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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the
work. In the field of information technology, ISO and IEC have established a joint technical committee,
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Guidance on scepe’definition and applicability of ISO/IEC 20000-1
Process reference model [ Technical Report]
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Part 6: Requirements for bodies providing audit and certification of service management systems
Part 8: Guidance on the application of service management systems for smaller organizations
Part 9: Guidance on the application of ISO/IEC 20000-1 to the cloud

Part 10: Concepts and terminology

Part11: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management frameworks
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ISO/IEC 20000-1:2011 specifies the requirements for a service management system (SMS) to design,
transition, deliver, manage and improve services. ISO/IEC 20000-1:2011 can be used by organizations of

all

sizes, sectors, types and many different organizational structures or business models.

This part of [ISO/IEC 20000 is an exemplar implementation plan providing guidance on how to implement
an SMS to fulfil the requirements specified in ISO/IEC 20000-1:2011. The intended users of this part of
ISO/IEC 20000 are service providers, but it can also be useful for those advising service providers on
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v to implement an SMS.

s part of ISO/IEC 20000 includes advice for service providers on a suitable order in_fhi

lementation. The service provider may choose their own sequence to implement the
uded is advice on the development of a business case, the project initiation ardyother act
recommended for the implementation to be successful.

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

vice provider’s agreed scope, building on the results of the previous phase.

e main activities for the development of the business case and-initiation of the implementat

cified in ISO/IEC 20000-1:2011, in three phases, is shown'in Annex B. Many of the activitieg
his part of ISO/IEC 20000 are intended to be met-by actions over more than one phase,
ise building upon the achievements of the earlierphdse. Once the final phase is completed, {
vider’s organization can achieve the benefits;of'an SMS that fulfils the requirements s
/IEC 20000-1:2011. Supporting information«fer the implementation project is also provid

hex C provides examples of policies to*illustrate what a service provider can want to pt
ause policies depend on the organization and the strategy of the service provider, theg

poliicies can be tailored to suit the organizational requirement.
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hex D provides guidance on dociimentation management. Annex E includes templates for §
uments specified in ISO/IEC20000-1:2011 that can be amended to suit individual circum

ch to plan,

lement and improve an SMS using, as an example, a generic three-phased approach-to manage the
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ice in this part of ISO/IEC 20000. Instead, each phase should improye the SMS in alignmedrl\t with the

on project
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he service
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Information technology — Service management —

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

1 [ Scope

This part of ISO/IEC 20000 provides guidance for an approach to implement an SMS that ca
requirements specified in ISO/IEC 20000-1:2011. This part of ISO/IEC 20000 illustrdtes a geng
phdsed plan to manage implementation activities, taking into considerationthe design,

deljvery, management and improvement of services. The service provider can tailor the pha
its heeds and constraints.

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

2 | Normative references

The following documents, in whole or in part, are normatively referenced in this docume
indispensable for its application. For dated references,(only the edition cited applies. Fo

references, the latest edition of the referenced document (including any amendments) applie$

ISQ/IEC 20000-1:2011, Information technology —= Service management — Part 1: Service m
system requirements

3 | Terms and definitions

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

4 | Benefits of a phased-approach

Although the demonstration of conformity to ISO/IEC 20000-1:2011 is only possible or
requirements of thesstandard are fulfilled, there can be many reasons to opt for a phased aj
implementation. Thephases are based on identification of a suitable sequence of improven
dedigned to assiSt in fulfilling one or more of the requirements specified in ISO/IEC 20000-1:
car} allow better-and more efficient risk management than attempting to make all the improve
nedessary.changes in a single phase.

n fulfil the
bric, three-
transition,
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ht and are
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inagement

hpply.

ce all the
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ents, each
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ke it easier

A phased’approach can allow costs to be incurred over a longer period of time. This can mal
to aund the SMS implementation using operational budget instead of capital budget. It can als
benefits earlier, encouraging management commitment and funding of later phases.

Additional benefits can include:

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

o generate

activities,

b) explaining each phase in a way that can be understood easily by all parties involved in or affected

by the changes;

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

other projects;

d) allowing lessons learnt to be used in later phases of implementation;
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e) enabling the service provider to build internal expertise to implement the project;
f) achieving key objectives of the SMS in a planned sequence.
5 Approach

5.1 Overview

Toidentify asuitableapproachto fulfillingthe requirements of ISO/IEC20000-1:2011, theimplementation

project sh
Familiarit
a)
b) thesc

the un

c) theo

d) theus
The servid
e) these
f) there
g) theex
h) other

[SO/IH
i) the pr|
j) these
The currel

Tor—torircrIrco-ore TIeoOTIreI1Irr

y with ISO/IEC 20000
derstanding of ISO/IEC 20000-1:2011 principles, purpose and requirements;
bpe and applicability of ISO/IEC 20000-1:2011;

The custOJner perspective
j

ectives and the needs of the business and customers using the services;

ers’ experience with the current services;

e provider’s capabilities

Fvice provider’s business model, organizational structtive and objectives;
Eponsiveness and flexibility of the service providerwhen changes are necessary;
pected major changes to be made by or made to'the service provider;

priorities of the service provideryxwhich can conflict with the requirements
C20000-1:2011;

pcesses and contracts used to manage suppliers;
F'vice provider’s ability and readiness for the change;

nt situation

k) the support of top management;

hnagement of risks related to current and planned services;

the c:[rent statQs-of the SMS;

renteffectiveness of service management processes;

rity’and suitability of current accountabilities, authorities, roles and responsibilities;

1) them
m)

n) thec
o) the clg
p) thecu
q) thecu

rrent status of the supporting service management technology;

rrent status of participating personnel’s readiness for the change;

The expected situation

r) thene
5)

affect
t)
2

ed for both process and service improvement is established;

the project;

the statutory and regulatory requirements and contractual obligations are known.

of

the financial and participating personnel’s availability for each phase or any constraints that can
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5.2 Key considerations

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

To attain support and goodwill from the customer, the service provider should start by establishing and
implementing those processes where the customer or the service provider experiences difficulties or
can see the most immediate benefit. In addition, the service provider should consider the impact of the
organizational r‘h;\ngp on the pprcnnnpl v\mrl(ing with or supporting the SMS_For pynmplp, the service

prqvider should ensure that sufficient time is allocated for communication and training. Théerg¢ should be

suf
ber
rel
pra
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the
car
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ph{

Sp§
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5.3
Th

ficient time for people to understand how their day to day activities are to change and thd
efits of these changes for the organization. This cannot be achieved if the implementation
es mainly on the production of documents and procedure descriptions. Howeyer, docu
cedure descriptions remain important to successful implementation.

h

of the risks during implementation of the SMS is that the productien of documer

long term
of the SMS
ments and

ts can be

sidered more important than changing the way people work. The serxice provider should focus on
undlerstanding the specific context and business needs of a particular 6rganization when imy

SMS. Documents and records specified in ISO/IEC 20000-1:2011 should be considered as
support and facilitate the changes to organizational practices:/They should be appropr
e and complexity of the service provider’s organization.

h phase in this part of ISO/IEC 20000 builds on thexachievements of the previous pl

lementing
a tool that
iate to the

hase. Each

1se facilitates important and measurable evidence ‘of achievements against the requirements

cified in ISO/IEC 20000-1:2011. The phases described in Clause 6 of this part of ISO/IEC
ommended but can differ from organization to 0rganization.

Understanding ISO/IEC 20000-1:2011

e success of an SMS implementatien relies on the understanding of the service

20000 are

provider’s

perfsonnel regarding:

a) | requirements and guidance in’JSO/IEC 20000;

b) | service management objectives;

c) | service requirements;

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

5.4 Scopeand applicability

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

The service provider should perform an initial analysis to identify and agree to a suitable scope for its
SMS, using the guidance on scope definition and applicability provided in ISO/IEC 20000-3:2012.

5.5 Changes to scope

A service provider can plan to implement an SMS based on the requirements specified in
ISO/IEC 20000-1:2011 for only part of its services. The service provider can decide in the future to
expand the scope of the SMS within the organization. It should be noted that the guidance in this part of
ISO/IEC 20000 is based on the defined scope being unchanged during all three phases, not on a phased
increase in scope of the SMS. When a service provider decides to increase the scope of the SMS, it can be
useful to again follow the guidance in this part of ISO/IEC 20000 from Phase 1 for the additional scope.
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Implementation timeframes can be shortened in future improvement efforts as the service provider
gains practical experience and can extend what has already been done to the larger scope.

5.6 Project support and commitment

The successful implementation of an SMS is dependent on management commitment through all phases.
Establishing management support and commitment should be achieved as soon as possible. Based on
initial analysis, a business case can help clarify understanding and establish commitment. It can help
sustain support and commitment for each phase and therefore minimize the risks to the success of the
planned changes.

Managemé¢nt ensures a focus on service requirements and constraints, including statutory-qnd
regulatory requirements and contractual obligations. Additionally, management should ‘enspre
appropriafe priorities are allocated. The service provider should aim to maintain the understanding
and the inyolvement of all interested parties during all phases, not just during the first phase.

5.7 Gap analysis

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

a) managementsystems that have already been established and implemented, including the scope of egch;
b) existehce and quality of both documents and records, including:

1) policies;

2) sdrvice management plan;

3) sqrvice management processes;

4) procedures;

5) sqrvice level agreements (SLAs);

6) sypplier contracts;

7) rdgcords of service improvement achievements by the service provider and suppliers;
c) actualworking practices;
d) servide reviews, internal audits, conformity assessments;
e) worklpad characteristics and actual achievement against service targets;

f) recentor current service improvement plans;

vituvoftho arganization ctructura:
g) complexityefthe-org ation-structure;

h) accuracy of the definitions of roles, responsibilities and authorities of the staff;

i) skills and competencies of the staff;

j) service provider’s culture;

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

The level of detail at which the gap analysis is conducted should be tailored to the needs of the service
provider and of the service provider’s customers.
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The outcome of the gap analysis exercise should be an assessment of the readiness of the service provider
to implement ISO/IEC 20000-1:2011 in terms of financial readiness, people readiness, risk readiness, etc.

5.8 Developing the business case

The business case for the SMS should include:

a)
b)
‘)
d)

f)

g)
h)

j)
k)
D

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

proposed scope of the SMS;

constraints and assumptions affecting the SMS or the implementation;

qualitative and quantitative benefits of the SMS, including:

1y

2)

3)

4)

5)

6)
7)

8)
9)

10) return on investment;

costs, including:

1)
2)

rigk assessment and recommendations for risk management covering organization

improvement to services or achieved service targets as a result of improvg
management processes;

changes to workloads, changes to processes, increased use of the séryice or proactive
in support needs;

the ability to visibly support the business strategy, with oppertunities to improve the
of services in all areas, leading to improvements in cost, quality and agility;

the ability to manage suppliers and partners moré-efficiently and effectively and
understand the dependencies, risks and interfaces‘of the supply chain;

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

increased customersatisfaction ofthe délivered servicesdemonstratingincrementalimp

helping build a long term relationship between the service provider and customer
between the service provider and suppliers through their involvement through each

potential cost savings, overall and unit costs;

d service

reduction

efficiency

to better

h business

rovement;

s and also
phase;

direct or indirect benefits such as customer satisfaction, personnel satisfaction, reduced

business risks;

estimation of resources, including technology and people requirements;

costs and use of external resources;

hl change,

£3 g | pa i) H 1l aial
IIrranlidr a1l LCUIITICAdl T ISRS,

description of how the costs and benefits of the implemented SMS should be evaluated;

recommendations on formal, independent conformity assessment;

timescales;

interested parties who should be involved in or affected by the implementation;

proposed terms of reference;

project support, commitment and management.

© ISO/IEC 2013 - All rights reserved


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

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

5.9 Implementation

In order to ensure a successful implementation of the SMS, the service provider’s objectives and policies,
cultureandstructure shouldbeunderstood.Inaddition,anyotherrelevantstandards, contractual obligations,

statutory and regulatory requirements that can impact the delivered services should be considered.

The appointment of a qualified project manager to lead the implementation of the SMS should be trea

ted

as a critical aspect of a successful implementation. This person should have both appropriate project

management and service management expertise.

In addition, a group of people should be identified, including management representation, which sho

uld

have the responsibility to oversee the project, e.g. a project steering committee. The roles, authorif
and respopsibilities of this group should be agreed before the project starts. Although this.par
ISO/IEC 2p000 refers throughout to ‘the project’, in practice there can be several projects) work
closely together during each phase of the implementation. The coordination and managementof mult
projects can be a part of this group’s responsibilities.

During th¢ project, this group should be accountable for the implementation of the-SMS.

It is impoftant to ensure that at the end of each phase, lessons learnt are captured and provided
the continpal improvement of the SMS. Lessons learnt should be used to improve the work in the n
phase. After the last phase is completed, it is important to ensure the €ontinual improvement of
SMS is madintained. The group that had responsibility for the implementation of the SMS can becq
responsible for the continual improvement of the established SMS or’aynew group can be created.

5.10 Project readiness

Based on the business case and gap analysis, the project manager should take into account the follow
when devgloping the project plan:

a) scopelof the SMS;
b) timefyame;
c) resoufce concerns such as:
1) sHKills and competence of the jimplementation project team;
2) adcommodation, travel, faeilities and tools to support the implementation;

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

e) risks dnd issuesthat can cause conflicting priorities;

f) identification®and early engagement of project interested parties that are recipients of the pro
delivefrables;

ies

of
ing
ple

for
ext
the
me

ing

PNs

ect

) . cal . .
g) the service TITAITAGETIITETIC ITdCUT ICY OT UTE OT gdaTITZdIO0TT,

h) the receptiveness to change within the organization and the ability of the organization to absorb

and manage the changes successfully;
i) communication;
j) procurement;

k) review procedures for:

1) organizational and project objectives with related measurements and reporting requirements;

2) project’s business, technical, functional and resource requirements;
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3) organizational and project processes such as: quality assurance, quality control, configuration

management, change management and related process requirements.

5.11 Project team

To ensure a smooth transition throughout the three phases described in Clause 6 of this part of
ISO/IEC 20000, the project team should have strong leadership and expertise in establishing and
implementing policies, service management processes and continual improvement activities.

Selecting personnel for the project team who are also involved in existing day to day operational

act
areg

Th
a)
b)
‘)
d)
e)
f)

Th
the
the
reg

Ser
and
ide

For
Th
prd

s 1 e £l ades . —dn Tl . dnr 1 1 - b b 1 pa | b |
VILICS Ldll ICT4dU LU CUILITIC Llllé pl TOTIUICS. TIIIS 1S5 l)dl LIt uldl ly llllpUl Lallit WIICII ua_y LU ua_y
unpredictable.

e project team should have expertise in and be responsible for:
designing and implementing the SMS;
defining the procedure for developing and implementing new or changed processes;
developing, implementing and integrating processes within the scapé of the SMS;
minimizing impact of the SMS implementation on day to day activities;
testing and measuring the effectiveness, efficiency and continual improvement of proces
managing organizational change, communication and training.

b project team should be aware that the effectiveriess of the SMS depends on the inte
service management processes. Defining the{processes and understanding their intg
beginning of the project can help ensure the\coherent implementation of the SMS baj
uirements specified in ISO/IEC 20000-1:2014

orkloads

ses;

gration of
gration at
ed on the

vice owners, process owners and operational managers should have an important role in i

htified, they should contribute to.ahd support the project team.

or involving people with increased process specialization and responsibilities. Service provi

giv|
loc
Op
rep
Th
day

e consideration tp-coordinating this larger group of people, especially if they are based 3
htions or focused,on the delivery or management of different types of services.

brational managers, if different from the process owners and service owners, shou
resentedon the projectteam. This can ensure they are keptaware of any changes affecting g

bir invelvement can also ensure that the plans are realistic and that the plans minimize the
to day operations.

entifying

| managing changes to improve processes and services. As process owners and service qwners are

some service providers, the process owner can often be the same individual for multiple processes.
e process owner role can sofmetimes also be combined with the process manager role. For other service
viders, there can be benefits to each process owner only having responsibility for a single process

ers should
t different

d also be
perations.
impact on

6

Overview of implementation phases

Figure 1 represents a high level view of the clauses of ISO/IEC 20000-1:2011 in terms of their relation to
the three implementation phases described in this part of ISO/IEC 20000. These phases are described in
greater detail in Table 1 in Section 7.
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4.1 Management responsibility
4.2 Governance of processes operated by other parties
4.3 Documentation management
4.4 Resource management
4.5 Establish and improve the SMS

5.1 General
5.2 Plan new or changed services

5.3 Design and development of new or changed services
5.4 Transitioned of new or changed services

6.1 Service level management

6.2 Service reporting

6.3 Service continuity and availability management

6.4 Budgeting and accounting for services

6.5 Capacity management

6.6 Information security management

7.1 Business relationship management

7.2 Supplier management

8.1 Incident and service request management

8.2 Problem'management

9.1 Configuration management

9.2 Change management

9.3 Release and deployment management

Phase 1

Phase 2 Phase 3

Figure 1 r
individual

If the sery
beginning
such as de

The servig

a) defing

Figure 1 — Clauses of ISO/IEC 20000-1:2011 across each of the three phases
bpresents a generic approach and a service provider should adapt these phases to suit t}
circumstances based on theloutput from the initial gap analysis recommendations.

rice provider has already implemented some processes, these processes can be impro
in Phase 1. Duringlater phases, additional improvements to these processes can be complet
veloping effective.interfaces to new or improved processes.

e management processes should be:

d;

b) docunllented;

AN —

eir

red
ed,

c) implemented;

d) operated and managed;

e) measured;

f) reviewed / audited;

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

The Plan-Do-Check-Act (PDCA) methodology should be used for planning, monitoring, reviewing and
improving the SMS, including the service management processes and the services.
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7 Taxonomy of each phase

7.1 Summary of activities in each phase

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

The table below introduces a summary of activities in each phase. This summary is the basis for the
definition of the three implementation phases described in Annex B.

Table 1 — Summary of activities in each phase

Phase 1 characteristic: React to service

Phase 2 characteristic: Anticipate service

Phase 3 characteristic: Fully integrate

disfuptions or requests quicKly and
effgctively.

disruptions or requests and provide a
reliable service.

processes and improve the SNIS and
services.

Inc
and

rporates the findings of the gap analysis
the business case.

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

Adjustment of plans basedjon r¢sults of

analysis at the end of.Phase 2.

SM
inc

structure established and implemented
uding service management plan, initial

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

Revision of poligcies, final procegses, inte-
gration of all proeesses, documgntation of

includes reacting quickly and effectively

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

The service provider has put in place initial
measurements. The service provider has
stabilized its processes in order to provide a
more reliable service to its customets! It has
begun discussing with its customers their
future service requirements, in.order to
incorporate their needs inte‘its plans.

policies, commitment/accountability, major |and other supporting documentation. detailed pracedures and suppofting docu-
incijdent management/reactive processes. ments.

On fompletion of Phase 1, the service pro- On completion of Phase 2, the service pro- On eompletion of Phase 3, the s¢rvice
vid¢r has implemented policies, processes |vider has implemented activities, processes, |provider has a good understanding of the
and procedures to fulfil the requirements of |procedures and control CIs that enableitto ,customer’s businessand servicg require-
ISOYIEC 20000-1 for a basic SMS. The focus |anticipate and avoid service disruptions. ments. Measurement of the effectiveness

and efficiency of the services arjd processes
is in place, and measurements dan include
customers’ satisfaction and continual
improvement of delivered services. The
service provider has understood and
established business relationshiips with
both suppliers and customers. As a result,
the service provider should nowy be able to
demonstrate conformity to all fequirements
of ISO/IEC 20000-1.

Andlysis of status at the end of Phase 1.

Analysis of status.at the end of Phase 2.

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

By f{he end of Phase 1 the SMS provides the
bas|s for Phase 2.

By the:end of Phase 2 the SMS provides the
basijsfor Phase 3.

By the end of Phase 3 the SMS pfovides the
basis for continual improvement of the SMS
and services.

7.2

Key characteristics.afid activities of each phase

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

TFable 2 — Key characteristics and activities of each phase

ISOY/IEC 20000-1-¢om- Phase 1 characteristic: Reactto |Phase 2 characteristic: Antici- |Phase 3 characteristi¢: Fully inte-
porjent service disruptions or requests |pate service disruptions or grate processes and ijnprovement
quickly and effectively. requests and provide a reliable |ofthe SMS and servicgs.
service.
4.1Mapagément respon- |Service management policy and Service management policy and Service management p¢licy and pro-
sibjlity process specific policies and plan | process specific policies and plan | cess specific policies arjd plan are

are defined.

are updated to provide a more
reliable service.

evaluated and updated for continual
improvement.

4.2 Governance of pro-
cesses operated by other
parties

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

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

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

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

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

ISO/IEC 20000-1 com-
ponent

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

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

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

4.3 Documentation man-
agement

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

Implemented processes and pro-
cedures are documented.

Document controls are imple-

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

Additional processes, procedures
and interfaces are documented
and existing ones updated.

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

Process and procedure documents
are evaluated and updated for con-
tinual improvement.

mented.

Service management roles and
responsibilities are documented.

Document controls are verified apd
audited.

4.4 Resourc¢ manage- Determine and provide resources |Service management roles and Evaluate, determine and provide
ment for SMS and services. responsibilities are agreed. any additional resougces'or diffef-
. X . X ent skill sets to suppert the SMS and

Service provider personnel Service provider personnel are services.

understand the services offered to [ aware of ISO/IEC 20000, their

customers. role in supporting the SMS and

. . services and they are competent

The project team, key line to perform their roles and respon-

managers, process owners and sibilities.

service owners are aware of [SO/

IEC 20000, their role in service

management and their responsi-

bilities in the implementation.
4.5 Establish and Customers are identified and Risks are documented andman* | Effectiveness of SMS is evaluated|
improve the|SMS service requirements are docu- aged. and improved.

mented.
The scope of SMS is defined.

SMS is established. The concept
of continual improvement is
understood.

SMS is implemented.

Reports on the performance of the
delivered processes are produced
and reviewed:

Improvements are identified,
recorded; planned and imple-
mented.

T

The performance of the processe|
and services is monitored and cof-
rective action taken as required.

Internal audit and management
reviews take place.

The effectiveness of planned
improvements is monitored.

5.1 General

Where other parties are used to
develop new or changed services,
suitable suppliers are identified
via the supplier management
process.

Ensure that changes in the scope
of Clause 5 are defined in the
change management policy.

Changes to new or changed servifes
that have the potential to have a
major impact on services to the cps-
tomer are identified. Where othef
parties are used to develop the ngw
or changed services, authorities
responsibilities between the servyice
provider and supplier are clearly
defined.

5.2 Plan new
services

or changed

New or changed services are
planned to fulfil the service
requirements.

The plans relating to new or

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

5.3 Design and develop-
ment of new|or changed
services

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

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

5.4 Transiti(in of new or

The new and changed services are
Laaale do— + d i 4—h

Final test results are produced and

changed serviees

fulfil the service requirements,
prior to being deployed using the
release and deployment manage-
ment process.

prior to releasing and deploying
processes.

6.1 Service level manage-
ment

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

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

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

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

Service reviews will be held with
customers.

10
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Table 2 (continued)

ISO/IEC 20000-1 com-

Phase 1 characteristic: React to

Phase 2 characteristic: Antici-

Phase 3 characteristic: Fully inte-

designed and agreed with inter-
ested parties.

On need basis service reports are
produced.

per design and agreement with
interested parties.

ponent service disruptions or requests |pate service disruptions or grate processes and improvement
quickly and effectively. requests and provide a reliable |ofthe SMS and services.
service.
6.2 Service reporting Desired service reports are Service reports are produced as Customer satisfaction and service

complaint reports are produced
and analysed to support decision
making. Improvement actions are
identified based on the findings.

Indirect costs are apportioned and
allocated according to'theservices
provided.

6.3 Service continuity ”nplnnnn{‘l non-availability is Business p]nnc SLAs andrisk Availability p]nnc arereviewed and
and availability manage- |investigated and action takento |assessments are used to develop |audited.
meht understand the root cause. an availability plan. . N\ .
The service continuity plan is tested
Business plans, SLAs and risk and the results\are usedl to update
assessments are used to develop |the plan and.feed imprqvements.
?esse;re\él-ce continuity plan which is Once updated, availability and
seryige continuity plang are agreed
The availability of services is with.the customer.
measured.
6.4|Budgeting and Costs are understood and tracked |Budgets and costs are available Budgets and costs supplort the
accpunting for services |atasimple level. for each service. change management prjocess.

Adequate financial confrols are in

place.

Budgets and costs are iptegrated
to establish priorities ajnd measure
service performance.

6.5

Capacity manage-
ht

Service pequirements are used to
develop:acapacity plan.

Theapacity of services and Cls
al'e measured.

Changes to services andl Cls that
affect the capacity of thle service are
identified and managed.

Capacity monitoring and plans are
evaluated and used as ipput for ser-
vice and process improyements.

6.6

Information security
hagement

Information security policy+s
defined.

Information security controls are
defined

Information security events are
recorded and analysed.

ntrols are
ke place.

Information security ¢
monitored and audits t

Information security o
revised based on contr
results.

jectives are
Is and audit

7.1

Business relationship
hagement

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

Complairits procedure is imple-
mented.

The service performance is
reviewed with the customer.

Customer satisfaction is measured
and managed.

Service improvement pjan to
improve customer satigfaction is
evaluated and implemepted.

7.2

Supplier management

Suppliers are identified and docu-
mented.

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

The performance of the services
delivered by the servic¢ provider

is evaluated and reviewed with the
suppliers and improverhent actions
are identified based onf|the findings.

8.1

Incident and service

request fiahagement

Incidents and requests are
recorded, resolved and analysed.

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

Service improvement pjan to
improve incident resolytion and ser-
vice request fulfilment performance
is evaluated and implerpented.

8.2

Problem manage-

ment

Trend analysis is performed on
the incident records.

The effectiveness of problem resolu-
tion is monitored and evaluated on
an ongoing basis.

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

ISO/IEC 20000-1 com-
ponent

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

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

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

9.1 Configuration man-
agement

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

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

Appropriate controls are in place
to manage new Cls and changes to
the existing CIs.

Audits of the CIs take place.

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

Auditing of the controls used
takes place.

Baselines of the configuration and
its CIs take place regularly.

9.2 Change mhanagement

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

Change management policy is
developed and published.

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

Changes are reviewed post-imple-
mentation.

Updates to CMDB occur foH6wing
completion of a changet

The change/management control§
are atdited regularly to ensure that
thé centrols are adequate and ar
being enforced.

9.3 Release 3nd deploy-
ment management

Releases are planped in’ conjunc-
tion with the customer and
reviewed.

A test strategy is developed for
every release.

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

Analysis of release performance |s
incorporated into process and sef-
vice improvement initiatives.

Releases are planned and managgd
using a repeatable and successfu
approach.

[t is recomimended that the service provider performs a readiness check after the end of phase thre¢ to
make surelthat conformity to all requirentents specified in ISO/IEC 20000-1:2011 can be demonstrated.

8 Post{implementation

8.1 Conitrol of the SMS;and improving service

Once the §MS has beenimplemented, the service provider should ensure that the SMS and the services

can remaip aligned with evolving business objectives and service requirements.

The servige provider should appoint a group of interested parties to ensure the management of
SMS and cpmmitment to continual improvement of the SMS and services. This group should include

the
the

senior responsible owner, process owners and service owners.

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

organization.

8.2 Plan-Do-Check-Act

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

be fulfilled.

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

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

c) prioritized improvement of the services and processes.

8.3 Interfaces to projects for new and changed services

Neyv and changed services should be delivered using a design, transition, delivery and improveinent cycle.

The service provider should seek information about changes to the customers’ business
or pther changes which can affect the services. It is also important for the business-and the
to |nform the service provider about these changes, as early as possible. The (business re
mapagement (BRM) process should facilitate the communication between the’service pr
cuqtomers regarding such changes.

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

Project initiation and business case development

Table A.1 lists main activities of the project initiation and business case development. This should be

consideregimthe tomtextof the service provider' s businmess ieeds amd busimess modet ]

Table A.1 — Basis for three phases

Manageniént Respop-

Project initiation activities .
sible

a) Understgnding of:

1) principles, objectives and requirements of ISO/IEC 20000-1;
Top management
2) scopelof an SMS to fulfil ISO/IEC 20000-1 requirements, including all relevant suppliers;

3) applidability of ISO/IEC 20000-1 to the service provider’s circumstances.

b) Businesdcase for gap analysis developed, including costs of gap analysis. Project managemenjt

c) Business|case and funding for gap analysis approved. Top management

d) Gap analsis of current state against the requirements specified in ISO/IEC 20000-1 per-
formed:

1) statug of the current SMS (if present);

2) existihg documents and records;

3) resulfs of service reviews, internal audits or other conformity review;
4) workload characteristics;

5) actua] service levels;

6) recenf or current service improvement plans; Project managemenf
7) numblers, skills and competences of available staff;

8) majo1f changes that can clash with thé\implementation of SMS;

9) other|priorities that can take precedence over the implementation;

10) releyant statutory and regulatory requirements and contractual obligations;
11) expdgrience of other sexvicé providers in similar circumstances;

12) servjice and process-performance metrics.

e) Implemeptation buSiness case based on the gap analysis and projected cost-benefits:
1) objectives ferimplementing SMS;

2) recomnferidations on formal independent conformity review;

3) proposed scope of the SMS;

4) predicted service levels (or changes to service levels);
5) predicted changes to workloads;

Project management
6) costsavings as overall costs and unit costs;

7) other direct or indirect benefits;

8) estimated implementation project resources, including the project team;
9) interested parties affected by or involved in the implementation;

10) risk assessments and risk management recommendations;

11) proposed terms of reference, project sponsorship and project governance.

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

Management Respon-

Project initiation activities .
sible

f) Implementation business case approved, including costs and benefits from each phase:
1) top manager and other interested parties confirmed as project sponsors;
2) project governance agreed; Top management
3) project team leader agreed;

4) project team structure and resourcing agreed.

g) [mplementation project planned in detail, including for each phase:

1) timescales and phasing;

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

1) numbers, skills and competences of the available implementation project team; Project mahagement
b) financial constraints on funding for the implementation project;

) accommodation, facilities and other tools available for the implementation project;
/) service owner(s) and process owners identified;

B) scope of the intended project.

h) |mplementation project plan agreed ensuring the availability of resources: Top mandgement

© ISO/IEC 2013 - All rights reserved 15
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Annex B
(informative)

Three phases of the implementation project

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

responsibleforperformmng them, itis Tmportant to emphasize a few points Tetated to Phase T Phas

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

a) there [is management commitment for the implementation of an SMS based on the requireme
speciffed in ISO/IEC 20000-1;

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

c) necessary funds and other resources have been made available;

d) a gropip has been established for management of the implementation project, e.g. a steer]
commlfittee, that also gives direction and support to the project team,

Each phasg ends with a review of the project milestones, similar te-the gap analysis done during

developmgnt of the business case. The results of the analysis are-used to adjust the planning {

activities ¢f the next phase.

In the tabl¢ below, each activity within a phase is identified, as\ate the team, group or function respons

for ensuripg that each activity is completed. Some activities are repeated in several phases, as

components ofthe SMS are implemented and improved. Albreferences are to ISO/IEC 20000-1:2011 clau

This tablelis a template and should be referred aloeng with Table 2 for the detailed description.

Table B.1 — Agtivities in three phases

P 1,

nts

ing

the
ind

ble

the
bes.

Activity Phase o
Responsibility
123
4 SMS general requirements
4.1 Management responsibility
4.1.1 Manjagement commitment o | o e

4.1.2 Sery

ice management policy

4.1.3 Aut

. o ere . Top management
hority, responsibility and communication

4.1.4 Mar

agement representative

4.2 Governance of processes operated by 3rd parties

Project team

4.3 Documentation management

4.3.1 Establish and maintain documents

4.3.2 Con

Project team
trol of documents

4.3.3 Con

Documentation team
trol of records

4.4 Resource management

4.4.1 Provision of resources

Top management

16
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Activity Phase o
Responsibility
123
Project team
4.4.2 Human resources o | o

Human resource team

4.5 Establish and improve the SMS

4.5.1 Define scope

Project team

4.5

.2 Plan the SMS (Plan)

Projecttgam

4.5

.3 Implement and operate the SMS (Do)

Top management
Project tgam
Service owners

Process owners

4.5

.4 Monitor and review the SMS (Check)

4.5

b.4.1 General

Project tgam

Service imprqvement
manager

Service owners
Process owners

Audit team

4.5

b.4.2 Internal audit

Audit team

4.5

).4.3 Management review

Top manag¢ment

4.5

.5 Maintain and improve the SMS (Act)

4.5

.5.1 General

Project tgam

Service imprqvement
manager

Audit team
Process owners

Service owners

4.5

.5.2 Management of improvements

Top manag¢ment
Project tgam

Service imprgvement
manager

Service owners

Process owners

5 Design and transition of new or changed services

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

Activity Phase

Responsibility

New or changed service
project team

Change management
team

5.1 General e | o | Configuration manage-
ment team

Release managemen
team

Process owner

5.2 Plan new or changed services e | ¢ | New orchanged servige
project team

5.3 Design and development of new or changed services New or changed servige
project team

Change management
team

Configuration manage-
ment team

Release managemen
team

New or changed servige
project team

Change management

team
5.4 Trangition of new or changed services o | . .
Configuration managg-

ment team

Release managemen
team

6 Serviceldelivery processes

Project team

Service level manage
ment team

6.1 Servige level management e | o | | (Change management
team

Service owners

Process owners

6.2 Service reporting Project team

Service reporting man-
agement team

6.3 Service continuity and availability management
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Activity

Responsibility

6.3.1 Service continuity and availability requirements

Service continuity man-
agement team

Availability management

team

Service contin

ity man-

6.3.2 Service continuity and availability plans

agementt

Availabilityyma
team

eam

nagement

6.3.3 Service continuity and availability monitoring and
testing

Project te

Service continy
agement t

Availability ma
team

am

lity man-
Pam

nagement

6.4 Budgeting and accounting for services

Project te

Financial man
team

Process ow

am

agement

mers

6.% Capacity management

Project teg

Capacity man

Change management

team

Process ow

am

hgement

mers

6.6 Information security management

6.6.1 Information security policy

Top managg

Information s

managemenf team

Project teg

Process oy

rment

ecurity

am

viner

6.tr.2 Information security controls

Information decurity

managemen

Project tgam

k team

Audlt team

Process owner

6.6.3 Information security changes and incidents

Project team
Change management

Information security

managemen

Incident management

Process owners

tteam

7 Relationship processes

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

Activity Phase

Responsibility

Project team

Business relationship
management team

Service level manage-

7.1 Business relationship management o | o e
ment team

Change management
team

Process owhers

Project team

Supplier management
team

Service level manage

7.2 Suppljer management o | o |0 ment team

Change management
team

Process owners

8 Resoluflion processes

8.1 Incid¢nt and service request management Incident managemeng
team

Major incident managg-
° o | o ment team

Service request manage-
ment team

Process owners

Problem managemenit
team

8.2 Probllem management e | | Change management
team

Process owners

9 Control processes

9.1 Configuration management Configuration manage-
1; o | o |0 ment team

Process owners
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Activity

Phase

Responsibility

9.2 Change management

Configuration manage-
ment team

Change mana
team

Release man

gement

gement

team

Progess ow

mers

9.3 Release and deployment management

Reledsé mang
team

Configuration
ment ted

gement

manage-
m

Change management

team

Process ow

mers

© ISO/IEC 2013 - All rights reserved

21


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

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

Annex C
(informative)

Developing policies

C.1 Ger

The service provider planning to implement an SMS based on the requirements specified

ISO/IEC 2
implement

Per the requirements specified in ISO/IEC 20000-1:2011, the service management pelicy should clay

top manag

A process
to and sup|
by proced
outcomes

A single pd
potentially
and proce

should be identified and an action plan for providing the missing components approved and implement

Duringac
processes

Policies sh
developed
service pr

Policies sh
a)

b) major
servig

each i

Any chang
Similarly,
accountw

A policy dg

1 : L |
Cldl priiucipics

000-1:2011 should be aware that setting policies is fundamental to the success of
ation as well as the management and the improvement of the SMS.

ement direction. This policy should then be aligned with process specifig policies.

bolicy should provide direction for all service management process participants and be lin]
ported by other integrated process policies. Processes should alsé be linked to and suppor
ires. If this relationship between policy, process and proceduré’is maintained, the prog
can be supported by what is done on a day to day basis.

licy can have several dependent processes and a single process can have multiple procedu
F covering different usages of the same process across‘the organization. Policies, proces
Hures should form a logical set. Any components missing from a policy, process or proced

pbnformity assessment, the assessor should expect to see a coherent and logical set of polic
and procedures that are linked to the service provider’s objectives.

ould be developed to meet the service provider’s specific circumstances. Policies should
or revised as a result of the gap analysis and after each phase of the implementation, as
pvider fulfils more of the requireniénts specified in ISO/IEC 20000-1.

ould be reviewed and, if necessary, revised after each of the following:
hternal audit or management review;

changes, e.g. to the\services, processes or technology used to deliver the services, or
e provider’s organizational structure.

in
the

—

fy

ked
ted
ess

res,
ses
ure
ed.

ies,

be
the

the

completelyi

e to a policy.can initiate a change to a process or procedure impacted by the revised polj

1mplementat10n 1nc0rrectly and lead toa falled 1mplementat10n Adoptmg another orgamzatlon S p011c1es
also could mean the service provider’s management and project team have not given enough consideration
to what is required for their circumstances, perhaps because they have not been properly understood.

Example policies are provided below to illustrate the differences that can be required across different

organizati
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C.2 Phase 3 service management policy

2013(E)

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

a)

b)

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

ecified in

The interfaces between service management processes are clearly defined, documented and

monitored for effectiveness and efficiency.

)

d)

f)

g)

h)

j)

k)

D)

Is
4
e

Th
in

prq
car

components, including processes and services.

Annual benchmarkingagainstotherleading companies within the same industrysectoris
based on agreed measurements.

Adherence to service management policies and processes is measured to,assess the effec
existing suppliers, or to assess the suitability of potential supplierss

Roles and responsibilities for all service management processes’are defined in a cons
complete manner.

staff competences.
Changes to processes or procedures are controlled by the change management process.

New staff, or those changing roles, are trained\to an agreed level of competence in the pro
procedures they perform or are accountable-for.

The service management processes, policies and plans are regularly reviewed and en
incorporate innovations and improvements.

The service requirements should be agreed to ensure that service management act
focused on the fulfilment of those requirements.

We are committed to gontinually improve the effectiveness of the SMS and services in
with evolving businessobjectives and customer requirements.

} Phase 1 incident management policy

s sample policy on the incident management process illustrates what a service provider c
Phase 1 with many of the activities implemented that are required to fulfil incident md
cesgrequirements specified in [ISO/IEC 20000-1. In Phase 1 many of the other components
still'be at an early stage of implementation or not present. Once other components of the

be

Measurements are defined and used to measure the effectiveness and efficienty th all SMS

berformed

tiveness of

istent and

Documented roles and responsibilities are used as the’basis for training and management of

cesses and

hanced to

jvities are

alignment

an achieve
jnagement
of the SMS
SMS have

n lmp]nmnnfnd the incident mnnannmnnf pn]lr‘y can hbe nprlafnr] toreflect the control ofl

interfaces

with those components, for example p011c1es and processes.

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

a)
b)

‘)

d)

The incident management process owner is accountable for the incident management process.

All incidents are allocated a priority and classified by type.

To ensure timely resolution of incidents, process participants should have access to relevant

information. This should include available databases of known errors developed by the in
service request management process.

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

© ISO/IEC 2013 - All rights reserved
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e) Incidents can only be putinto suspended status with the formal agreement of the interested parties.

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

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

h) Theincident process owner should ensure that all relevant (or designated) stakeholders are notified
about and kept appraised of major incidents.

i) Servide reports are produced and used to track the efficiency and effectiveness of the incident’and
servide request management process. They are also used to identify and recommend imprevements.

j)  IfInciglent resolution includes changes to any component of the service, those changes-are’controlled
by theg change management process.
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Annex D
(informative)

Documentation management

e | ral 1 - g |
D- UCIlICTI Al PIIIICIPITS

Although an effective SMS is the result of what people actually do, often on a day to day basis, upporting

do¢umentation is important as it provides the continuity of understanding and a basis fo
review and continual improvement.

ISQ/IEC 20000-1:2011 includes requirements that documentation be appropriate and availa
staff can perform their roles. The documents do not need to be long or complex for this pu

r training,

ble so that
rpose. The

serjvice provider should aim to produce documents that are concise, easy te use and understand.

Dofumentation can also provide some of the evidence for an assesstnent. Documentation mgnagement

shquld be understood and included early in the planning for implementation of the SMS.

D.2 Assessment of documentation

The service provider should include existing documents‘and documentation management projcedures in

the gap analysis performed as part of the developmient of the business case for the SMS.
Comnmon deficiencies that should be checked during the document assessment can include:
a) | notall policies, processes, procedures and plans required by ISO/IEC 20000-1:2011 are do
b) | out of date or obsolete documentation in the same location as current versions;

c) | documents include the names‘of individuals instead of roles or job titles;

cumented;

d) | inclusion of irrelevant détails in the body of a document, such as the historic reasons a ngw process

or procedure was docuniented;

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

f) | no record of why a document was changed in the document history or who approved the|change;

h) | documentsthat are excessively detailed and time consuming to read or difficult to undet

i) | a wide variety of formats, structure and media;

stand;

erecords;

j) LmiSsing documents such as plans, objectives, policies, processes, procedures, SLAs and servi
k) unnecessary variations on processes and procedures;
1) policies, processes and procedures that are not connected as a logical hierarchy;

m) policies, processes and procedures that overlap or duplicate each other, or leave
components of the SMS undocumented;

n) missing or incomplete records;

important

0) acurrentdocumentorrecordthathasnorelationship towhatactivitiesareactually being performed.

© ISO/IEC 2013 - All rights reserved
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D.3 General SMS documentation guidelines

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

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

b) the secure document store can be physical, virtual or online. It can be a single secure document
store or several, linked and managed as a valuable resource for the SMS;

c) servi

repositories, collaboration spaces, intranet and the possibility of creating links between doctine
or recprds using hyperlinks;

d) aservijice provider can find it highly beneficial to manage documentation by defining-document;

Clsa
e) thest

electr
f) thesty

g) documents should be based on templates, with a similar structufejand format where possible

facilit

h) statut]
e.g.th

i) policig
1) th
2) nd
3) vd
4) cd
5) th
j)  policig

providers should give thought to the benefits of using electronic documents, document

controlling changes to them through the change management process;

ructure of the secure document store can group related documents into |a logical set, e.g
bnic folder;

ucture of the secure documentstore and the structure of documents cah supporteasy referenci

hte consistency and to simplify searching the different parts of each document;

pry and regulatory requirements and contractual obligations should be taken into accou
e period of time a document or record should be retained;

s, processes and procedures should be agreed for-:
e structure and media of the documents;

yming of documents;

rsion control;

ntrols and rights on amending or browse only;

e control of distributing documents;

s, processes and-procedures should support the control of documents throughout t}

nts

as

an

ng;

to

Int,

eir

lifecygle, including:
1) crfeation;

2) rdview;

3) approvdl;

4) maintenance;
5) disposal;

6) change;

k) Each stage of the document lifecycle should have a clear set of:

1) roles;

2) responsibilities;

3) accountabilities.

26
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D.4 Documentation planning

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

The following should be considered:

a)

b)

c)

d)

f)

g)

h)

outofdateorobsoletedocumentationshould bearchived, or,wherethereisnoneed fordocumentation

to be retained, it should be disposed of;

ensuring consistency of process activities is easier if there are templates, standard
example documents;

styles and

arecord has value if it represents what has been achieved without significant errors’and is in a style

and format that is easy to understand,;

the service provider can find that documents are varied in their format;style or level o
policies, processes and procedures should not be combined in a single document;

procedures previously produced as the result of localized or obsolete process initiative

[ detail, so

5 can have

little relationship to the current process or policy. Procedures,should be reviewed and iflnecessary

replaced or amended as part of the logical set of policy, processvand procedure;

the history of why a process or procedure was documented or amended should be summ
short history sheet, preferably at the front or back of the document;

the names of individuals should be replaced by¢the role or job title for all documents,
individuals involved in migrating the documeént through its lifecycle, e.g. the author o
accountable for approving the document for t¢lease or disposal;

the service provider should ensure that@ecess and retrieval of documents and records
during conformity assessments and throughout the lifetime of the SMS.

arized in a

except for
' manager

is possible
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Annex E
(informative)

Templates

E.1 Ger

This anne
based on t

1 : L |
Cldl Ppriiucipics

k contains several templates that can be amended to support the implementation of'an §
he requirements specified in ISO/IEC 20000-1.

MS

E.2 List of templates

Please notg that the list only shows some examples of templates that needs to be’developed
Serial Number Templates

E.3 ISO/IEC 20000-1 implementation project plan

E4 Service management plan

E.5 Policy template

E.6 Procedure template

E7 Change management policy template

E.8 Service improvement plan template

E9 Key performance indicator reporting template

E.10 Individual customer satisfaction template

E.3 ISO[IEC 20000-1 implementation project plan template

1 Introdyction

< Mention|the objective of th&:SMS implementation plan and intended audience. >

2 Plan

< Establish the objéctives and processes necessary to deliver results in accordance with customper
requiremgnts and.the organization’s policies. Planning elements may include the following. >
2.1 Vision|and mission of the SMS implementation project;

2.2 Organizational impact and risk analysis;

2.3 Core team composition;

2.4 Training plan - core team, practitioners, management;

2.5 Communication plan - internal and external stakeholders;

2.6 Governance framework;

2.7 Baseline assessment on process and performance.

3 Do

28
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< Implement the processes. The key activities here are: >

3.1 Design of the SMS;

3.2 Standard policies, procedures, guidelines and templates;

3.3 Standard measurement framework;

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

3.5 Management of changes to ways of working and behavioural aspects through appropriate trainings

an(l ARt oot A,
COTITIITO I IICacroLT,

3.6| Assess and deploy a set of service management tools to support the SMS and services.
4 Check

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

4.1| Periodic status reporting;

4.2| Project plan reviews by key stakeholders;
4.3| Audit and compliance framework.

5 Act

< Thke actions on the deviations and variances and centinually improve process performancg. >
6 Acronyms

< Ljst all the acronyms and their description used in the plan. >

7 §MS design

< Embed the SMS design. >

8 Key roles and responsibilities

< Dlescribe the roles and relsponsibilities. >

9 Measurements

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

< Ljst théTreviews, audits and verifications required for this plan. >

11| Tailoring

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

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

E.4 Service management plan template
1 Introduction

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

< Establish the scope and processes necessary in accordance with customer requirements. >
2.1 Overview and scope of the customer engagement;

2.2 Establish critical success factors of the customer engagement;

2.3 Enlist the service level agreement (SLA) requirements.

3 Engagement execution plan

< Establigh the engagement execution plan across people, process and technology requirements
necessarylin accordance with customer needs. >

3.1 Establlish assumptions, dependencies and constraints in the engagement;
3.2 Engagement organization structure;
3.3 Establlish roles and responsibilities;

3.4 Set-up|training requirements;

3.5 Establlish governance framework - internal and external interested parties;

3.6 Establlish communication plan - internal and external interested-parties;

3.7 Establfish escalation plan - internal and external interested parties;

3.8 Creatd resource management plan;

3.9 Establjsh infrastructure management plan - hardware, software, tools, network etc;
3.10 Creafe risk management plan;

3.11 Create performance management plan;

3.12 Estallish tracking, reviewing and reporting mechanisms of success factors, performance indicators
and service level targets and measurements;

3.13 Establish tracking, reviewing and reporting mechanism for service targets.
4 Servicelimprovement plan

< Establislp the service improvement framework for the customer engagement. >
5 Business continuity plan

<Establish the sétvice continuity requirements for the customer engagementwith frequency of executiop. >

6 Documentinanagement plan

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

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

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

9 Change history
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< Track the changes made to the service management plan document with reference to date, section

changed, change owner details. >

E.5 Policy template
1 Document overview
2 Purpose

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

3 Scope

<Indicate the scope and applicability of the various policies mentioned in Section 2 (of thistemplat
4 Policy statements
< Pfrocess name > management compliance policy

< Define the policy for the adherence to the agreed < process name > procéess and procedurs
rel¢vant documents. >

< Process name > management compliance policy statement

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

< Pplicy name > policy

is policy > < provide a brief statement of thexeason for the policy. >
< Pplicy name > policy statement

< Ipsert the policy statement >

< Ipsert any bullet points or delete, >

eferences

efer the process and procedure documents related to this policy. >
onconformity

etail the actigns-that should be taken in case of nonconformity to the policies. >

Procedure template

e), below. >

s. Refer to

n case the

bjéctive

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

2 Scope

< Detail the scope of the process. >

3 Acronyms

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

< Detail all key concepts of the process. >

© ISO/IEC 2013 - All rights reserved
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5 Process workflow

< Embed the process flow. >

6 Procedure

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

Activity 1: <Name>

Input

Tasks

Responsible

Output

1.1 Task name
Description
Step1:

o sub step

o sub step
Step 2

o sub step

o sub step

7 Process
< Describsd

8 Measur

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

ements

< List the jmeasurements planned to be collected for this’process. >

9 Verificd
< List they
10 Tailor

< Any var
be detaile

11 Templ
<Listallt
12 Tools

< Describsd

tion

ing
], >

ates

btatus

the(tool statues if applicable for this process. >

13 Interfarncl/rnfnrnnr‘nc toother processes

eviews, audits and verifications required for this process. >

e templates that should be provided with this process. >

ation to existing services:or processes required to fulfil specific service requirements n

hay

< Describe the interfaces with other processes. >

E.7 Change management policy template

1 Document overview

1.1 Purpose

< The purpose of this document is to detail the policies applicable while implementing or adhering to the
change management process established by the service provider. This document also details the actions
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