agreed;]
a capacity plan is developed based on the capacity and performance requirements;

capacity is provided to meet current capacity and performance requijremen
capacity usage is monitored, analysed and performance is tuned;
capacity is prepared to meet future capacity and performancg n
changes to capacity and performance are reflected in the~capacity'\pl

RN

Requirements | 20000-1 1ED IS 06.5 Capacity management [2] X{ \\\)

raceability | 55000.1 2ED DRAFT 6.5  Capacity management

5.6 Change management /\
/A

Name | Change management

Context | Changes to services, their application ar% in rastr tur&s,jl nned and controlled to ensufe timeliness
without unnecessary disruptiom Unintended effects 0f changgs are remedied.

Purpose | The purpose of the change ma men ess\s to ensure all changes are assessed, approved,
implemented and reviewed in g conjrqll ed a er

Outcomes | As aresult of s ess

ases is established and communicated to interested partigs;
ped and tested;

Planning and implementing new or changed services [3]
Service level management [1]

Service continuity and availability management [2]
Budgeting and accounting for IT services [1]

Information security management [2]

Business relationship management [1,5]

Re?uirements
raceability:

L

20000-1 1ED 1S 07.3 Supplier management [1]
20000-1 1ED 1S 08.3 Problem management [1]
20000-1 1ED 1S 09.2 Change management [1.2.3.4.5]
20000-1 1ED IS 10.1 Release management [2,4]

20000-1 2ED DRAFT 5.2 Plan the design, development and transition of new or changed services [2]
20000-1 2ED DRAFT 6.1 Service level management [1]

20000-1 2ED DRAFT 6.3 Service continuity and availability management [2]

20000-1 2ED DRAFT 6.6.3 Information security changes and incidents [2]

20000-1 2ED DRAFT 7.1 Business relationship management [1]

20000-1 2ED DRAFT 7.2 Supplier management [1]

20000-1 2ED DRAFT 8.2 Problem management [1]

20000-1 2ED DRAFT 9.2 Change management [1,2,3,4,5,6]

20000-1 2ED DRAFT 9.3 Release and deployment management [4]

© ISO/IEC 2010 — All rights reserved 5
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5.7 Configuration management

Name

Configuration management

Context

This process is concerned with establishing and maintaining the integrity of service components to enable
effective control of the services.

Purpose

The purpose of the configuration management process is to establish and maintain the integrity of all
identified service components.

Outcomes

As a result of successful implementation of this process:

1. items requiring configuration management are identified;

2—thestatus of configuratiormiterms-and-modifications-are Tecorded-amd reported;

3. changes to items under configuration management are controlled;

4. the integrity of systems, services and service components is assured;

5. the configuration of released items is controlled. AN
Requirements | 20000-1 1ED IS 06.1 Service level management [1]

traceability | 50500.1 1ED IS 07.3 Supplier management [1]

20000-1 1ED IS 09.1 Configuration management [1,2,3,4

20000-1 2ED DRAFT 6.1 Service level management [1

20000-1 2ED DRAFT 7.2 Supplier management [1]

20000-1 2ED DRAFT 9.1 Configuration managem nt [1,2,3,4 5]

20000-1 2ED DRAFT 9.2 Change mqnagem,e\t [ \_)/
5.8 Human resource management F(\\\

Na111e Human resource man@am t /\\

Contht The scope of the h t procgss is I|m|ted to identifying and developing the
competenmes of indivi \ e management activities and the process needs of
the organlz . Thi i es other relateq and commonly accepted aspects qf
human resd nd safety, security, and laws or regulations on the fairngss
of recruitment™d n)zl/ésQ

Purpqgse | The purpos l<Q\:i\hQ@ké@aljse}anagement process is to provide the organization with necessany
human resouxces\and temaintaia their competencies, consistent with business needs and service
requweg}éhk

Outcom
1
2.
3.
4~ each individual demonstrates their understanding of their role in achieving service management
objectives.
RequirementsT26660-+4EB15633 Competenceawarenessand-training{2;3:41
traceability | 55000.1 2ED DRAFT 4.4.2.1 General [1]

20000-1 2ED DRAFT 4.4.2.2 Competence, awareness and training [1,2,3,4]

6 © ISO/IEC 2010 — All rights reserved
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5.9 Improvement

Name

Improvement

Context

This process enables a service provider to identify opportunities for improvement to the SMS and the

services identified during the operation of service management processes and the delivery of
including corrective and preventive actions. It includes the identification, evaluation, approval,
management, measurement and review of improvements.

services

Purpose

The purpose of the improvement process is to continually improve the SMS, services and processes.

Outcomes

As a result of successful implementation of this process:

1 oppaortunities for impravement are identified and recorded:;

opportunities for improvement are evaluated against agreed criteria for approval;

approved improvements are prioritised and actions planned;

2

3

4. approved improvements are implemented and confirmed;

5. the results of improvement actions are reported and commuéa\t{ ir%sq paxies.

Requirements
fraceability

20000-1 1ED IS 04.4.2
20000-1 1ED IS 06.1
20000-1 1ED IS 06.6
20000-1 1ED IS 07.2
20000-1 1ED IS 07.3
20000-1 1ED IS 08.3
20000-1 1ED 1S 09.2
20000-1 1ED 1S 10.1

20000-1 2ED DRAFT 4.5.6.2 anto improvements [2,3,4,5]
20000-1 2ED £ ] icedevel management [1]

20000-1 2 0
20000-1 2k RAERT. ss relationship management [1]

20007
2000841

suppliemanagement [1]
Incident management and request fulfilment [1]
ange management [1]

3,4]
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5.10 Incident management and request fulfiiment

Name

Incident management and request fulfilment

Context

The objective of incident management is to restore the service within agreed service levels. The focus is
on reducing the duration and consequences of the service outage from a business and customer
perspective and not on finding the root cause of the incident. Request fulfilment aims to fulfil service
requests within agreed service levels.

Purpose

The purpose of the incident management and request fulfilment process is to restore agreed service and
fulfil service requests within agreed service levels.

Outcomes

As a result of successful implementation of this process:

1. incidents and service requests are recorded and classified;

incidents and service requests are prioritised and analysed;

2
3. incidents and service requests are resolved and closed;
4

incidents and service requests which are not progressed according to
escalated;

5. information regarding the status and progress of reported incid
communicated to interested parties.

Requirements
traceability

20000-1 1ED IS 06.6 Information security managemen
20000-1 1ED IS 08.2 Incident management [1,2,3,5]
20000-1 2ED DRAFT 6.6.3 Information security changes @n

20000-1 2ED DRAFT 8.1 Incident rp@nagemg\r(a\
N

&

© ISO/IEC 2010 — All rights reserved
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5.11 Information item management

Name

Information item management

Context

This process is concerned with the production, storage, dissemination, and integrity of information used in
the SMS. The information security management process is concerned with the security of information

used, stored or transmitted by or within a provided service.

Purpose

The purpose of the information item management process is to develop and maintain the recorded

information produced by a process.

Outcomes

As a result of successful implementation of this process:
information items are produced in accordance with defined criteria;

Information-items-are-controlled-and-issued-accordina-to-defined-criteria-
9 3

1
2
3. information items are communicated to interested parties;
4
5.

information items are maintained in accordance with planned arrangements;
the integrity of information items is assured.

Requirements
fraceability

20000-1 1ED 1S 03.3 Competence, awareness and training\[4
20000-1 1ED IS 04.1 Plan service management (Plan) [ g
20000-1 1ED IS 04.3 Monltorlng measuring and revjev

20000-1 1ED IS 06.1
20000-1 1ED IS 06.3
20000-1 1ED IS 06.5
20000-1 1ED IS 06.6
20000-1 1ED IS 07.2
20000-1 1ED IS 07.3
20000-1 1ED IS 08.2
20000-1 1ED IS 08.3
20000-1 1ED 1S 09.1
20000-1 1ED 1S 09.2
20000-1

Plan service management [1,4]
General [1]

General [1]

20000-1 2ED DRAFT 6.1 Service level management [1,2,4]
20000-1 2ED DRAFT 6.2 Service reporting [2]

Plan the design, development and transition of new or changed
Design and development of new or changed services [1]

services [1]

200001 2EDDRAFT 63 Servicecontimuity and-avaitabitity marmagement {1,241
20000-1 2ED DRAFT 6.4 Budgeting and accounting for services [1]
20000-1 2ED DRAFT 6.5 Capacity management [1,4]

20000-1 2ED DRAFT 6.6.1  Information security policy [2,3]

20000-1 2ED DRAFT 6.6.2 Information security controls [1,2]

20000-1 2ED DRAFT 7.1 Business relationship management [1,2]
20000-1 2ED DRAFT 7.2 Supplier management [1,2]

20000-1 2ED DRAFT 8.1 Incident management and request fulfilment [1,2]
20000-1 2ED DRAFT 8.2 Problem management [1]

20000-1 2ED DRAFT 9.1 Configuration management [1]

20000-1 2ED DRAFT 9.2 Change management [1]

20000-1 2ED DRAFT 9.3 Release and deployment management [1,2]
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5.12 Information security management

Name | Information security management

Context | This process ensures that the security controls required to perform service management activities
adequately protect information assets.

Purpose | The purpose of the information security management process is to manage information security at an
agreed level of security within all service management activities.

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

1. [information security requirements are identified and agreed;]

2—fcritertafor theassessment of informatiormsecurity Tisks—amnd-theacceptabtetevetof riskare—
identified;]
[information security risks are identified;]

information security risk is assessed;

information security risk measures and controls are defined;
information security risk measures and controls are implemente
security incidents are quantified and recorded;

information security concerns are communicated to interes

© ® N o g s~

[the impact of changes on information security is andlysed and re

Requirements | 20000-1 1ED IS 06.6
traceability | 53000-1 1ED IS 08.2
20000-1 1ED IS 09.1
20000-1 2ED DRAFT 6.6.1
20000-1 2ED DRAFT 6.6.2
20000-1 2ED DRAFT 6.6
20000-1 2ED DRAFT &
20000-1 2ED DRAFRI. 1

\R\V
5.13 Manlagement revi (\

Nalne Managemen@e\\v\

Contht This pri thesSMS, at planned intervals, to ensure its continuing suitability, adequacy and
effectlv €ess. ke into\account the results of audits, the performance of services, service reports,
prdénLtS known eFrors, risks; suggestions and feedback from interested parties.

Purpgse | The urpo WQement review process is to assess the performance of the SMS and to identify
potentiaNmproveren

Outconjes |As a resulta\su\cygssful implementation of this process:
the objectives of the review are established;

the status and performance of an activity or process are assessed;

1
2
3. risks, problems and opportunities for improvement are identified and recorded;
4. review results are communicated to interested parties;

5

action items resulting from reviews are tracked to closure.

Requirements | 20000-1 1ED IS 04.3 Monitoring, measuring and reviewing (Check) [2]
traceability 20000-1 1ED IS 05 Planning and implementing new or changed services [2]

20000-1 2ED DRAFT 4.5.5.1 General [1,2,5]

20000-1 2ED DRAFT 4.5.5.3 Management review [1,2,5]

10 © ISO/IEC 2010 — All rights reserved
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5.14 Measurement

Name

Measurement

Context

This process provides quantitative information for the SMS, processes and services. It enables a service
provider to identify, develop and use a set of measures that demonstrate effective service delivery and

support the identification of improvement opportunities.

Purpose

The purpose of the measurement process is to identify, collect, analyse, and report data relating to the
services provided and processes implemented to support effective management of the processes, and to

objectively demonstrate the quality of the services provided.

Outcomes

As a result of successful implementation of this process:

1. the prioritised information needs related to provided services and implemented processes
identified;

an appropriate set of measures, driven by the information needs arg|i ied arid/or dev
the required data are collected, and verified;

the required data are analysed and the results interpreted;

o M N

[measurement information is used to support decisions¢and i Rj e basis for

are

eloped;

communication.]
Requirements | 20000-1 1ED 1S 06.1 Service level manageme
fraceability | 50000_1 1ED IS 06.3 Service continuity

20000-1 1ED IS 08.3
20000-1 1ED 1S 09.2
20000-1 1ED IS 10.1
20000-1 2ED DRAFT 4.5.6.2

20000-1 2ED DRAFT 6.3 Bervice continui
20000-1 2D D

20000-1 2ED DRAFT 6.6.3 for se writy
sines; ationship management [4]
20000-1 2ED

20000-1 2ED DRAKT 7/1
ZOWE DRA . eleasg’and deployment management [3,4]

© ISO/IEC 2010 — All rights reserved
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5.15 Organizational management

Name | Organizational management

Context | This process is the umbrella process in the SMS. All the other processes required by the SMS can be
derived from the intent of one or more outcomes associated with this process. From a requirements
perspective, the subclauses of ISO/IEC 20000-1 that reference the responsibilities of top management to
establish the SMS are addressed by the outcomes of this process. The detailed objectives of the SMS are
addressed by one or more of the processes supported by this process reference model.

Purpose | The purpose of the organizational management process is to establish the service management
objectives, identify and provide resources, and monitor performance of IT service provision, in order to
satisfy the requirements of customers and interested parties.

Outconies [AS aTesuttof successfutimptementatiorrof thisprocess:

1. service requirements are established in response to business needs, customer requirements and
customer requests;

2. the objectives and requirements for service management are identified and
business needs, the service provider's financial processes, regulatory,
requirements;

3. the structure of the organization enables delivery of the services;

4. service management is planned and implemented with the inter

management objectives and satisfying customers;

stablished to satisfy

10.
11.
12.
13.
14.

Requirements . onsibility [1,2,6,7,11,13,14]
traceability | 20000-1 1 3. quirements [4]
20000-1 1ED icemanagement (Plan) [2,4]

ng, measuring and reviewing (Check) [11]
ontinual improvement (Act): Policy [5]

ontinual improvement (Act): Activities [14]

Supplier management [4,10]

Configuration management [2]

Management commitment [2,4,7,11,14]

20000-1 2ED DRAFT 4.1.2  Service management policy [2]

20000-1 2ED DRAFT 4.1.3 Responsibility, authority and communication [1,2,11,13]
20000-1 2ED DRAFT 4.1.4 Management representative [6]

20000-1 2ED DRAFT 4.2 Governance of processes operated by other parties [2,10]
20000-1 2ED DRAFT 4.3.1  General [4]

20000-1 2ED DRAFT 4.4.1  Provision of resources [7]

20000-1 2ED DRAFT 4.4.2.1 General [5,6]

20000-1 2ED DRAFT 4.5.1 General [4,11,14]

20000-1 2ED DRAFT 4.5.2  Establish scope [2]

20000-1 2ED DRAFT 4.5.3 Plan service management [4,11]

20000-1 2ED DRAFT 4.5.4 Implement and operate [4,11]

20000-1 2ED DRAFT 4.5.5.1 General [11]

20000-1 2ED DRAFT 4.5.5.3 Management review [11,13]

12 © ISO/IEC 2010 — All rights reserved
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Name | Organizational management

20000-1 2ED DRAFT 4.5.6.1 General [14]

20000-1 2ED DRAFT 5.2 Plan the design, development and transition of new or changed services [8]
20000-1 2ED DRAFT 5.4 Transition of new or changed services [2]

20000-1 2ED DRAFT 6.4 Budgeting and accounting for services [2]

20000-1 2ED DRAFT 6.6.1 Information security policy [2]

20000-1 2ED DRAFT 7.2 Supplier management [2]

20000-1 2ED DRAFT 8.1 Incident management and request fulfilment [6]

5.16 Problem management

Name | Problem management

Context | Problem management is initiated to investigate the root cause of o r more ingidents that inppact
services and service levels. Ze\

Purpose | The purpose of the problem management process is to mlny(ée\éqlc\e\d\sr\pt}&

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

problems are identified, recorded, and classified;

1
2. [problems are prioritised and analysed];
3. [problems are resolved and closed];
4.
5
6

ties.

Requirements | 20000-1 1ED IS 08.3 rob na e 5 ,6]
{raceability | 5300.1 2ED BRA Te,/z’\e bIe nagement [1 5,6]

5.

-—

7 Release a?d\em%

Name Rele\as//z(m@e,p@y\tm ag

Context | This process isxesp S|ble planning, scheduling and controlling the movement of releaseq through the
service lifecycle and environrents. It ensures that the integrity of the live environment is protgcted and
[hat the corechcomponents are released.

Purpgse \The Me f th ease and deployment management process is to deploy releases into the live
2\ envirdgment il\a controlled manner.

Outcoﬁes\ A}kre WCcessful implementation of this process:

1 equipements for releases are established and agreed with interested parties];
2. releases of services and service components are planned;
3

releases are designed;

B

1 cac-oro-t dod npiae to ANl e A
rCrCasCoarCtCStCOpPo O GC POyt

[approved releases are deployed];

I

integrity of hardware, software, and other service components is assured during deployment of the
release.

7. unsuccessfully deployed releases are reversed or remedied;

8. release information is communicated to interested parties.

Requirements | 20000-1 1ED IS 09.2 Change management [2,6,8]
traceability | 55001 1ED IS 10.1 Release management [2,3,4,6,8]
20000-1 2ED DRAFT 9.3 Release and deployment management [2,3,4,6,7,8]
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5.18 Risk management

Name

Risk management

Context

This process is responsible for identifying, assessing and controlling risks related to delivering services to
customers. It can be applied to risks related to other service management processes including information
security, service continuity and availability management, change management.

Purpose

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

Outcomes

As a result of successful implementation of this process:

1. risks are identified as they develop;

2. identified risks are categorised, assessed and the priority in which to apply resources to treatment| of
these risks is determined;

3. risks and their proposed treatment are communicated to interested parties;
4. assessed risks are monitored;

5. appropriate treatment is taken to correct or avoid unacceptable asses dr

Requirements
traceability

ks
20000-1 1ED IS 03.1 Management responsibility [4] \ \)

20000-1 1ED IS 06.3 Service continuity and availabilityma m 1]
20000-1 1ED IS 06.6 Information security manager
20000-1 1ED IS 09.2 Change management [1]

20000-1 2ED DRAFT 4.5.5.3 Management review
20000-1 2ED DRAFT 5.1 Generalf1,

20000-1 2ED DRAFT 6.3 Service
20000-1 2ED DRAFT 6.6.1  Informatio
20000-1 2ED DRAFT 6.6.2 Informatipn s

ity
20000-1 2ED DRAFT 663 Informatio sm\c

gement [1]

nd incidents [4]

5.19 SerVice continuity and avaj

Na1ne

Contht

Service conﬁw@ an\i avail iIit}ﬂqarégg}rep{
i r saf

This process is rgsp rding the interests of the customers and interested parties by
ensuring tha iceNevels wil} be met. It includes defining, analysing, planning, measuring an
improving alNaspacts.of/sexvicercontjfuity and availability. The process involves reducing risks to an
acceptapfeeva] and plapningfor the recovery of service if a disruption occurs.

o

Purpgse

The purpose MS vicéc&cyﬁinuity and availability management process is to ensure that agreed
servicelevels\will be mgt in foreseeable circumstances.

Outcomes

As a éss\fyﬁmplementation of this process:

2. _aservice continuity plan is developed using the service continuity requirements;

3./ a service availability plan is developed using the service availability requirements;

N

sendce-continuitv i
SePRH ALY

service availability is tested against the service availability requirements to validate the plan;

service availability is monitored;

5
6
7. underlying causes of unplanned service non-availability are identified and analysed;
8. corrective actions are taken to address identified underlying causes;

9

changes to service continuity requirements are reflected in the service continuity plan;

10. changes to service availability requirements are reflected in the service availability plan.

Requirements
traceability

20000-1 1ED IS 06.3 Service continuity and availability management [1,2,3,4,6,7,8,9,10]
20000-1 2ED DRAFT 6.3 Service continuity and availability management [1,2,3,4,5,7,8,9]

14
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Name | Service design

Context | The process takes the requirements for new and changed services and identifies the activities required

for designing an agreed solution which includes the service and its service components. The design
ensures that the new or changed services will achieve the service requirements.

Purpose | The purpose of the service design process is to design and develop new or changed services.

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

Z. a service speclication’ IS prepared that deftin

3. [infrastructure and service components to support the designed servi re specified];
4. new or changed services are developed that satisfy the criteria idy@:miservice sp

1. new or changed services are designed to meet agreed business needs and customer requirements;

€,

ecification.

Requirements | 20000-1 2ED DRAFT 5.1
fraceability | 500001 2ED DRAFT 5.3

General [1]

Design and development of new o

Q;stexxh

5.21 Service level management

Name | Service level management

requirements and agreed se
levels achieved.

Context | The process |dent|f|es and maintains a cata g e of serviceshand th

jee to enable delivery of the sd
. It monitors and reports on the

ported
process
rvice
service

Purpose | The purpose of the service le
each customer are met.

v{manageﬁe{%&;s is to ensure that agreed service level targets for

Outcomes | As a result of glicce

5.

ties];

ReTuirementsM 15:06.1
raceability \2\0009_ D\DRAET 6.1

Service level management [1,2,3]

Service level management [1,2,3,5]

NN
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5.22 Service planning and monitoring

Name

Service planning and monitoring

Context

Planning includes the translation of strategic decisions into services. The process ensures that proposals
for new or changed services, including service closure, consider the cost, organizational, process,
technical and commercial implications of the service change. It includes planning for the design,
transition, deployment and operation stages and the monitoring of progress against the estimated time,
cost and quality constraints.

Purpose

The purpose of the service planning and monitoring process is to plan and monitor the provision of a new

or changed service.

Outcomes

A £ i afal U - | fotion of th .
XS To STt O Sttt SSToOT et OOt Prott oSt

1. the scope of the work for provision of new or changed services is defined;

able resources

the feasibility of achieving the requirements of the new or changed service

th avai
and constraints is assessed;

the tasks and resources necessary to complete the work are sized and eStimated

© N o o bk~ w

Requirements
traceability

20000-1 1ED IS 04.3
20000-1 1ED IS 05
20000-1 1ED IS 06.2
20000-1 1ED IS 06.3
20000-1 1ED IS 07.2
20000-1 1ED IS 08.3
20000-1 1ED IS 09
20000-1 2E
20000-1 2
20000-1 2ED DR
20000-1

Rlan th
[1,2:5
20000- RARY 6. Service level management [7,8]
20000<1 2EDY € Service reporting [8]

20006Q-1 N Service continuity and availability management [7]
20000-1 Information security policy [7]

20000-1 2ED DRAFT 7.1 Business relationship management [5]

20000-1 2ED DRAFT 7.2 Supplier management [5,7]

20000-1 2ED DRAFT 8.2 Problem management [7]

20000-T 2ED DRAFT 9.7 Configuration management [7]
20000-1 2ED DRAFT 9.2 Change management [5,7,8]

16
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5.23 Service reporting

Name

Service reporting

Context

Service reporting produces timely, accurate service reports that meet the information requirements of the
service provider, customer and interested parties. Service reports are used for communicating information
and making decisions based on the findings in the service reports.

Purpose

The purpose of the service reporting process is to produce timely and accurate service reports to support
effective communication and decision making.

Outcomes

As a result of successful implementation of this process:
1.

[the service reporting needs are identified;]

2.
3.
4.

service report content is defined in terms of identified service reporting needs and require

service reports are produced according to the service report reqm
service reports are communicated to interested parties. R (\

ments;

Re?uirements
raceability

20000-1 1ED IS 06.1 Service level management [2,3]
20000-1 1ED 1S 06.2 Service reporting [2,3,4]
20000-1 2ED DRAFT 6.2 Service reporting [2,3,4]
20000-1 2ED DRAFT 6.3 Service continuity and

\\>
5.24 Service requirements /(7
' qul F\ /\

Name

Service requirements

Context

The intent of this process is to

th quirement
service provider (build for catal ), fr que from one or more clients (build to order).
requirements may relate to a new s ice nges.to an existing service.

S fo erviges. The service may originate fro

m within the
The

Purpose

The purpose of servpe&q\rerﬁe\nts roc M establish and agree the service require

ments.

Outcomes

As a result of sticces

o

I imple

~—
tion of thjis’process:
and\co of use of new or changed services are identified

and

Re?uire n
raceabiljty

ﬁ -1}\ED 05 Planning and implementing new or changed services [1]
2

0- DRAFT 5.1 General [3]

m0-1 D DRAFT 9.2 Change management [1]

© ISO/IEC 2010 — All rights reserved

17



https://iecnorm.com/api/?name=cba1e66c8ed15378b7134d610f3a87f6

ISO/IEC TR 20000-4:2010(E)

5.25 Service transition

Name | Service transition

Context | The process prepares and co-ordinates the resources and people to successfully deploy a new or
changed service into production within the estimated time, cost and quality constraints. It ensures that the
service components are effectively integrated into a new or changed service and that the service provider
and customers are ready to operate the solution in order to deliver the desired outcomes. It includes
testing, verification and validation activities that enable the service provider to accept a new or changed
service in accordance with defined acceptance criteria.

Purpose | The purpose of the service transition process includes the build, test and acceptance of the new or
changed services followed by making operational the new or changed services.

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

1. [requirements for service transition are identified and agreed];

2. [new or changed skills and expertise are identified, agreed, acquired and/assig

3. [transition activities to be performed by service provider or client are identifis

6. [new or changed contracts and formal agreements vith j the

8. [resources for the delivery of the new~or cha
9. the new or changed service is dep
10. the new or change

11. information regardi

interested partiPs\ (\

to

Requirements | 20000-1 1EDAS 05 nni }N@ementing new or changed services [10,11]
traceability | 500001 26D DRAFK5.4 \Jransition'ef netw or changed services [9,10,11]

18 © ISO/IEC 2010 — All rights reserved
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