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Kasitlusala

1.1 Uldist

ja muudele asjakohastele standarditele.

See dokument annab juhised standardil ISO/IEC 20000-1 pdhineva teenusehalduse siisteemi (SMS-i)
rakendamiseks. Ta sisaldab néiteid ja soovitusi, mis vdoimaldavad organisatsioonidel tdlgendada ja
rakendada standardit ISO/IEC 20000-1, sealhulgas viiteid standardisarja ISO/IEC 20000 teistele osadele

Joonis 1 illustreerib SMS-i, mille sisu vastab standardi ISO/IEC 20000-1 peatiikkidele. See ei esita
struktuurset hierarhiat, jarjestust ega diguste tasemeid.
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Kliendid TEENUSEHALDUSE SUSTEEM (SMS)
(sisemised ORGANISATSIOONI KONTEKST
ja vélised) + Organisatsioon ja selle kontekst + Huvipooled « SMS-i kasitlusala « SMS-i loomine
JUHTIMINE

+ Juhtimine ja puhendumus  « Poliitika  « Rollid, kohustused ja digused

PLAANIMINE

+ Riskid ja voimalused + Eesmargid *» SMS-i plaanimine

SMS-i tugi
TEENUSE- * Ressursid * Padevus * Teadlikkus * Suhtlus + Dokumenteeritud teave * Teadmised

NOUDED

SMS-i kaitus
KAIDUPLAANIMINE JA OHJAMINE SUHE JA KOKKULEPE TEENUSE KAVANDAMINE,
+ Arisuhete haldus LOOMINE JA ULEMINEK
TEENUSTE PORTFELL + Teenusetaseme haldus + Muudatusehaldus
+ Tamijate haldus » Teenuse kavandamine ja tileminek
« Teenuse pakkumine + Véljalaske ja juurutamise haldus
e Teenuse plaanimine LAHENDAMINE JA TAITMINE
TEENUSED o Teenuse elutsiikliga * Intsidendihaldus
seotud poolte ohjamine * Teenusetaotluste haldus
e Teenusekataloogi haldus PAKKUMINE JANOUDLUS + Probleemihaldus
 Varahaldus = + Teenuste eelarvestamine ja TEENUSE TAGAMINE
* Konfiguratsioonihaldus arvestus + Teenuse kaideldavuse haldus
+ Noudluse haldus + Teenuse jatkuvuse haldus
+ Suutvuse haldus * Infoturbe haldus
JOUDLUSE HINDAMINE TAIUSTAMINE
Seire, md6tmine, analiiis ja hindamine + Lahknevus ja parandusmeede
Siseaudit + Pidev taiustamine

Juhtkondlik labivaatus
Teenuste aruandlus

Joonis 1 — Teenusehalduse siisteem

Peattikkide struktuur on mdeldud nouete iihtseks esitamiseks, mitte selleks, et anda organisatsiooni
poliitikate, eesmarkide ja protsesside dokumenteerimise mudelit. [ga organisatsioon v&ib valida, kuidas
tthendada nouded protsessideks. Iga organisatsiooni ning selle klientide, kasutajate ja muude huvipoolte
vaheline seos mojutab protsesside rakendamist. Organisatsiooni kavandatud SMS ei saa siiski valistada
tthtki standardis ISO/IEC 20000-1 maaratletud nduet.

Selles dokumendis kasutatud termin ,teenus“ viitab SMS-i kasitlusalasse kuuluvatele teenustele. Selles
dokumendis kasutatud termin ,organisatsioon” viitab SMS-i kasitlusalasse kuuluvale organisatsioonile.
SMS-i kasitlusalasse kuuluv organisatsioon voib olla osa suuremast organisatsioonist, naiteks
suurettevdtte infotehnoloogia osakond. Organisatsioon haldab ja pakub klientidele teenuseid ning seda
vOib nimetada ka teenuseandjaks. Selles dokumendis eristatakse selgelt termini ,teenus“ voi
»organisatsioon” kasutamist muudel eesmarkidel. Selles dokumendis kasutatud terminit ,pakutud” vdib
tolgendada kui koiki teenuse elutsiikli tegevusi, mida tehakse lisaks igapaevastele kaidutegevustele.
Teenuse elutsiikli tegevused hélmavad plaanimist, kavandamist, tileminekut, tarnimist ja taiustamist.

1.2 Rakendamine

Selles dokumendis olevad juhised on iildised ja mdeldud kohaldamiseks igale SMS-i rakendavale
organisatsioonile, olenemata organisatsiooni tiilibist v6i suurusest voi antavate teenuste olemusest.
Kuigi seda saab kasutada 'olenemata organisatsiooni tiilibist vdi suurusest vdi antavate teenuste
olemusest’, on standardi ISO/IEC 20000-1 juured IT-s. See on moeldud teenuste teenusehalduseks,
kasutades tehnoloogiat ja digitaalset teavet. Selles dokumendis toodud naited illustreerivad standardi
ISO/IEC 20000-1 erinevaid kasutusviise.
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Teenuseandja vastutab SMS-i eest ega saa seetdttu nduda, et teine pool tdidaks standardi
ISO/IEC 20000-1:2018 peatiikkide 4 ja 5 ndudeid. Naiteks ei saa organisatsioon paluda, et teine pool
tooks kohale tippjuhtkonna ja naitaks tippjuhtkonna kohustumust voi naitaks teenuse elutsiikliga seotud
poolte ohjet.

Monda standardi ISO/IEC 20000-1:2018 peatiikkides 4 ja 5 toodud tegevust vdib organisatsiooni
juhtimise all l4dbi viia teine pool. Naiteks vdib organisatsioon paluda teisel poolel luua SMS-i
votmedokumendina esialgne teenusehalduse plaan. Kui plaan on koostatud ja kokku lepitud, vastutab
selle eest organisatsioon ja hooldab seda. Nendes niidetes kasutab organisatsioon konkreetsete
liihiajaliste tegevuste jaoks teisi pooli. Organisatsioonil on SMS-i suhtes vastutus, digused ja kohustused.
Seetdttu saab organisatsioon tdendada kodikide standardi ISO/IEC 20000-1:2018 peatiikkide 4 ja 5
nduete taitmist.

Standardi ISO/IEC 20000-1:2018 peatiikkide 6 kuni 10 puhul v&ib organisatsioon tdendada, et see tdidab
ise koik nduded. Teise voimalusena vdib organisatsioon tdendada, et ta on vastutav nduete tditmise eest,
kui teised pooled on kaasatud standardi ISO/IEC 20000-1:2018 peatiikkide 6 kuni 10 nduete taitmisesse.
Organisatsioon saab toendada teiste teenuse elutsiikliga seotud poolte ohjet (vt jaotis 8.2.3). Naiteks voib
organisatsioon tdendada meetmete olemasolu teise poole puhul, kes annab taristuteenuse komponente
voi haldab toekeskust, sealhulgas intsidendihalduse protsessi.

Organisatsioon ei saa tdendada vastavust standardi ISO/IEC 20000-1 nduetele, kui koikide SMS-i
kasitlusalasse kuuluvate teenuste, teenusekomponentide v&i protsesside andmiseks voi
kaigushoidmiseks kasutatakse teisi pooli. Kui aga teised pooled annavad v6i hoiavad kdigus ainult
moningaid teenuseid, teenusekomponente voi protsesse, suudab organisatsioon tavaliselt tbendada, et
see vastab standardi ISO/IEC 20000-1 nduetele.

Selle dokumendi kéasitlusala ei hdlma toodete voi todriistade spetsifikatsioone. Siiski saab standardit
ISO/IEC 20000-1 ja seda dokumenti kasutada SMS-i talitlust toetavate toodete vdi tddriistade
valjatootamisel voi hankimisel.

1.3 Struktuur

See dokument jargib standardi ISO/IEC 20000-1 peatiikke ja sisaldab alates peatiikist 4 iga peatiiki voi
jaotise kohta kolme osa:

a) noutavad tegevused: standardi ISO/IEC 20000-1 selles jaotises ndutavate tegevuste kokkuvote.
Pange tdhele, et see kokkuvote ei korda standardi ISO/IEC 20000-1 noudeid ega lisa uusi noudeid,
vaid lihtsalt kirjeldab tegevusi;

b) selgitus: jaotise eesmargi selgitus ja jaotise sisu praktilised juhised, sealhulgas néited ja soovitused
standardi ISO/IEC 20000-1 nduete rakendamise kohta. Vajaduse korral viidatakse standardisarja
ISO/IEC 20000 teistele osadele ja muudele asjakohastele standarditele;

¢) muu teave: juhised rollide ja kohustuste ning SMS-i teostust toetava dokumenteeritud teabe kohta.
Siin voib olla ka asjakohast lisateavet.

IV




EVS-ISO/IEC 20000-2:2023

Tagasisidet standardi sisu kohta on véimalik edastada, kasutades EVS-i veebilehel asuvat tagasiside vormi
vOi saates e-kirja meiliaadressile standardiosakond@evs.ee.

ICS 35.020; 03.080.99

Standardite reprodutseerimise ja levitamise digus kuulub Eesti Standardimis- ja Akrediteerimiskeskusele

Andmete paljundamine, taastekitamine, kopeerimine, salvestamine elektroonsesse siisteemi vdi edastamine iikskdik millises
vormis v6i millisel teel ilma Eesti Standardimis- ja Akrediteerimiskeskuse kirjaliku loata on keelatud.

Kui Teil on kiisimusi standardite autoridiguse kaitse kohta, votke palun iihendust Eesti Standardimis- ja Akrediteerimiskeskusega;
Koduleht www.evs.ee; telefon 605 5050; e-post info@evs.ee

The right to reproduce and distribute standards belongs to the Estonian Centre for Standardisation and Accreditation

No part of this publication may be reproduced or utilized in any form or by any means, electronic or mechanical, including
photocopying, without a written permission from the Estonian Centre for Standardisation and Accreditation.

If you have any questions about standards copyright protection, please contact the Estonian Centre for Standardisation and
Accreditation:

Homepage www.evs.ee; phone +372 605 5050; e-mail info@evs.ee



mailto:standardiosakond@evs.ee
file:///C:/Users/gerli/Desktop/www.evs.ee
file:///C:/Users/gerli/Desktop/info@evs.ee
http://www.evs.ee/
mailto:info@evs.ee

[Blank page]



EVS-ISO/IEC 20000-2:2023

Contents Page
0 Q0 ) o vi
Amendment Al foreword Gl ... —————————— vii
0310 000 7o 11 T ) o viii
1 Y 0 1
1.1 LOTS) o T=) o= TP 1

1.2 DN2)/0] ) Cor= o) o 1000 PP 2

1.3 N3 o D (on 0 1 o< ST 2

2 NOIMALIVE FEfEIEINCES ...cuerererrererarsesessrsesessssessssssessssssesssssssssssssessssssessssssesssassesmsassesssassssnsassenssassesasassenes 3
Terms and defilitioNs .....cccorvrrrrrserrr s s s s s sm s sesms s e se s s e as s e smnasenns 3

4 Context of the Organization ... —————————— 3
4.1 Understanding the organization and itsS CONTEXL ......rrreeesreessmeesseesseesseesseessesssessees 3

4.1.1  ReqUITred aCtIiVITIES . ssssss s sssssssssssssssssssssssssssssens 3

4.1.2  EXPlaNation e sssssssssssssssssssss st ssssssssssssssssssssssssssssssssssens 3

%00 WS TN 015 0 <) ol 00000 0= U (o) o VAN 4

4.2 Understanding the needs and expectations of interested parties........eoenmeenreenens 4

4.2.1  ReqUITred aCtiVITIES .. sssssssssssssssssssssssssssssens 4

4.2.2  EXPlaNationN i sssssssssssssssssssss st sssssssssssssssssssssssssssssssssens 4

20770 TN 15 0 U<) ol 00009 00 = U (o) o VA 4

43 Determining the scope of the service management SYSteM .......ccouueeerrmersmeesseesseesseeenns 5

4.3.1  ReqUITred aCtiVITIES ..wrriininsininssessssssssesssssssssssss s sssssssssssssssssssssssssssssens 5

UGV 25 4] =1 0 F: Un (o) o 100 PPN 5

TS TS TN 015 0 U<) ol 0009 40 = U (o) o VAN 5

4.4 Service Management SYSTEIN ... s s 5

4.4.1 ReqUITEd ACHIVITIES ...oceoeeereeeeereeeciresicitse et eesse s ses s s s sss s ses s s sseanes 5

T2 3720 25 40 -1 0 Un U0 o 10000 TP 5

VS TN 015 0 U<) o 1 000190 = U5 (o) o VAN 6

5 LeaderShip .. s e 6
5.1 Leadership and COMMITINENT . ...t seesesseessesseessssssessessesssssss s ssssssesses 6

5.1.1 REQUITEA ACIVILIES vueeeereeeeereirsceseiset et ses et 6

51.2 EXPIaNation . ssssss st s st st sssans 6

51.3 Other INfOrMatiON ... e bbb bbb baes 7

5.2 POLICY ettt e s bbb bR R R 8

5.2.1 ReqUIred aCtiVItIEs ...cneeereerreseinesseinsesseessssessssssessesssssssbsesss s sessssssssssssssssssssssssssssssssnes 8

5.2.2  EXPlaNation .. ssssssssssssssssssssssssssssssssssssssssssisssssssssssssssssssssssssssaes 8

5.2.3  Other iNformationN. s ss s sss s ss s b s ssss s ssasbasaes 9

53 Organizational roles, responsibilities, and authorities ... 9

FST0 780 SR 210 1000 (= I Vot 74 L =2 9

5.3.2  EXPlANation st cs st ssess s s st 9

5.3.3  Other iNformationN. .. s s s seas s snas b bans 9

6 o D 10D 1 0 10
6.1 Actions to address risks and OPPOTTUNITIES ... ssesesssssssees 10

6.1.1 ReqUITed aCtiVITIES ..oveueereereerreeeeseeece e sse e ess s s ssss s 10

6.1.2  EXPIANation .ooceeceseeeeeeeeeeseesseiseessesseessessessessssssssse s ssss s s s s 10

6.1.3  Other INfOrmMatiON. .. s bbb s s s bse e 11

6.2 Service management objectives and planning to achieve them........ccooneenrennennen. 11

6.2.1 ReqUITEd ACIVITIES ..veeeeereereeereeeeseeece e isee et ess s s b ssse s ssss s 11

© ISO/IEC 2019 - All rights reserved

iii



iv

EVS-ISO/IEC 20000-2:2023

(372020 5540 =1 1 = Vo (o ) s DO PPN 11

6.2.3  Other iNfOrMation ...ttt ss s s s s ssssbsss bbb bees 12

6.3 Plan the service management SYSLEIM .......oerererernseseensessessessessessssssssssssssssssssssssssssassssees 12
6.3.1  ReqUIred aCtiVItiES . ssssss s ssssssssssssssasesanes 12

6.3.2  EXPlanationN..cssnsssssssssssssssssssssss s ssss s sssssss s ssssssssssssasesanes 12

6.3.3  Other iNfOrMationN ...ttt ss s s s ssss s 13

7 Support of the service management SYSteM.......cumsmsmsmsmsmsmsmsmssssssssssssssssssssssssssssssssssssssssas 13
7.1 RESOUTCES oo bbb s 13
7.1.1  ReqUired acCtiVItieS .. ssssssssssssssssss s sssssssssssssessssssssans 13

48 B2 254 o -1 0 =L (o ) o s OSSPSR 13

7.1.3  Other iNfOrmMation ...t reesesseiees e ess s s s ssssbsss bbb sees 14

7.2 [000) 1) 0T=1 1<) o oL <00 PPN 15
7.2.1  ReQUITEA ACtIVITIES .o reueeereereeureeeiereeseese et ssss s s sssse s ssss s s 15

7.2.2  EXPlANatiON .. cciesecesceectreeseiseesseeecsseesesse s ssssse s sss bbb s 15

7.2.3  Other iINfOrMatioN ..o sees s sssss s sssess s ssss e 15

7.3 AW AT EIIESS oo eevienrereesse s e s sessse s s s s s R RS R R R 15
7.3.1  ReqUIred aCtiVItIES .ocurreereesreeeseeeseemsesssees s sees s sssesssssssssssssssesssessssssssssmsessses 15

W8 /2 2514 0] - 4 - L (0 ) o U 16

7.3.3  Other iINfOrMatioN ..ot sees s ss s sssess b bss s 16

7.4 L0003 00 100 100 0 (z= 1 [0 o O 16
2% S 210 1000 (=T I Vot L4 2T 16

W72 254 0] Y 4 - L (0 ) o VOO 16

7.4.3  Other iINfOrMatioN ..o sees s ss bbb bbb 17

7.5 Documented INfOIMAtION ..o sees s ss s sssess s ssss e 17
8 T80 S €1 =) - Y PP 17

7.5.2  Creating and updating documented information ..........coeereeneceseeensersneenne. 18

7.5.3 Control of documented infOrmation ... 19

7.5.4 Service management system documented information .........conecneennes 20

7.6 KINOWIBAGE ...vereeeeeeeereemeeseeseessessesssesssesssesssienss s s ss s e s s sess e 21
7.6.1  ReqQUITEd aCtiVItIES .ccceeeereeeesseeecereeiciire et sess s s s esse s ss s saees 21

ARSIV 2540 -1 0 - Un (o ) o O oS OSPPPPTRON 21

7.6.3  Other iINfOrmMation ..o e sess s ssass e snses 21

8 Operation of the service management SYSTEIN ... 22
8.1 Operational planning and CONTIOL......... e ss s sasesees 22
8.1.1 ReqUIred aCtiVItIES . .coccereeereereeureeect ettt ses s s esss s es s 22

LS00 I 2514 0] =1 4 - L [0 ) o V00 TP 22

8.1.3  Other INfOrmMation ... sess s sasesnses 22

8.2 SEIVICE POTLIONIO coovcvrreeeeeeeceet ettt eb bbb es bbb e 23
B.2.1  SETIVICE AEIIVETY .ottt et esssssss s s ers b ess s 23

8.2.2  Plan the SEIVICES .. sssesssssssi s sass e ssssass e snnes 23

8.2.3  Control of parties involved in the service lifecycle ........cimnrnernnenneenne. 25

8.2.4 Service catalogue MaNAZEMENT.......ocureereeurerneeseeeesreesessessessesssesssessciseesseesessesasessees 26

8.2.5  ASSEl MANAZEIMENT .....ceureeeeeeceeeesseesseessessseesssesssess s seesse s ss s sss b st sessass e sases 28

8.2.6 Configuration MaNaZEIMENL ....cocweueemeeereerrrersseesseesseesseesse s ssesssisss s ssesss e sases 29

8.3 Relationship and agreEMENt ... creeneuseineeeseeseiseesseeees s ssesssessssssssssssssssessisnesaies 30
B.3.1  GENETAL .ottt ee et s bbb bR bbb 30

8.3.2 Business relationship management .......——————— 31

8.3.3  Service level Management. ... ——————— 33

8.3.4  Supplier MaNAZEMENT ..o ieereeccereeeeeseesee et seesseeess e s ssse s ssss e sees 34

8.4 SUPPIY ANd AEIMANA ..ottt seesesse e ss s s b sse s e ss s 36
8.4.1 Budgeting and accounting for SEIVICES .....c.rermernmemssesssesssssseesseessssssesssesanes 36

8.4.2 Demand ManAZEIMENT ..o eeeeseeseesseesssesssessseessesssesssesssessssssssssssssssesssesssssasssssessses 38

8.4.3 (Capacity MaNaGeMENt.......cccoerenrerresesesessessessessessesses s sssssssssssssssssssssessessessessessenss 38

8.5 Service design, build and tranSitioN ... ess s esesees 39

© ISO/IEC 2019 - All rights reserved



EVS-ISO/IEC 20000-2:2023

8.5.1 Change ManagemeNt......eermeeeesseeseessesssssessssessessssssssesssssssssssssssssssssssssssses 39

8.5.2 Service design and tranSition ... ssessssssssseens 43

8.5.3 Release and deployment Management.......oencereenseerernsessessessessessesssessssseens 46

8.6 Resolution and fUlfilmEnt. ... sessses s sessss s sssesssessssees 48

8.6.1 INCIdeNt MANAZEIMENT ..courvuieeeeeeerrerseesseesseeseesse e ssess s ssessssessses s sssasssesssenes 48

8.6.2 Service request MaANAZEMENT .....ocvvereererreereeeesseeesesessessessessessessssssssessssssssssessessessenss 49

8.6.3  Problem Management. ... neneneieenseseessessesssssesssssessssssssss s sssssssssssssns 50

8.7 SEIVICE ASSUTANICE ..viririrsisisisissis s bbb 51

8.7.1 Service availability ManNagement ......coceneenneereeesseesseeseesseesseesssessssssssssessseseseees 51

8.7.2  Service continuity ManNaZEMENT .......couurereereermeseseressessessessessessesssssssssssssssssssessessenss 52

8.7.3 Information security management.......eoreeneeneenseessenssssssssessesssesssssessssseens 53

9 Performance evaluation ... 55
9.1 Monitoring, measurement, analysis, and evaluation .......ooneneeneeneesneenecsseesseeneens 55

9.1.1  ReqUITEd ACIVITIES ....oeureereeererreeseeeeeseeses e ssesse st ssssse s ssssss bbb 55

9.1.2  EXPlaNation e sssssssssssssssssesssssssssssssssssssss st sssssssssssssssssssnes 55

9.1.3  Other iNfOrmMation....cceeeeeesseeiseesess s ssssss e sssess s sssess s s sssesssenes 56

9.2 INEEINAL QUAIE.ceereeeseeserreereesrees e e ess e s s s s s e s s e 56

9.2.1  ReqUITed aCtiVITIES .veueeeeeeeeeeemeeseeseesseesssees s ssesssssessssss s sssssesssesssssssssssssssesssessssees 56

0.2.2  EXPlaNation e sssssssssssssssssssssssssssssssssssssss s sssssssssssssnes 56

9.2.3  Other iNfOrMation....oc e sees s sssess s sssssssss s s sssesssessseees 57

9.3 MaANAGEMENT TEVIEW .....oueruceerresermerserssessessessessessesss s sssssesssssss s sessses s ssssssessesssesssssssssessesas 57

9.3.1  ReqUIred aCtiVITIES .ueeeeeeeeeemeeseesseessressseesseesseessssssesssees s sesssesssesssessssssssesssesssessssees 57

0.3.2  EXPlaNation e ssssssssssssssssesssssssssssssssssssss s ssssssassssssnes 57

9.3.3  Other iNfOrmMation. ... ssssssesessssss s ssessssss s sssssss s sssassssssseees 57

9.4 Y= 02 (oLl (=] 010 ) oo Do ¥ PP 58

9.4.1 ReqUIred aCtiVItIeS ... ssssssssssssassssesnes 58

9.4.2  EXPlaNation et sssssssssssssssssssssssssssssssssssssss s s sasssssassssssnes 58

9.4.3  Other INfOrmMationN.... e sees s sssesssenssnees 58

10 IMPIOVEIMENT ... AR 58
10.1 Nonconformity and COTrective aCtion ......coeeneenseenneiseesssessseeseessessseessse s sssesssessssees 58

10.1.1 ReqUITed aCtIVILIES ...cccreereereereeeesreriie s seessessesssesesssessesss s sssssesssesss st sessssssesasessees 58

10.1.2 EXPlaNation cocececeeeeeeerseesseesseesieessssisesssessseesssesssesssessssssssssssssssssssssssesssesssesssessssssassssnes 59

10.1.3  Other INfOrMatiON. .. e eereesreesseersersesi s rsesssees s ssess s sesssesssessssssssssssesases 59

10.2  ContinuUal iIMPIrOVEIMENT.......ocereereeeesreeseesseeseessessieeseessi s sssssessesss s ssssssssssssss st s sssessesasesaees 59

10.2.1 ReqUITed aCtIVILIES ....cccereereeeereeeesreeeesseesei sttt sesses s ssesssessesssssss s sessssssasasesaees 59

IO T0 25'4 0 = 4 =111 ) oW PP 59

10.2.3  Other INfOrMatiON. .. eereesreerseerseeserssess s seesseessesssess e sssesssssssesssesssessssssssssasessses 60

Annex A (informative) Mandatory documented information in ISO/IEC 20000-1:2018....... 61
231 L0 4 i 1 0] 42, 65

© ISO/IEC 2019 - All rights reserved



vi

EVS-ISO/IEC 20000-2:2023

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.

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for
the different types of document should be noted. This document was drafted in accordance with
the editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject
of patent rights. ISO and IEC shall not be held responsible for identifying any or all such patent
rights. Details of any patent rights identified during the development of the document will be in the
Introduction and/or on the ISO list of patent declarations received (see www.iso.org/patents) or
the IEC list of patent declarations received (see http://patents.iec.ch).

Any trade name used in this document is information given for the convenience of users and does
not constitute an endorsement.

For an explanation of the voluntary nature of standards, the meaning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO's adherence to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see
www.iso.org/iso/foreword.html.

This document was prepared by Joint Technical Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 40, IT Service Management and IT Governance.

This third edition cancels and replaces the second edition (ISO/IEC 20000-2:2012), which has been
technically revised.

The main changes from the previous edition are as follows:

a) updated to align with ISO/IEC 20000-1:2018;

b) improved consistency and clarity of guidance for each clause with these consistent elements:
Required activities, Explanation (which includes purpose statement), and Other information

(which includes guidance on documented information and roles and authorities);

¢) added an Annex (Annex A) that compiles all of the mandatory documented information called
for in ISO/IEC 20000-1.

Alist of all parts in the ISO/IEC 20000 series can be found on the ISO website.

Any feedback or questions on this document should be directed to the user’s national standards
body. A complete listing of these bodies can be found at www.iso.org/members.html.
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Amendment A1 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.

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for
the different types of document should be noted. This document was drafted in accordance with
the editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject
of patent rights. ISO and IEC shall not be held responsible for identifying any or all such patent
rights. Details of any patent rights identified during the development of the document will be in the
Introduction and/or on the ISO list of patent declarations received (see www.iso.org/patents) or
the IEC list of patent declarations received (see http://patents.iec.ch).

Any trade name used in this document is information given for the convenience of users and does
not constitute an endorsement.

For an explanation of the voluntary nature of standards, the meaning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO's adherence to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT),
see www.iso.org/iso/foreword.html.

This document was prepared by Joint Technical Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 40, IT Service Management and IT Governance.

Alist of all parts in the ISO/IEC 20000 series can be found on the ISO website.

Any feedback or questions on this document should be directed to the user’s national standards
body. A complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

This document provides guidance for establishing, implementing, maintaining, and continually
improving a service management system (SMS). An SMS supports the management of the service
lifecycle, including the planning, design, transition, delivery, and improvement of services, which
fulfil agreed requirements and deliver value for customers, users, and the organization delivering
the services.

The adoption of an SMS is a strategic decision for an organization and is influenced by the
organization’s objectives, the governing body, other parties involved in the service lifecycle and the
need for effective and resilient services. The guidance in this document aligns with ISO/IEC 20000-
1:2018. This document (ISO/IEC 20000-2) is intentionally independent of guidance for the
management of any specific type of service. The organization can use a combination of generally
accepted frameworks and its own experience. Improvement for service management can use
common improvement methodologies and apply them to the SMS and the services. Appropriate
tools for service management can be used to support the SMS. Implementation and operation of an
SMS provides ongoing visibility, control of services, and continual improvement, leading to greater
effectiveness and efficiency. Improvement for service management applies to the SMS and the
services.

The clause structure in this document (i.e. clause numbering and sequence) aligns with

ISO/IEC 20000-1:2018 and the terms used in this document align with ISO/IEC 20000-1:2018 and
ISO/IEC 20000-10:2018.
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Information technology — Service management — Part 2:
Guidance on the application of service management
systems

1 Scope
1.1 General

This document provides guidance on the application of a service management system (SMS) based
on ISO/IEC 20000-1. It provides examples and recommendations to enable organizations to
interpret and apply ISO/IEC 20000-1, including references to other parts of ISO/IEC 20000 and
other relevant standards.

Figure 1 illustrates an SMS with the clause content of ISO/IEC 20000-1. It does not represent a
structural hierarchy, sequence, or authority levels.

Customers SERVICE MANAGEMENT SYSTEM (SMS)
(Intemal & CONTEXT OF THE ORGANIZATION
External) * Organization and its Context * Interested Parfies * Scope of the SMS = Establish the SMS
LEADERSHIP
* Leadership & Commitment = Policy = Roles, Responsibilities and Authorities
PLANNING
* Risks and Opportunities  * Objectives  + Plan the SMS
4[\\ SUPPORT OF THE SMS
SERVICE ™ * Resources * Competence * Awareness * Communication * Documented Information « Knowledge
REQUIREMENTS> —-—
*I, /-/ OPERATION OF THE SMS
OPERATIONAL PLANNING & CONTROL ~ RELATIONSHIP & AGREEMENT SERVICE DESIGN, BUILD & TRANSITION
* Business Relationship * Change Management
p SERVICE PORTFOLIO Management « Service Design and Transition
S/ * ﬁf;r:ltcr?ensilr‘i'?gs « Service Level Management * Release & Deployment Management
— * « Supplier Management
/ * Control of Parties involved in the P ¢ E“IESO.;UTIOC,I AND FLLFILVENT
&SERV\CES Service Lifecycle : Er;mm _entRanagetn;‘lent t
\ * Service Catalogue Management . Per;:m N:quues anfgeme"
\\ * Asset Management SUPPLY & DEMAND roblem Managemen
* Configuration Management * Budgeting & Accounting SERVICE ASSURANCE
for Services * Service Availability Management
+ Demand Management « Service Continuity Management
+ Capacity Management * Information Security Management
PERFORMANCE EVALUATION IMPROVEMENT
* Monitoring, Measurement, Analysis & Evaluation = Nonconformity and Corrective Action
* Internal Audit « Continual Improvement
* Management Review
= Service Reporting

Figure 1 — Service management system

The structure of clauses is intended to provide a coherent presentation of requirements, rather
than a model for documenting an organization’s policies, objectives, and processes. Each
organization can choose how to combine the requirements into processes. The relationship
between each organization and its customers, users, and other interested parties influences how
the processes are implemented. However, an SMS as designed by an organization cannot exclude
any of the requirements specified in ISO/IEC 20000-1.
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The term ‘service’ as used in this document refers to the services in the scope of the SMS. The term
‘organization’ as used in this document refers to the organization in the scope of the SMS. The
organization in the scope of the SMS can be part of a larger organization, for example an IT
department of a large corporation. The organization manages and delivers services to customers
and can also be referred to as a service provider. Any use of the terms ‘service’ or 'organization’
with a different intent is distinguished clearly in this document. The term ‘delivered’, as used in this
document, can be interpreted as all of the service lifecycle activities that are performed in addition
to daily operational activities. Service lifecycle activities include planning, design, transition,
delivery, and improvement.

1.2 Application

The guidance in this document is generic and is intended to be applicable to any organization
applying an SMS, regardless of the organization's type or size, or the nature of the services
delivered. While it can be used ‘regardless of the organization’s type or size, or the nature of the
services delivered’, ISO/IEC 20000-1 has its roots in IT. It is intended for service management of
services using technology and digital information. The examples given in this document illustrate
a variety of uses of ISO/IEC 20000-1.

The service provider is accountable for the SMS and therefore cannot ask another party to fulfil the
requirements of ISO/IEC 20000-1:2018, Clauses 4 and 5. For example, the organization cannot ask
another party to provide the top management and demonstrate top management commitment or
to demonstrate the control of parties involved in the service lifecycle.

Some activities in ISO/IEC 20000-1:2018, Clauses 4 and 5 can be performed by another party under
the management of the organization. For example, an organization can ask another party to create
the initial service management plan as a key document for the SMS. The plan, once created and
agreed, is the direct responsibility of and is maintained by the organization. In these examples, the
organization is using other parties for specific short-term activities. The organization has
accountability, authorities, and responsibility for the SMS. The organization can therefore
demonstrate evidence of fulfilling all of the requirements of ISO/IEC 20000-1:2018, Clauses 4 and
5.

For ISO/IEC 20000-1:2018, Clauses 6 to 10, an organization can show evidence of meeting all of
the requirements itself. Alternatively, an organization can show evidence of retaining
accountability for the requirements when other parties are involved in meeting the requirements
in ISO/IEC 20000-1:2018, Clauses 6 to 10. Control of other parties involved in the service lifecycle
can be demonstrated by the organization (see 8.2.3). For example, the organization can
demonstrate evidence of controls for another party who is providing infrastructure service
components or operating the service desk including the incident management process.

The organization cannot demonstrate conformity to the requirements in ISO/IEC 20000-1 if other
parties are used to provide or operate all services, service components, or processes within the
scope of the SMS. However, if other parties provide or operate only some of the services, service
components, or processes, the organization can normally demonstrate evidence of meeting the
requirements specified in ISO/IEC 20000-1.

The scope of this document excludes the specification of products or tools. However,
ISO/IEC 20000-1 and this document can be used to help with the development or acquisition of
products or tools that support the operation of an SMS.

1.3 Structure
This document follows the clauses in ISO/IEC 20000-1 and, from Clause 4 onwards, provides three
sections per clause or sub-clause:

a) Required activities: a summary of the activities required by this clause in ISO/IEC 20000-1 Note
that this summary does not replicate the requirement statements in ISO/IEC 20000-1 or add
new requirements, but simply describes the activities;
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b) Explanation: an explanation of the purpose of the clause and practical guidance on clause
contents, including examples and recommendations on how to implement the requirements of
ISO/IEC 20000-1. When relevant, it refers to other parts of ISO/IEC 20000 and other relevant
standards;

c) Other information: guidance on roles and responsibilities and on documented information
supporting the implementation of an SMS. Further relevant information can also be included.

2 Normative references

The following documents are referred to in the text in such a way that some or all of their content
constitutes requirements of this document. For dated references, only the edition cited applies. For
undated references, the latest edition of the referenced document (including any amendments)
applies.

ISO/IEC 20000-10, Information technology — Service management — Part 10: Concepts and
vocabulary

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO/IEC 20000-10 apply.

ISO and IEC maintain terminological databases for use in standardization at the following
addresses:

— IEC Electropedia: available at http://www.electropedia.org/

— SO Online browsing platform: available at http://www.iso.org/obp

4 Context of the organization
4.1 Understanding the organization and its context
4.1.1 Required activities

The organization determines external and internal issues relevant to its purpose and affecting its
ability to achieve the intended outcomes of the SMS.

4.1.2 Explanation

The purpose of this required activity is to set the context by determining those issues that are
relevant to the organization’s purpose and influence its ability to achieve the intended outcomes of
the SMS. These outcomes include the delivery of value to its customers. Issues can vary, e.g. internal
or external, positive or negative. All issues taken together provide the basic context in which the
organization establishes its SMS.

NOTE The word ‘issue’ in this context can be factors or attributes that have a positive or negative impact.
These are important topics, factors, or attributes for the organization in the context of its ability to deliver
services of an agreed quality to its customers.

To implement an SMS successfully, the organization identifies and documents its internal and
external context. Context includes the nature of the organization itself, the needs and expectations
of other interested parties that have a stake in the SMS, and the scope of the SMS itself. Based on an
understanding of these issues, the SMS can be established.

Early in the planning stage, the organization should establish how ISO/IEC 20000-1 is applicable
to the organization’s context, so that the initial scope of the SMS can be documented. Failing to
identify the context, interested parties, and scope can lead to an unsuccessful or inefficient SMS.
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