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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,
ISO/IEC]TC 1.

drafted in accordance with the
.iso.org/directivesl.

eastingavote:

www.iso.org/iso/foreword.html

This edltlon cancels and replaces

SulreormmitteeSECF—Software-and—systems—engireering—
the fn-s'b- edition (ISO/IEC 20000- 1%9'9-5-) which has been technically revised.~Hre=rrain
ArCrCieCsar casTonovwss

=——closeratigmmentto156-966+
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scope of the

—
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Dot .
Bt mGiteich , L embiomofserpi .
BepieSmGirpich tofirmit applicabitity of 150,4EC-20000-FFeehmniealR :
Pegpeind ; tel-fFeckmieatR ]
SetimSmExermiaimm] o planforiSOHEE-20000-FFechmicalR :

Wwwwiso.org/members.html.
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Introduction

- . st HSOAEC-26600-mchdethedesien tiom-deli Y

of an SMS provides
continual improvement,

ongoing
.ggreater effectlveness and eff1c1ency Mmmmymmﬁef
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Service
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The adoption of am-itesrated=process-approae : SUOTOEY
t ag% \“{)r fu-l-l-y—mtegrate multiple management
system standards. For example, an SMS:can be 1nte’g‘rq,¢e ith a quality management system based on

ISO 9001 or an information security ma nagement sg&ctgfn based on ISO/IEC 27001.
AN
(9

YsersofFigure 1
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Customers
(Internal &
External)

SERVICE
REQUIREMENT

SERVICES

SERVICE MANAGEMENT SYSTEM (SMS)

CONTEXT OF THE ORGANIZATION
* Organization and its Context © Interested Parties ¢ Scope of the SMS e Establish the SMS

LEADERSHIP

* Leadership & Commitment  « Policy  * Roles, Responsibilities and Authorities

PLANNING

* Risks and Opportunities  * Objectives  * Plan the SMS

SUPPORT OF THE SMS
* Resources * Competence * Awareness * Communication ¢ Documented Information ¢ Knowledge

OPERATION OF THE SMS

RELATIONSHIP & AGREEMENT

* Business Relationship
Management

* Service Level Management

* Supplier Management

OPERATIONAL PLANNING & CONTROL SERVICE DESIGN, BUILD & TRANSITION
* Change Management

* Service Design and Transition

* Release & Deployment Management
RESOLUTION AND FULFILMENT

* Incident Management

* Service Request Management

* Problem Management

SERVICE ASSURANCE

* Service Availability Management
* Service Continuity Management

* Information Security Management

SERVICE PORTFOLIO

* Service Delivery

* Plan the Services

« Control of Parties involved in the
Service Lifecycle

* Service Catalogue Management

* Asset Management

* Configuration Management

SUPPLY & DEMAND

* Budgeting & Accounting
for'Services

¢‘Demand Management

o Capacity Management

PERFORMANCE EVALUATION
* Monitoring, Measurement, Analysis & Evaluation
* Internal Audit
» Management Review.
* Service Reporting

IMPROVEMENT
» Nonconformity and Corrective Action
* Continual Improvement

Figure 1 — Service management system
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Information technology — Service management —

Part 1:
Service management system requirements

1 Scope

1.1 General

This i
a service management system (SMS)=stamdard—Ht

0 v ProvIGer=o-praty, , TTPTETCHTG O PErate; ) )

design, transition, delivery and improvement of services to fs
service requirements . This can be used by:

8’

m-m-gaﬂmﬁeﬂ_ seeking services i i and requiring assurance trat

N D '
- - a contistent approach FOESEVICEINTERyIEIby
all its service providers, including t% g%’ supggly&@l:%@;
) S Sb ’

c) i i téa@caemonstrate its capability for the -
design, transition, delivery andi veme Q@W@'ﬁvicesﬂmﬁfﬂmmmm;
»

AN L
d) i i to ‘;il“ioﬁtor, measure and review its service-nramagenrent
services; . \@Q@Q‘)
Nl
e) %aéﬁprove the -design, transition-and-d-eﬁvu-y-
of services R@T&u@h effective implementation and operation of an SMS;

2

L ]

an g Sr=oTr=auareorT—as=a
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