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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.

The proced
described i
the differen
editorial ru

Attention i
of patent r
rights. Detg
Introductio

list of patent declarations received (see http://patents.iec.ch).

Any trade 1
constitute 4

For an expllanation of the voluntary nature of standards, tlie meaning of ISO specific terms

expressions
World Trad
iso/forewof

UT'C C i [11C] d 0Se 1 OT 1 d d

h the ISO/IEC Directives, Part 1. In particular, the different approval criteria needeq
t types of document should be noted. This document was drafted in accordanee with
les of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

drawn to the possibility that some of the elements of this document may be the sul
ghts. ISO and IEC shall not be held responsible for identifying any’ ‘ot all such p4d
ils of any patent rights identified during the development of the dociment will be i
h and/or on the ISO list of patent declarations received (see www.iso.0rg/patents) or th¢

n endorsement.

related to conformity assessment, as well as ififermation about ISO's adherence ta
e Organization (WTO) principles in the TechnicalBarriers to Trade (TBT), see www.iso.
d.html.

This docunpent was prepared by Joint Technical Cemmittee ISO/IEC JTC 1, Information Techno

Subcommit

Any feedba
complete lig

Lee SC 7, Systems and Software Engineering.

'k or questions on this document shiould be directed to the user’s national standards bo
ting of these bodies can be found at www.iso.org/members.html.

ame used in this document is information given for the convenience of users and doe$

g are

i for
| the

bject
itent

the
e [EC

not

and
the

org/

[ogy,

dy. A

© ISO/IEC 2020 - All rights reserved


https://www.iso.org/directives-and-policies.html
https://www.iso.org/iso-standards-and-patents.html
http://patents.iec.ch/
https://www.iso.org/foreword-supplementary-information.html
https://www.iso.org/foreword-supplementary-information.html
https://www.iso.org/members.html
https://iecnorm.com/api/?name=a82273e604ffc0dbdbf37db9b16b0b12

ISO/IEC TS 33054:2020(E)

Introduction

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

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

refefence model provides traceability to requirements. The process reference model do€s hot attempt
to place the processes in any specific environment nor does it pre-determine any-level of process
capdbility required to fulfil the ISO/IEC 20000-1 requirements. The process reférence model does not
proviide the evidence required to be conformant to the evidence requirements,ef1SO/IEC 2p000-1. The
prodess reference model is not intended to be used for a conformity assessmeént audit or as a process
implementation reference guide.

ISO/IEC 33001 describes the concepts and terminology used for process assessment. ISO/IEC 33002
desdribes the requirements for conducting an assessment. [ISO/IEC 33004 describes the requirements for
prodess reference, process assessment and maturity models. ISO/IEC 33020 describes the mpasurement
scal¢ for assessing the process quality characteristic of process-capability. ISO/IEC TR 24774 describes
the gommon elements of processes.

The [relationships between ISO/IEC 20000-1, ISO/IEG TR 24774, I1SO/IEC 33002, ISOAIEC 33004,
ISO/[IEC 33020, this document and ISO/IEC TS 33074+are shown in Figure 1.

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

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

assessment and matufity
models ISO/IEC TS 33054 - A process reference
model for service management
\
1SO/IEC33002’- Requirements provides description of processes asse$sed by
for performing process assessment ¥

ISO/IECTS 33074 - Process
150/IEC 33020 - Process capability assessment model for

measurement framework for / service management

dassessment oI process CapabDlIlty

Figure 1 — Relationships between relevant standards

Clause 4 provides an overview of the process reference model.
Clause 5 describes the processes in the process reference model.

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

Annex B provides the statement of conformity in accordance with ISO/IEC 33004.
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This document replaces ISO/IEC TR 20000-4.
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Information technology — Process assessment — Process
reference model for service management

1 Scope

This

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

The
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eithg
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ISO
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ISO

ISO
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This
The
man|

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

process reference model in this document is directed at assessment spensors and
5sors who wish to select a model, and associated documented process method, for assq
1 capability determination or process improvement).

Normative references

titutes requirements of this document. For dated referénces, only the edition cited

[EC 20000-10, Information technology — Service management — Part 10: Concepts and V)|

[EC 33001, Information technology — Process dssessment — Concepts and terminology

Terms and definitions

the purposes of this document{©the terms and definitions given in ISO/IEC
[EC 20000-10 apply.

ind [EC maintain terminological databases for use in standardization at the following a

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

EC Electropediarayvailable at http://www.electropedia.org/

Dverview of the process reference model

clausexdescribes the structure of a process reference model to support service m|
process reference model includes processes, which can already exist in the context

esses. Each

competent
ssment (for

following documents are referred to in the text in such a’way that some or all of their content

hpplies. For

ited references, the latest edition of the referenced document (including any amendmerts) applies.

bcabulary

33001 and

ddresses:

anagement.
bf a service

pgerment system of a service provider.

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

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

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

The term "common processes" refers to those processes identified with the text within the management
system sub-clauses that is common to all management system standards. The "leadership" process is

also

common to all management system standards.
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Technical processes include those associated with the following groups:
— service delivery processes;

— service design, build and transition processes;

— resolution and fulfilment processes;

— service control processes;

— supply and demand processes;

— service[assurance processes.

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

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

Users of thlis document may freely reproduce the detailed descriptions cofitained in this prdcess
reference model as part of any tool or other material to support the performance of process assessments,
so that it cap be used for its intended purpose.

2 © ISO/IEC 2020 - All rights reserved
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Leadership process
TOP.1 Leadership

Common processes

COM.01 Communication management COM.02 Documentation management
COM.03 Human resource management COM.04 Improvement

COM.05 Internal audit COM.06 Management review

COM.07 Non-conformity management COM.08 Operational planning
COM.09 Operational implementation and control COM.10 Performance evaluation

COM.11 Kisk management

Relationship and agreement processes
RAA.1 Business relationship management RAA.2 Service level managenient
RAA.3 Service reporting RAA.4 Supplier management
RAA.5 Service catalogue management

Service delivery process
SDE.1 Service delivery

Service design, build and transition Service control processes
processes SPC.1~ Change management
SDB.1 Service requirements SPC.2 Configuration management

SDB.2  Service design
SDB.3  Service build and transition
SDB.4 Release and deployment management

Supply and demand processes

SAD.1 Budgeting and accounting for services

SAD.2 Demand management
Resolution and fulfilment processes SAD.3 Capacity management

RAF.1 Incident management
RAF.2  Service request management
RAF.3 Problem management Service assurance processes
SAS.1  Service availability management
SAS.2  Service continuity management
SAS.3 Information security managemer

(i

Figure 2 — Processes in the process reference model

5 Process descriptions

5.1 General

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

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

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

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

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

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

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

f) Number of outcomes: the set of process outcomes are necessary and sufficient to achieve the

purposg-ef-the-pre€ess:

In 5.2 to 5.B4, all entries in the requirements traceability row end with numbers in square-brackets,
(i.e. [n]). Eagh number in the square brackets is a reference to a numbered outcome. These ofitcomef are

directly linked to the requirements of ISO/IEC 20000-1.

Some outcqmes are shown in square brackets. These are only indirectly linked to requirements
of ISO/IEC R0000-1. The outcomes in square brackets are not referenced by any.ofthe entries i the
requiremerfts traceability row. These additional outcomes have been incliidéd because they| are
considered necessary in order for this type of process reference model to setve as the basis of the PAM
(ISO/IEC T4 33074). With these additional outcomes, the process is complete and the process purpose

can be achi¢ved.

5.2 COM|01 Communication management

Progess ID

COM.01

Name

Communication management

Pprpose

The purpose of communication management is to produce timely and accurate inform4
tion products to support effective communication and decision making.

Oufcomes

As aresult of successful implementation of this process:

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

3. The party respensible for the communication is identified.
4. Events that require communication actions are identified.
5. The-channel for the communication is selected.

6. _dnformation products are communicated to relevant interested parties.

Requir¢ments
tracdability.

ISO/IEC 20000-1:2018, 5.2.2
ISO/IEC 20000-1:2018, 6.2.1
ISO/IEC 20000-1:2018, 7.4

Communicating the service management policy [6]
Establish objectives [6]

Communication [1,2,3,4,5]

SU/1EC ZU00U-112U10, 6.5.1.5
ISO/IEC 20000-1:2018, 8.5.2.3
ISO/IEC 20000-1:2018, 8.6.1
ISO/IEC 20000-1:2018, 8.7.3.1
ISO/IEC 20000-1:2018, 9.2.2
ISO/IEC 20000-1:2018, 9.4

Change management activities [6]
Build and transition [6]

Incident management [6]
Information security policy [6]

[6]

Service reporting [6]

© ISO/IEC 2020 - All rights reserved
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Process ID

COM.02

Name

Documentation management

Purpose

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

Outcomes

As aresult of successful implementation of this process:

1

n o io L L3 o 1o | Lo s | VRN |
L. DUCUIIITTILTU TITIUT ITTIAdUIVUIT U UT UUCTUILITIILCU 15 TUTITIUITITU.

2. The forms of documented information representation are defined.

3.

The documented information content status is known.]

4. Documented information is current, complete and valid.

5. Documented information is released according to defiried criteria.

6. Documented information is available to relevant ifiterested parties.

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

Requirements
traceability

ISO/IEC 20000-1:2018, 4.3

ISO/IEC 20000-1:2018, 5.2.2
ISO/IEC 20000-1:2018, 6.1.2
ISO/IEC 20000-1:2018, 6.2.1
ISO/IEC 20000-1:2018, 7.2
ISO/IEC 20000-1:2018, 7.5:2
ISO/IEC 20000-1:2018, Z:5.3.1
ISO/IEC 20000-1:2018; 7.5.3.2
ISO/IEC 20000-1:2018, 7.5.4
ISO/IEC 20000-1:2018, 7.6
ISO/IEC 20000-1:2018, 8.1
ISO/IEC 20000-1:2018, 8.2.2
ISO/IEC 20000-1:2018, 8.2.3.1
ISO/IEC 20000-1:2018, 8.2.4
ISO/IEC 20000-1:2018, 8.2.6
ISO/IEC 20000-1:2018, 8.3.2
ISO/IEC 20000-1:2018, 8.3.3
ISO/IEC 20000-1:2018, 8.3.4.1

Determiningthe scope of the service manage
system [4,6]

Commuinicating the service management polj
(1}

Establish objectives [1]

Competence [1]

Creating and updating documented informat
[6]

[1,4,6,7]

Service management system documented infi
Knowledge [1,4,6]

Operational planning and control [1]

Plan the services [1]

[1]

Service catalogue management [4,6]
Configuration management [1,6]

Business relationship management [1]

Service level management [1]

ment

cy [1]

on [1,2,4]

brmation [1]

Management of external suppliers [1]

ISO/IEC 20000-1:2018, 8.3.4.2

ISO/IEC 20000-1:2018, 8.4.3
ISO/IEC 20000-1:2018, 8.5.1.1
ISO/IEC 20000-1:2018, 8.5.1.3
ISO/IEC 20000-1:2018, 8.5.2.2
ISO/IEC 20000-1:2018, 8.5.3
ISO/IEC 20000-1:2018, 8.6.1
ISO/IEC 20000-1:2018, 8.6.2
ISO/IEC 20000-1:2018, 8.6.3

Management of internal suppliers and customers acting

as a supplier [1]

Capacity management [1,4]

Change management policy [1]

Change management activities [1]

Design [1]

Release and deployment management [1,6]
Incident management [4]

Service request management [4,6]

Problem management [4,6]

© ISO/IEC 2020 - All rights reserved
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Process ID|COM.02
ISO/IEC 20000-1:2018, 8.7.1 Service availability management [1]
ISO/IEC 20000-1:2018, 8.7.2 Service continuity management [1,6]
ISO/IEC 20000-1:2018,8.7.3.1  Information security policy [1,5]
ISO/IEC 20000-1:2018,8.7.3.2  Information security controls [1,5]
ISO/IEC 20000-1:2018, 9.1 Monitoring, measurement, analysis and evaluation [1]
ISO/IEC 20000-1:2018, 9.2.2 [1]
ISO/IEC 20000-1:2018, 9.3 Management review [1]
ISOHEC20666-+264836-12 3|
ISO/IEC 20000-1:2018, 10.2 Continual improvement [1]
5.4 COM|03 Human resource management
Profess ID COM.03
Name |Human resource management
Purpose|The purpose of human resource management is to provide the©rganization with neceg-
sary competent human resources and to improve their competencies, in alignment with
business needs.
Ougcomes|As a result of successful implementation of this process:
1. The competencies required by the organizatignto produce products and serviceg are
identified.
2. Identified competency gaps are filled throtigh training or recruitment.
3. Understanding of roles and activitiesiin achieving organisational objectives in profduct
and service provision is demonstrated by each person.
Requir¢ments|ISO/IEC 20000-1:2018, 7.2 Cempetence [1,2]
traceability| ;5 /1E¢ 20000-1:2018, 7.3 Awareness [3]
5.5 COM|04 Improvement
Progess ID|COM.04
Name | Improvement
Plurpose|The purpdse of improvement is to continually improve the management system, its prd-
cesses, products and services.
Outcomes|As aTesult of successful implementation of this process:
L.")* Opportunities for improvement are identified.
2. Opportunities for improvement are evaluated against defined criteria.
2 L auzananntc o et ot o
S—mpreovententsareprioritiseds
4. Improvements are implemented.
5. The effectiveness of implemented improvements is evaluated.
Requirements|ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [1]
traceability

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

ISO/IEC 20000-1:2018, 8.3.4.2  Management of internal suppliers and customers acting

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

© ISO/IEC 2020 - All rights reserved
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Process ID

COM.04

ISO/IEC 20000-1:2018, 8.6.1 Incident management [1]
ISO/IEC 20000-1:2018, 8.7.3.3  Information security incidents [1]
ISO/IEC 20000-1:2018, 10.2 Continual improvement [2,3,4,5]

5.6 COM.05 Internal audit

Process ID

COM.05

Name

Internal audit

Purpose

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

ment system, products, services, and processes to the requirements, polieies; plans and

agreements, as appropriate.

manage-

Outcomes

As aresult of successful implementation of this process:

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

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

3. Conformity of selected services, products and prdcesses with requiremen
agreements is determined.

huditors are

s, plans and

Requirements
traceability

ISO/IEC 20000-1:2018,9.2.1 [3]
ISO/IEC 20000-1:2018, 9.2.2 [1,2]

5.7 | COM.06 Management review

Process ID

COM.06

Name

Management review

Purpose

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

bment sys-

Outcomes

As aresult of successful implementation of this process:

1. The objectives of the review are established.

2. The status and performance of an activity or process are assessed in terms of the

established objectives.

3.\_Risks, problems and opportunities for improvement are identified.

Requirements
traceability

[SO/IEC 20000-1:2018, 5.3 Organizational roles, responsibilities and aut
ISO/IEC 20000-1:2018, 9.3 Management review [1,2,3]

horities [2]

© ISO/IEC 2020 - All rights reserved
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5.8 COM.07 Non-conformity management

Process ID

COM.07

Name

Non-conformity management

Purpose

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

Outcomes

As aresult of successful implementation of this process:

+—Non-confornitiesaretdentifred:

2. Non-conformities are resolved and closed.

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

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

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

trace

Requir¢ments

ability

ISO/IEC 20000-1:2018,10.1.1

[1,2,3,4,5,6]

59 COM

08 Operational planning

Pro

cess ID

COM.08

Name

Operational planning

irpose

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

Ou

comes

As a result of successful impleméntation of this process:

1. Process requirements afeidentified.

[2. Process inputand output products are determined.]

o oA w

Plans for the deployment of the process are developed.

The set of activities that transform the inputs into outputs is determined.

The sequence and interaction of the process with other processes is determined.
TheTequired competencies and roles for performing the process are identified.
The required resources for performing the process are identified.

Methods for monitoring the effectiveness and suitability of the process are determined.

Requiréments

IC(\I/H:‘(‘ 20000-1-2018 5 1
T TEre— T o+ OO

traceability

ISO/IEC 20000-1:2018, 6.1.2
ISO/IEC 20000-1:2018, 6.1.3
ISO/IEC 20000-1:2018, 6.2.2
ISO/IEC 20000-1:2018, 6.3
ISO/IEC 20000-1:2018, 7.1
ISO/IEC 20000-1:2018, 8.1
ISO/IEC 20000-1:2018, 8.2.6
ISO/IEC 20000-1:2018, 8.3.2
ISO/IEC 20000-1:2018, 8.3.3
ISO/IEC 20000-1:2018, 8.3.4.1

[1]

[4.8]

Plan to achieve objectives [1,4,6,7]

Plan the service management system [5,6,7,8]
Resources [6]

Operational planning and control [7]
Configuration management [8]

Business relationship management [8]
Service level management [8]

Management of external suppliers [8]

© ISO/IEC 2020 - All rights reserved


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

ISO/IEC TS 33054:2020(E)

Process ID

COM.08

ISO/IEC 20000-1:2018, 8.3.4.2

ISO/IEC 20000-1:2018, 8.4.1
ISO/IEC 20000-1:2018, 8.4.2
ISO/IEC 20000-1:2018, 8.5.1.2
ISO/IEC 20000-1:2018, 8.5.1.3
ISO/IEC 20000-1:2018, 8.5.2.1
ISO/IEC 20000-1:2018, 8.5.2.3

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

Budgeting and accounting for services [8]
Demand management [8]

Change management initiation [1]
Change management activities [8]

Plan new or changed services [8]

Build and transition [1]

ISO/IEC 20000-1:2018, 8.5.3
ISO/IEC 20000-1:2018, 8.6.3
ISO/IEC 20000-1:2018, 8.7.1
ISO/IEC 20000-1:2018, 8.7.2
ISO/IEC 20000-1:2018, 8.7.3.2
ISO/IEC 20000-1:2018, 9.1

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

ISO/IEC 20000-1:2018, 10.2

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

Service availability management [8]
Service continuity management([8}
Information security controls{8]

Monitoring, measuremefit,-@nalysis and
evaluation [1]

(8]
8]

Managementreview [8]

Continualimprovement [1,7]

5.10 COM.09 Operational implementation and control

Process ID

COM.09

Name

Operational implementation:and control

Purpose

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

tion and performancegof operational and organizational processes.

Outcomes

As aresult of suecessful implementation of this process:

1. Therequired roles, responsibilities and authorities are allocated.

2. The required resources are allocated and applied.

3. ~Actions required to achieve the management system objectives are implerhented.

4~ Suitability and effectiveness of the actions taken to achieve the managerhent system

objectives are reviewed.

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

6. Data is collected and analysed as a basis for understanding the behaViOTr of, and to
demonstrate the suitability and effectiveness of the processes.

Requirements
traceability

ISO/IEC 20000-1:2018, 5.1
ISO/IEC 20000-1:2018, 5.3
ISO/IEC 20000-1:2018, 6.1.1
ISO/IEC 20000-1:2018, 6.2.2
ISO/IEC 20000-1:2018, 7.1
ISO/IEC 20000-1:2018, 8.1
ISO/IEC 20000-1:2018, 8.2.1
ISO/IEC 20000-1:2018, 8.3.2
ISO/IEC 20000-1:2018, 8.3.4.1
ISO/IEC 20000-1:2018, 8.5.1.3

Leadership and commitment [1]

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

Plan to achieve objectives [1]

Resources [2]

Operational planning and control [3,5]

Service Delivery [3]

Business relationship management [1,5]

Management of external suppliers [1]

Change management activities [4,5]
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Process ID |COM.09

ISO/IEC 20000-1:2018, 8.5.3 Release and deployment management [4]
ISO/IEC 20000-1:2018, 8.6.1 Incident management [1,3,4]

ISO/IEC 20000-1:2018, 8.6.3 Problem management [4]

ISO/IEC 20000-1:2018, 9.3 Management review [6]

ISO/IEC 20000-1:2018, 9.4 Service reporting [5]

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

5.11 COM 10 Performance evaluation

Progess ID|COM.10

Name | Performance evaluation

Purpose|The purpose of performance evaluation is to collect and analyse data thatwill be used fo
evaluate the performance of the management system and the business-processes in terjms
of the defined objectives.

Oufcomes|As a result of successful implementation of this process:
1. Performance monitoring and measurement needs are defined.

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

3. Performance measurement methods, supportive of the performance measures| are
identified.

4. Datais collected using the identified pefformance measurement methods.

5. The collected performance data is analysed.
Requir¢ments|ISO/IEC 20000-1:2018, 6.1.3 [59
traceability| ;50 /1EC 20000-1:2018, 6.2.1 _~NEstablish objectives [4]
ISO/IEC 20000-1:2018, 8.2.3.2* [3]
ISO/IEC 20000-1:2018, 8:3-2 Business relationship management [4,5]
ISO/IEC 20000-1:2018;8.5.1.3  Change management activities [5]
ISO/IEC 20000-1:2018, 8.5.3 Release and deployment management [1,5]
ISO/IEC 20000:1:2018,8.7.3.3  Information security incidents [5]

ISO/IEC 20000-1:2018, 9.1 Monitoring, measurement, analysis and
evaluation [2,3,5]
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5.12 COM.11 Risk management

Process ID|COM.11

Name |Risk management

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

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

4 oIy 3 £ 4l PRI - | Jd 1. ralal 1 1 VA | il f d
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2. Risks are identified.

[3. Identified risks are analysed.]

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

6. Selected risks are treated.
Requirements|ISO/IEC 20000-1:2018, 6.1.2 [1,2,4]

traceability | ;s0/1EC 20000-1:2018,6.1.3  [6]
ISO/IEC 20000-1:2018, 8.3.4.1  Management of external suppliers [2]
ISO/IEC 20000-1:2018, 8.7.1 Service avdilability management [2]
ISO/IEC 20000-1:2018, 8.7.2 Sepvice continuity management [2]
ISO/IEC 20000-1:2018,8.7.3.2  Information security controls [2]

5.13 RAA.1 Business relationship management

ProcessID|RAA.1

Name | Business relationship management

Purpose|The purpose ofbusiness relationship management is to identify and manage cystomer
needs and expéctations, and to manage customer satisfaction.

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

1. <Needsand expectations of customers, users and other interested parties aife identified.
2.) Customer satisfaction is measured.
3. Service complaints are managed through their lifecycle to closure.

4. Service performance trends and outcomes are reviewed.

Requirements|ISO/IEC 20000-1:2018, 4.2 Understanding the needs and expectations of interested
traceability parties [1]

ISO/IEC 20000-1:2018, 8.3.2 Business relationship management [1,2,3,4]
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5.14 RAA.2 Service level management

ProcessID|RAA.2

Name |Service level management

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

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

1 Q H ] 1o . 1] d <lo 4 rads < i £ 3 d oL d
L. OUIVILTITVETL LAl gTLS, WUIRIUAU LA dLLTTISTILS dlIIU TALTPUIUIIS TUT ST VILTS dal'T Ut ne

in service level agreements.

2. Service performance is monitored against service level agreements.

Requir¢ments|ISO/IEC 20000-1:2018, 8.3.3 Service level management [1,2]
tracdability

5.15 RAAB Service reporting

Profess ID|RAA.3

Name|Service reporting

Purpose|The purpose of service reporting is to produce timely'and accurate service reports to sup-
port effective communication and to make informed\decisions.

Oufcomes|As a result of successful implementation of this\ptocess:

1. The service reporting needs are identified:

2. Service report content is defined‘e’ support identified service reporting needs|and
requirements.

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

Requir¢ments|ISO/IEC 20000-1:2018, 5.3 Organizational roles, responsibilities and
tracdability authorities [3]

ISO/IEC 20000-1:2018,8.3.3 Service level management [3]

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

ISO/IEC 20000-1:2018, 8.6.3 Problem management [3]
ISO/IEC(2Q000-1:2018, 8.7.2 Service continuity management [3]
ISOAEG 20000-1:2018,8.7.3.3  Information security incidents [3]
ISO/IEC 20000-1:2018, 9.4 Service reporting [1,2]

1SO/IEC 20000-1:2018, 10.2 Continual improvement [3]
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5.16 RAA.4 Supplier management

Process ID

RAA4

Name

Supplier management

Purpose

The purpose of supplier management is to ensure supplier products/services/systems
are selected, managed and integrated into the delivered services to meet the agreed

requirements

Outcomes

As aresult of successful implementation of this process:

1. Criteria are identified for the selection of suppliers.

2. Services to be provided are defined and negotiated with each supplier:
3. Roles and relationships between suppliers are determined.

4. Supplier obligations to meet requirements are monitored.

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

Requirements
traceability

ISO/IEC 20000-1:2018, 8.1 Operational plannirig'and control [4]
ISO/IEC 20000-1:2018,8.2.3.1  [1,2]
ISO/IEC 20000-1:2018,8.3.4.1  Management'efiexternal suppliers [2,3,4,5]

ISO/IEC 20000-1:2018, 8.3.4.2  Management of internal suppliers and custonpers acting

as a supplier [2,5]

5.17 RAA.5 Service catalogue management

Process ID

RAA.5

Name

Service catalogue management

Purpose

The purpose of servigédatalogue management is to create and

maintain one or more service catalogues that includes the information require
organization, custemers, users and other interested parties to describe the ser
dependencies-and the intended outcomes of the services.

d by the
vices, the

Outcomes

As aresult of successful implementation of this process:

1. Service catalogue content is defined.

2.\_Service catalogue content is developed.

Requirements
traceability

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

Process ID

RAF.1

Name

Incident management

Purpose

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

Outcomes

As aresult of successful implementation of this process:

4

+—Incidentsarerecordedand—classified:

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

4, Incidents are escalated, where needed.

5. Incidents are resolved.

6. Incidents are closed.

Requir¢ments
tracdability

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

5.19 RAF.2 Service request management

Progess ID

RAF.2

Name

Service request management

Purpose

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

Oufcomes

As a result of successful impleméntation of this process:

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

4. Service requests are closed.

Requir¢ments
tracdability

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

14
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5.20 RAF.3 Problem management

Process ID |[RAF.3

Name |Problem management

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

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

1 1z dadd
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2. Problems are recorded and classified.

3. Problems are prioritized.

4, Problems are escalated, if needed.

5. Problems are resolved, if possible.

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

7. Problems are closed.

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

5.21 SAD.1 Budgeting and accounting for services

Process ID|SAD.1

Name |Budgeting and accounting for‘services

Purpose|The purpose of budgeting and accounting for services is to perform activities of budgeting
and accounting to ensure visibility and control of financial resources for servide provision.

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

1. Budgets are produced using cost estimates.

2. Costgare monitored against budget.

Requirements |I1SO/IEC'20000-1:2018, 8.4.1 Budgeting and accounting for services [1,2]
traceability

5.22 SAD.2 Demand management

Process ID|SAD.2

Name |Demand management

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

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

1. Current demand and consumption of services is identified.
2. Future demand for services is forecast.

3. Demand and consumption of services is monitored.

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

Process ID |[SAD.3

Name | Capacity management

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

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

4
L.
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determined.
2. Current and future capacity is planned to meet the demand.
3. Sufficient capacity is provided to meet capacity and performance requirements.

4. Capacity usage is monitored and analysed.

Requir¢ments|ISO/IEC 20000-1:2018, 8.4.3 Capacity management [1,2,3,4]
tracdability

5.24 SAS.1 Service availability management

Profess ID [SAS.1

Name |Service availability management

Purpose|The purpose of service availability managemerit is to ensure that agreed service availa
bility requirements and targets, based ombusiness requirements, service requirementg
service levels and identified risks, will be-met.

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

1. Service availability requiremlents and targets are identified.
2. Service availability is monitored and recorded.

3. Causes of unplanned service non-availability are identified and analysed, [and
necessary actiodsitaken.

Requir¢ments|ISO/IEC 20000-1:2018, 8.7.1 Service availability management [1,2,3]
tracdability
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5.25 SAS.2 Service continuity management

Process ID [SAS.2

Name |Service continuity management

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

1

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

L.

2.
3.
4.
5.
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Service continuity is planned to meet the service continuity requirements

Service continuity plans are tested against service continuity requiremen

Service continuity is evaluated against the service continuity,requirements.

Any identified deficiencies in the service continuity planning are addresse

[72)

traceability

Requirements|ISO/IEC 20000-1:2018, 8.7.2 Service continuity management [1,2,3,4,5]

5.26 SAS.3 Information security management

Process ID|SAS.3

Name |Information security management

Purpose | The purpose of information security management is to protect the confidential
rity and availability of informatien relevant to the services at an agreed level w
service management activities:

ity, integ-
ithin all

2.

6.
7.

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

Information security requirements are identified.

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

Infoymation security controls are defined.

[nformation security controls are implemented.

Security incidents are identified, resolved and closed.

Information security controls address identified information security risk

The effectiveness of controls is monitored, reviewed and revised.

hble level

v

of

Requirements|ISO/IEC 20000-1:2018, 6.1.2 [2]

traceability | ;50 /1EC 20000-1:2018,8.7.3.1  Information security policy [1]

ISO/IEC 20000-1:2018,8.7.3.2  Information security controls [3,4,6,7]
ISO/IEC 20000-1:2018,8.7.3.3  Information security incidents [5]
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5.27 SDB.1 Service requirements definition

Process ID |SDB.1
Name |Service requirements definition

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

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

1 Tl 3 ‘ol 4l 3 d L3 |
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2. The criticality, dependencies and duplication of services is identified.

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

5.28 SDB.p Service design

Profess ID|SDB.2

Name |Service design

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

Oufcomes|As a result of successful implementation of thisprocess:

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

2. A design specification that definmes the attributes of the new or changed servige is
prepared.

Requir¢ments|ISO/IEC 20000-1:2018, 8.5.2.2>,*Design [1,2]
tracdability

5.29 SDB.B Service build and transition

Profess ID|SDB.3

Name |Service buildiand transition

Purpose|The purpase of service build and transition is to make the new or changed services oger-
ational

Outcomes|Asd Tesult of successful implementation of this process:

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

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

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

Requirements|ISO/IEC 20000-1:2018, 8.2.2 Plan the services [3]
traceability| ;54 /1g¢ 20000-1:2018,8.5.2.3  Build and transition [1,2,3]
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5.30 SDB.4 Release and deployment management

Process ID |SDB.4

Name |Release and deployment management

Purpose|The purpose of release and deployment management is to deploy releases into the live
environment in a controlled manner.

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

1
L.

2.

3.
4.
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Release acceptance criteria are defined.

Releases are tested in accordance with defined criteria.

Approved releases are deployed.

traceability

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

—_—

5.31 SDE.1 Service delivery

Process ID |SDE.1

Name |Service delivery

Purpose|The purpose of service delivery is to provide customers with services that meet agreed
requirements.
Outcomes|As a result of successful implementation of this process:
1. Customer for a service are,identified.
2. Aresponse to the customer’s request for services is produced.
3.  Anagreement between the customer and organization is established.
4. Aservice is provided according to the agreement.
5. Organizational obligations defined in the agreement are satisfied.
Requirements |ISO/IEC'20000-1:2018, 8.2.1 Service delivery [4]

traceability| 50 Fp¢ 20000-1:2018,8.2.2  Plan the services [2]
[SO/IEC 20000-1:2018, 8.3.2 Business relationship management [1]
ISO/IEC 20000-1:2018, 8.3.3 Service level management [3,5]
ISO/IEC 20000-1:2018,8.5.1.2  Change management initiation [2]
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5.32 SPC.1 Change management

Process ID|SPC.1

Name|Change management

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

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

1 £l 4+ Jdadd . | AN |
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2. Change requests are analysed.

3. Criteria for evaluating changes are defined.

4. Changes are evaluated using defined criteria.

5. Changes that meet defined criteria are implemented and verified,

6. Changes that do not meet defined criteria are reversed or temedied.
Requir¢ments|ISO/IEC 20000-1:2018, 8.1 Operational planning and eoritrol [2]
tracqability | ;s0/1EC 20000-1:2018,8.3.4.1  Management of externdl-suppliers [2]
ISO/IEC 20000-1:2018,8.5.1.1  Change managemeéntpolicy [3]
ISO/IEC 20000-1:2018,8.5.1.2  Change managément initiation [1,4]
ISO/IEC 20000-1:2018, 8.5.1.3  Change management activities [4,5,6]

5.33 SPC.2 Configuration management

Progess ID|SPC.2

Name |Configuration management

Purpose|The purpose of configuration management is to identify and control all identified service
components and to majntain accurate configuration information to support other servjce
management activities,

Oufcomes|As a result of suc€essful implementation of this process:

1. Items requiring configuration management are identified.

2. TheTelationship between configuration items is determined.

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

5. The integrity of systems, products/services and product/service componenfs is
assured.
Requirements|ISO/IEC 20000-1:2018, 8.2.6 Configuration management [1,2,3,4,5]
traceability ISO/IEC 20000-1:2018, 8.5.2.1  Plan new or changed services [1]

ISO/IEC 20000-1:2018, 8.5.3 Release and deployment management [4]
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Process ID | TOP.01

Name |Leadership

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

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

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

2. The scope of management system activities is defined, taking: the col
organization into consideration.

3. The management system policy and objectives are defined.
4. The management system and operational process strategy is determined.

5.  Commitment and leadership with respect to the hanagement system is de

t interested

htext of the

monstrated.

Requirements |ISO/IEC 20000-1:2018, 4.1
traceability |50 /1EC 20000-1:2018, 4.2

ISO/IEC 20000-1:2018, 4.3

ISO/IEC 20000-1:2018, 4.4
ISO/IEC 20000-1:2018, 5.1
ISO/IEC 20000-1:2018, 5.2%1
ISO/IEC 20000-1:2018,61.1
ISO/IEC 20000-1:2018, 6.2.1
ISO/IEC 20000-1:2018, 7.5.1
ISO/IEC 20000~1:2018, 8.2.3.1
ISO/IEC,26000-1:2018, 8.2.3.2
ISOAEE 20000-1:2018, 8.2.5
ISOAEC 20000-1:2018, 8.3.1
ISO/IEC 20000-1:2018, 8.3.2
ISO/IEC 20000-1:2018, 8.5.1.1
ISO/IEC 20000-1:2018, 8.7.3.1
ISO/IEC 20000-1:2018, 10.2

Understanding'the organization and its conte

Understandingthe needs and expectations of
parties [1]

Determiining the scope of the service manag
system [2]

Sérvice management system [4]
Leadership and commitment [3,4,5]
Establishing the service management policy |
[4]

Establish objectives [3]

General [4]

[5]

[5]

Asset management [4]

General [4]

Business relationship management [4]
Change management policy [4]
Information security policy [4]

Continual improvement [4]

xt [1]

bment

w
—_

interested
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Annex A
(informative)

The relationship between management system requirements and

a process reference model

A.1 Gene

This annex
system use

ISO/IEC 2(
maintainin
lifecycle, in
meet agree
services.

Process reference models are used as a basis for developing pro¢€ss assessment models that

used to as{
reference

)
the develog[‘n

A.2 Prodesses and process models

A.2.1 Prg

For an orga
An activity
inputs into
the next as

NOTE T
inputs to del

Inputs from other processes

bral

1 in [SO/IEC 20000-1 and the process reference model in this document.

000-1 has been prepared to specify requirements for establishing, implemen|
r and continually improving an SMS. An SMS supports the management of the sej
cluding the planning, design, transition, delivery and improvement of services, W
1 requirements and deliver value for customers, users and the.grganization delivering

3
p

ess process capability. A consistent description of proecesses within and across prd
dels allows the combination of processes from different reference models that can
ent of new models and facilitate comparison of models.

cess seen in terms of inputs and. outputs

hization to function effectively, ithas to determine and manage numerous linked activ
or set of activities using resou¥¢es, and managed in order to enable the transformati
putputs, can be considered atprocess. Often the output from one process forms the inp
shown in Figure A.1.

ver an intended result.
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Figure A.1 — Process seen as a transformation of inputs to outputs
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he definition of process in ISO/IEC 20000-1 is a set of interrelated or interacting activities thaft use

© ISO/IEC 2020 - All rights reserved


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

ISO/IEC TS 33054:2020(E)

A.2.2 Using a process reference model as a basis for understanding capability

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

ISO/IEC 33002 focuses upon process outcomes, which are defined to be "observable results of a
process". ISO/IEC TR 24774 elaborates with a definition of a process outcome as "an observable result
of the successful achievement of the process purpose". Outcomes are measurable, tangible, technical or
business results that are achieved by a process, for example the results that are used by other processes.
Outcomes are observable and assessable for a specific process. ISO/IEC 33004 indicates that "The set of
prodess outcomes shall be necessary and sufficient to achieve the purpose of that process-.

A.3| The nature of requirements for a management system

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

NOTE In the context of an SMS, service requirements are documented ahd agreed rather thlan generally
implied. There can also be other requirements such as legal and regulatory kequirements.

A.4| The relationship of requirements to a processreference model

The |process reference model describes individual processes whereas ISO/IEC 2000011 specifies
reqyirements for an SMS. Processes are instantiateds within an organization — oftgn within a
manpgement system.

Manpgement system standards include general‘tequirements and specific requirements. Thhey include
spedific requirements for a process including féquirements for the interaction of processes.

A.5| Illustrative example

A.5./1 General

An elxample is presented to éxplain the relationship between the requirements perspective ¢f processes
(i.e. [from the viewpoint of ISO/IEC 20000-1), and the process perspective of ISO/IEC B3002. The
exarpple is that of the-{internal audit process. This process is well understood in terms of its expected
outcpmes (i.e. in terms’of the needs of conformity assessment) and it also has a comprehgnsive set of
reqyirements in ISO/1EC 20000-1.

A.5.2 Internal audit requirements and the internal audit process

Eacl process in 5.2 to 5.33 is supported by a requirements traceability section. This sectipn provides
infoymation about requirements that are supported by the process outcomes in this documgnt. In many
cases, the process outcomes are supported by requirements from several subclauses, indicating that
requirements for a process that is implemented within an SMS are generally wider than the headline
subclause associated with it.

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

Requirements perspective ISO/IEC 20000-1 Process Process name and outcome
subclause

a) 1) The organization shall conduct 9.2.1 COM.05 Internal audit
!nternal audits [at_ pla_nned ) 3. Conformity of selected services,
intervals] to provide information products and processes with
on whether the SMS: a) conforms requirements, plans and
to: 1) the organization’s own agreements is determined.
requirements for its SMS;

a) 2) The organization shall conduct 9.2.1 COM.05 Internal audit
intern audits [at. pla.nned , 3. Conformity of selected serviges,
intervals] to provide information products and processes With
on whether the SMS: a) conforms requirements, plans and
to: 2) the requirements of this agreements is detefmined.
documgnt;

b) The organization shall conduct 9.2.1 COM.05 Internal audit
!ntern audits [at_ pla_nned . 3. Conformity of selected serviges,
intervals] to provide information products and processes with
on wh.e ther. the SMS:b) is requirements, plans and
effectively implemented and agteeiments is determined.
maintajned.

[The organifation shall conduct in- 9.2.1 COM.08 Operational planning

ternal auditf] at planned intervals [to 8" Plans for the deployment of the

provide infdrmation. process are developed.

a) 1) Theorganization shall: 9.2.2 COM<08 Operational planning
a) plan, establish, implement and 8. Plans for the deployment of the
maintajn an audit programme(s), process are developed.
including the frequency, methods,
respongibilities, planning
requirgments and reporting, which
shall take into consideration:
1) the importance of the processes
concerned;

a) 2) Theorganization shall: 9.2.2 COM.08 Operational planning
a) plan,festablish, implement and 8. Plans for the deployment of the
maintajn an audit programme(s); process are developed.
including the frequency, methods,
respongibilities, planning
requirgments and reportihg, which
shall take into consideration:
2) chanfges affecting'the
organigation;

a) 3) Theorganization shall: 9.2.2 COM.08 Operational planning
a) plan,festablish, implement and 8. Plans for the deployment of the
mainta]nawaudit programme(s), process are developed.
including the frequency, methods,
responsibilities, planning
requirements and reporting, which
shall take into consideration: 3) the
results of previous audits;

b) The organization shall: b) define 9.2.2 COM.05 Internal audit
the audit criteria and scope for 1. The scope and purpose of each
each audit; audit is defined.

¢) The organization shall: ) select 9.2.2 COM.05 Internal audit
auditors al’ld-COH.dl-lCt audits 2. The objectivity and impartiality
to ensure objectivity and the of the conduct of audits and
impartiality of the audit process; selection of auditors are

assured.
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Requirements perspective ISO/IEC 20000-1 Process Process name and outcome
subclause

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

interested parties.

e) The organization shall: e) retain 9.2.2 COM.02 Documentation management
do_cumented 1nf9rmat10n as. 1. Documented information to be
evidence of the implementation of doctmentedisidentified
the audit programme and the audit '
results.

A.6| Mapping of requirements with process outcomes
Tablk A.2 identifies sub-clauses and singular requirements and associated.oufcomes.
Table A.2 — Mapping of ISO/IEC 20000-1 requirements with process outcomps
ISO/IEC 20000-1:2018 ISO/IEC/FS,33054 process reference model

Understanding the organization and 41 TOP.01 Leadership

Its dontext 1. 1. The context of the organjzation,

1.1. The organization shall determine including the expectations oflits relevant

extdrnal and internal issues that are interested parties, are unders$tood and

releyant to its purpose and that affect its analysed.

ability to achieve the intended outcome(s)

of itp SMS.

Understanding the needs and expecta- |4.2 TOP.01 Leadership

tions of interested parties 1. 1. The context of the organijzation,

1.1.1 The organization shall determine: including the expectations oflits relevant

a th¢ interested parties that are relevant interested parties, are unders$tood and

to the SMS and the services; analysed.

Unjerstanding the needs andexpecta- |4.2 RAA.1 Business relationship management

tions of interested parties 1. 1. Needs and expectations ¢f custom-

2.1.2 The organization shall.determine: ers, users and other interesteld parties

b) the relevant requirements of these are identified.

intefested parties.

Detérmining the:scope of the service 4.3 TOP.01 Leadership

managementsystem 2. 2. The scope of managemer)t system

1.1. The organization shall determine the activities is defined, taking tHe context of

boupdaries and applicability of the SMS to the organization into considefation.

estaphiSk'its scope.

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

management system 2. 2. The scope of management system

2.2.1 When determining this scope, the activities is defined, taking the context of

organization shall consider: a) the exter- the organization into consideration.

nal and internal issues referred to in 4.1;

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

management system 2. 2. The scope of management system

3.2.2 When determining this scope, the activities is defined, taking the context of

organization shall consider: b) the re- the organization into consideration.

quirements referred to in 4.2;
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Table A.2 (continued)
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3.1.3 c¢) Top management shall demon-
strate leadership and commitment with
respect to the SMS by: c) ensuring that ap-
propriate levels of authority are assigned
for making decisions related to the SMS
and the services;

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

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

es delivered by the organization.

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

management system 2. 2. The scope of management system
5.3. The defnition of the scope of the SMS activities 1s defined, taking the contekt of
shall includ¢ the services in scope and the the organization into consideration.
name of theforganization managing and

delivering the services.

Determining the scope of the service |4.3 COM.02 Documentation management
management system 6. 6. Documented informiation is availa-
6.4.1 The scppe of the SMS shall be avail- ble to relevant interested parties.

able [and be{maintained] as documented

information|

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

able and be]|maintained as documented

information|

Service mapagement system 4.4 TOP.01 Leadership

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

es needed and their interactions, in

accordance pvith the requirements of this

document.

Leadershipland commitment 5:1 TOP.01 Leadership

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

service manfagement policy and sexvice

management objectives are established

and are conjpatible with thelstrategic

direction of|the organization;

Leadership|and commitment 51 TOP.01 Leadership

2.1.2 b) Topmanagement shall demon- 5.5. Commitment and leadership with
strate leadefship.ahd commitment with respect to the management system is|
respect to thé\SMS by: b) ensuring that demonstrated.

the service management planis created,

implemented and maintained in order

to support the service management

policy, and the achievement of the service

management objectives and the service

requirements;

Leadership and commitment 5.1 COM.09 Operational implementation and

control

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

Leadership and commitment 5.1 TOP.01 Leadership

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

what constitutes value for the organiza-

tion and its customers is determined;

Leadership and commitment 5.1 TOP.01 Leadership

5.1.5€J Top management shall demon- 474 The management system and opera-
strafe leadership and commitment with tional process strategy igdetermined.
respect to the SMS by: e) ensuring there

is cqntrol of other parties involved in the

servfice lifecycle;

Leaglership and commitment 5.1 COM.08 Operational planning

6.1.¢ f) Top management shall demon- 4. 4. The sequénce and interdction of
strafe leadership and commitment with the process'with other processes is
respect to the SMS by: e) ensuring the deterimined.

integration of the SMS requirements into

the prganization’s business processes;

Leaglership and commitment 5.1 COM.08 Operational planning

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

respect to the SMS by: f) ensuring that

the resources needed for the SMS and the

servlices are available;

Leadlership and commitment 5.1 TOP.01 Leadership

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

the Importance of effective service man;

agernent, achieving the service manage-

menft objectives, delivering value and

conforming to the SMS requiréments;

Leaglership and commitment 5.1 TOP.01 Leadership

9.1.9 i) Top managemefit shall demon- 3. 3. The management system policy and
strafe leadership and commitment with objectives are defined.

resgect to the SMS'by: h) ensuring that

the $MS achievés-its intended outcome(s);

Leaglership.and commitment 5.1 TOP.01 Leadership

10.1}10/j).Top management shall demon- 5.5. Commitment and leaderghip with
straféleddership and commitment with respect to the management system is
respect to the SMS by: 1) directing and demonstrated.

supporting persons to contribute to the

effectiveness of the SMS and the services;

Leadership and commitment 5.1 TOP.01 Leadership

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

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

Leadership and commitment 5.1 TOP.01 Leadership
12.1.12 1) Top management shall demon- 5.5. Commitment and leadership with
strate leadership and commitment with respect to the management system is
respect to the SMS by: k) supporting other demonstrated.
relevant management roles to demon-
strate their leadership as it applies to
their areas of responsibility.
Establishing the service management |52 1 TQP.01 Leadership
policy 3. 3. The management system policyand
1.1.1 a) Top management shall establish objectives are defined.
a service mgnagement policy that: a) is
appropriate|to the purpose of the organ-
ization;
Establishinlg the service management |5.2.1 TOP.01 Leadership
policy 3. 3. The managément system policy and
2.1.2 b) Top jmanagement shall establish objectives aré€ defined.
a service mgnagement policy that: b)
provides a ffamework for setting service
management objectives;
Establishiﬂg the service management |5.2.1 TOP.01 Leadership
policy 3. 3. The management system policy and
3.1.3 ¢) Top management shall establish objectives are defined.
a service mgnagement policy that: ¢) in-
cludes a conpmitment to satisfy applicable
requirements;
Establishinlg the service 521 TOP.01 Leadership
management policy 3. 3. The management system policy and
4.1.4 d) Topjmanagement shall establish objectives are defined.
a service mgnagement policy that: d)
includes a cgmmitment to continual im-
provement ¢f the SMS and the services.
Communicating the service manage- 5272 COM.02 Documentation management
ment policy . .
1. 1. Documented information to be dpc-
1.1.1 a) The[service managemént policy umented is identified.
shall: a) be gvailable as documented
informationi;
Communicqting the service manage- 522 COM.01 Communication management
ment polic 2. 2. Parties to communicate with arg
2.1.2 b) The|servicé management policy identified.
shall: b) be gomimunicated within the
organization;
Communicating the service manage- 5.2.2 COM.01 Communication management

6. 6. Information products are communi-

cated to relevant interested parties.
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and] document: a) risks related to: 2) not
meeting the service requirements;

Organizational roles, 5.3 COM.09 Operational implementation and
responsibilities and authorities control
1.1. Top management shall ensure that the 1. 1. The required roles, responsibilities
responsibilities and authorities for roles and authorities are allocated.
relevant to the SMS and the services are
assigned and communicated within the
organization.
Organi’latinnal roles rpcpnncihilitipc 53 COM 06 Management review
andjauthorities 2.2.The status and perforsznce of an
2.2.1 a) Top management shall assign the activity or process are.asséssed in terms
resgonsibility and authority for: a) ensur- of the established objectives.
ing that the SMS conforms to the require-
menjts of this document;
Orghnizational roles, responsibilities |5.3 RAA.3 Service reporting
andjauthorities 3. 3. Servicereports are prodiiced accord-
3.2.2 b) Top management shall assign ing ta'the service report requlrements.
the responsibility and authority for: b)
repgrting on the performance of the SMS
and [the services to top management.
1.1.1 a) When planning for the SMS, the 6.1.1 COM.09 Operational implementation and
orgdnization shall consider the issues control
refe :red toln 4.1and the requirements 3. 3. Actions required to achigve the
refefred to in 4.2 and determine the risks S .
(e management system objectives are im-

and jopportunities that need to be ad- lemented
dregsed to: a) give assurance that the SMS p )
can pchieve its intended outcome(s);
2.1.2 b) When planning for the SMS, the 6.1.1 TOP.01 Leadership
orggnization shall consider the factors

i . . 4. 4. The management system and opera-
refefred to in 4.1 and the requirements tional brocess strateev is detbrmined
refefred to in 4.2 and determine the p 8y i '
riskp and opportunities that need to be
addressed to: b) prevent, or reducé,unde-
sirefl effects;
3.1.3 ¢) When planning forthe SMS, the 6.1.1 TOP.01 Leadership
orgdnization shall consider the factors

i . . 4. 4. The management system and opera-
refefred to in 4.1 and-the'requirements tional process stratey is detbrmined
refefred to in 4.2 and-determine the risks p 8y i '
and jopportunities:that need to be ad-
dregsed to: cjachieve continual improve-
menft of the SMS and the services.
1.1.1 The.otganization shall determine 6.1.2 COM.11 Risk management
[and dgctiment]: a) risks related to: 1) the 5 9 Ricke ara identifiad
organization,
2.1.2 The organization shall [determine |6.1.2 COM.02 Documentation management
and] document: a) risks related to: 1) the . .

T 1. 1. Documented information to be doc-
organization; . oo
umented is identified.

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

1. 1. Documented information to be doc-
umented is identified.
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actions.]

to: 2) evaluate the effectiveness of these

5.1.5 The organization shall determine 6.1.2 COM.11 Risk management
_[and document]: a) risks r_elat_ed to: 3) tl_le 2 2. Risks are identified.
involvement of other parties in the service
lifecycle;
6.1.6 The organization shall [determine |6.1.2 COM.02 Documentation management
fmd] document: a) risks rglatgd to: 3) th_e 1. 1. Documented information to be doc-
involvement of other parties in the service s .
. umented is identified.
lifecycle;
7.1.7 The organization shall determine 6.1.2 COM.11 Risk management
[and do_cum Fnt: b) the impact on custom- 4. 4. Risks are evaluated against'defifged
ers of risks nd opportunities for the SMS L
: criteria.
and the seryices;
8.1.8 The organization shall [determine |6.1.2 COM.02 Documentation management
and] do_cument: b) the tmpact on custom- 1. 1. Documented infonmation to be dpc-
ers of risks gnd opportunities for the SMS - .
; umented is identified.
and the seryices;
9.1.9 The organization shall determine 6.1.2 COM.11 Risk management
Eail:.d(dgggg 3)nt]: ) risk acceptance crite- 1. 1. Criteria’for the assessment of rigks
8 and the.acceptable level of risk are
identified.
10.1.10 The prganization shall determine |6.1.2 SAS.3 Information security management
I[?:.d(ﬁlc;glirrrr: iilitgr:lcs)el;:lsl;iztalc)ceptance crite- 2. 2. Criteria for the assessment of inflor-
’ y mation security risks and the acceptgble
level of risk are identified.
11.1.11 The prganization shall [deter- 6.1.2 COM:02 Documentation management
mine ?n_d] dpcument: ¢ risk acceptance 1. 1. Documented information to be dpc-
criteria; . o
umented is identified.
12.1.12 Thelorganization shall determine |6.1.2 COM.08 Operational planning
[and documgnt]: d) appr_oach to be taken 1. 1. Process requirements are identified.
for the manggement of risks.
13.1.13 Thejorganization shall [determine-{6.1.2 COM.02 Documentation management
and] document: d) appr(?ach to be taken 1. 1. Documented information to be dpc-
for the management of risks. . .
umented is identified.
1.1.1 The organization shall fplan: a) ac- |6.1.3 COM.11 Risk management
tions to] adg ress t.hes.e-rlsks and opportu- 6. 6. Selected risks are treated.
nities and their priorities;
2.1.2 The organizatidn’shall plan: a) ac- 6.1.3 COM.08 Operational planning
tions to add €3 thesg .“Slfs and opportu- 8. 8. Plans for the deployment of the pro-
nities and theip priorities;
cess are developed.
3.1.3 The organization shall [ptan: b) 6.1.3 COM.08 Operational ptanning
hovy to: .1)] integrate and implement the 4. 4. The sequence and interaction of
actions into its SMS processes; : .
the process with other processes is
determined.
4.1.4 The organization shall plan: b) how |6.1.3 COM.08 Operational planning
to: 1). integrate and 1mP1ement the actions 8. 8. Plans for the deployment of the pro-
into its SMS processes;
cess are developed.
5.1.5 The organization shall plan: [b) how |6.1.3 COM.08 Operational planning

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

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

analysed.
Establish objectives 6.2.1 TOP.01 Leadership
1.1. The organization shall establish ser- 3. 3. The management system policy and
vice management objectives at relevant objectives are defined.
functions and levels.
Estgblish objectives 6.2.1 TOP.01 Leadership
2.2.] The service management objectives 3. 3. The management systém policy and
shall: a) be consistent with the service objectives are defined.
marjagement policy;
Estgblish objectives 6.2.1 TOP.01 Leadership
3.2.2 The service management objectives 3. 3. The management system policy and
shall: b) be measurable; objectivés atre defined.
Estgblish objectives 6.2.1 TOP.01 Leadership
4.2.3 The service management objectives 3.\3» The management system policy and
shall: c) take into account applicable re- objectives are defined.
quirfements;
Estgblish objectives 6.2.1 COM.,10 Performance evaluation
5.2.4 The service management objectives 4. 4. Data is collected using the identified
shall: d) be monitored; performance measurement njethods.
Estgblish objectives 6.2.1 COM.01 Communication management
6.2.5 The service management objectives 6. 6. Information products ar¢ communi-
shal|: e) be communicated; cated to relevant interested parties.
Estgblish objectives 6:2.1 TOP.01 Leadership
7.2.6¢ The service management objectives 3. 3. The management system policy and
shall: f) be updated as appropriate. objectives are defined.
Estgblish objectives 6.2.1 COM.02 Documentation management
8.3.[The organization shall retain docu- 1. 1. Documented informatior) to be doc-
menfted information on thé.service man- umented is identified.
agerpent objectives.
Plan to achieve objectives 6.2.2 COM.08 Operational planning
1.1.1 a) When planning how to achieve 1. 1. Process requirements arg identified.
its sprvice management objectives, the
orggnizationshall determine: a) what will
be dpone;
PlalL todachieve objectives 6.2.2 COM.08 Operational planning
2.1.2 b) When planning how to achieve 6. 6. The required resources for perform-
its service management objectives, the ing the process are identified.
organization shall determine: b) what
resources will be required;
Plan to achieve objectives 6.2.2 COM.09 Operational implementation and

control

1. 1. The required roles, responsibilities

and authorities are allocated.
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Plan to achieve objectives 6.2.2 COM.08 Operational planning

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

will be completed;

Plan to achieve objectives 6.2.2 COM.08 Operational planning

5.1.5 e) When planning how to achieve 7. 7. Methods for monitoring the effec-
its service rIanagement objectives, the tiveness and suitability of the proces
organizatiop shall determine: €) how the are determined.

results will pe evaluated.

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

1.1. The orgpnization shall create, im- 8. 8. Plans for the deployument of the pgro-
plement and maintain a service manage- cess are developed.

ment plan.

Plan the sefvice management system |[6.3 COM.08 Operational plahning

2.2. Planning shall take into consider- 8. 8. Plans for,the deployment of the gro-
ation the sefvice management policy, cess are-developed.

service manfagement objectives, risks and

opportunitigs, service requirements and

requirements specified in this document.

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

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

a) list of seryices;

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

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

b) known limnitations that can impact the

SMS and thd services;

Plan the sefvice management system 6.3 COM.08 Operational planning

5.3.3 ¢) The[service management plan 8. 8. Plans for the deployment of the pgro-
shall includ¢ or contain a reference\to: cess are developed.

c) obligatior}s such as relevent policies,

standards, lpgal, regulatory and contrac-

tual requirejments, and how these obliga-

tions apply fo the SMS dand-the services;

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

6.3.4 d) The|service management plan 5.5.The required competencies and
shall includ¢ er‘eontain a reference to: roles for performing the process are

d) authorities and responsibilities for the 1dentiiied.

SMS and the services;

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

7.3.5 €) The service management plan
shall include or contain a reference to:

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

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

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

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

f) approach to be taken for working with

other parties involved in the service

lifecycle;

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

9.3.{ g) The service management plan 8. 8. Plans for the deployment of the pro-
shal] include or contain a reference to: cess are developed.

g) tdchnology used to support the SMS;

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

10.3].8 h) The service management plan 7. 7. Methods fofmonitoring the effec-
shal] include or contain a reference to: tiveness andrsuitability of the process
h) hpw the effectiveness of the SMS and are deternrtinéd.

the $ervices will be measured, audited,

repqrted and improved.

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

11.4 Other planning activities shall main- 87 8. Plans for the deployment of the pro-
tain|alignment with the service manage- cess are developed.

menft plan.

Respurces 7.1 coM08 Operational planning

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

matjon and financial resources needed for

the ¢stablishment, implementation, main-

tengnce and continual improvement of the

SMS|and the operation of the services to

meef the service requirements and achieve

the §ervice management objectives.

Respurces 7.1 COM.09 Operational implementation and
2.1.2 The organization shall [détermine control

and] provide the human, technical, infor- 2.2.The required resources gre allocat-
matjon and financial reseurees needed for ed and applied.

the ¢stablishment, implementation, main-

tendnce and continual improvement of the

SMS|and the operation of the services to

mee} the serviceréquirements and achieve

the gervice mianagement objectives.

Conjpetence 7.2 COM.03 Human resource management

1.1.] The'organization shall: a) determine 1. 1. The competencies requinjed by the
the necessary competence of persons organization to produce products and
doing work under its control that affects services are identified.

the performance and effectiveness of the

SMS and the services;

Competence 7.2 COM.03 Human resource management

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

Competence 7.2 COM.03 Human resource management

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

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

necessary competence, and evaluate the

effectiveness of the actions taken;

Competence 7.2 COM.02 Documentation management

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

appropriate[documented information as umented 1s 1dentiiied.

evidence of fompetence.

Awareness 7.3 COM.03 Human resource management

1.1.1 a) Persjons doing work under the 3. 3. Understanding of roles'and activji-

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

a) the servide management policy; tives in product and service provision is
demonstrated by eachi person.

Awareness 7.3 COM.03 Human resource management

2.1.2 b) Perdons doing work under the 3. 3. Understanding of roles and activji-

organization’s control shall be aware of: ties in aehieving organisational object

b) the servige management objectives; tivesdnproduct and service provision is
demonstrated by each person.

Awareness 7.3 COM.03 Human resource management

3.1.3 ¢) Perspons doing work under the 3. 3. Understanding of roles and activji-

organizatiop’s control shall be aware of: c) ties in achieving organisational object

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

Awareness 7.3 COM.03 Human resource management

4.1.4 d) Perqons doing work under the 3. 3. Understanding of roles and activji-

organizatiof’s control shall be aware of: ties in achieving organisational object

d) their conj:}"ibution to the effectiveness tives in product and service provision is

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

proved perfprmance;

Awareness 7.3 COM.03 Human resource management

5.1.5 e) Perdons doing work under'the 3. 3. Understanding of roles and activji-

organization’s control shall be@ware of: ties in achieving organisational object

e) the implidations of not coriforming with tives in product and service provision is

the SMS requirements. demonstrated by each person.

Communication 7.4 COM.01 Communication management

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

the internalfand 'external communications terms of identified communication r¢-

relevant to §hie’SMS and the services in- quirements.

cluding: a) om what 1t will communicate,

Communication 7.4 COM.01 Communication management

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

the internal and external communica- actions are identified.

tions relevant to the SMS and the services

including: b) when to communicate;

Communication 7.4 COM.01 Communication management

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

Communication 7.4 COM.01 Communication management

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

tions relevant to the SMS and the services

including: d) how to communicate;

Communication 7.4 COM.01 Communication management

5.1.5 e) The organization shall determine 3. 3. The party responsible for the com-
the Jnternal and external communications munication 1s 1dentiiied.

releyant to the SMS and the services in-

cludling: e) who will be responsible for the

co unication.

Genfral 7.5.1 TOP.01 Leadership

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

Genleral 7.5.1 TOP.01 Leadership

2.1.2 The organization’s SMS shall include: 4.4 The management system and opera-
b) dpcumented information determined tional process strategy is determined.
by the organization as being necessary for

the ¢ffectiveness of the SMS.

Creating and updating documented 7.5.2 COM02 Documentation management
information 1. 1. Documented information to be doc-
1.1.1 a) When creating and updating doc- umented is identified.

umented information, the organization

shal] ensure appropriate: a) identification

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

or re¢ference number);

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

shal| ensure appropriate: b) format (e.g.

language, software version;graphics) and

media (e.g. paper, electronic);

Creating and updating documented 7.5.2 COM.02 Documentation management
Information 4. 4. Documented information is current,
3.1.3 ¢) When creating and updating doc- complete and valid.

umgnted information, the organization

shal|] ensure appropriate: c) review and

approvalfor suitability and adequacy.

1.1.1 a) Documented information re- 7.5.3.1 COM.02 Documentation management

quired by the SMS and by this do_c1.1ment- 6. 6. Documented information is availa-
shall be controlled to ensure: a) it is avail- ble to relevant interested parties

able and suitable for use, where and when p )

it is needed;

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

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

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

1.1.1 a) For the control of documented in- |7.5.3.2 COM.02 Documentation management
formation, the organization shall address 6. 6. Documented information is availa-
the following activities, as applicable: a) bie ,'[0 relevant interested parties
distribution, access, retrieval and use; p )

2.1.2 b) For the control of documented in- |7.5.3.2 COM.02 Documentation management
formation, the organization shall address 4. 4. Documented information is current
the following activities, as applicable: b) cc->rr.1 lete and valid ’
storage and preservation, including pres- p )

ervation of [egibility;

3.1.3 ¢) For the control of documented in- |7.5.3.2 COM.02 Documentation management
formation, the organization shall address 4. 4. Documented informatiod 18 eurrbnt
the followinfg activities, as applicable: c) c'orr; lete and valid Y
control of cljanges (e.g. version control); p )

4.1.4 d) For the control of documented in- |7.5.3.2 COM.02 Documentation management
formation, the organization shall address 7 7 Documented fiformation is archived
the followinfg activities, as applicable: d) o.r (.iis olsled of aSreauired ’
retention ar}d disposition. p ’ q '

5.2.1 Docunjented information of external |7.5.3.2 COM.02 Documentdtion management
?glfénniitez:}??gﬁ%gﬁ;ﬁ?ﬁ;ﬁon 1. 1. Documented information to be dpc-
operation of the SMS shall be identified as uménged is identified.

appropriatef [and controlled.]

6.2.2 Docunpented information of external |7.5.3.2 COM.02 Documentation management

origin determined by the organization . Lo N
to be necesdary for the planning and op- 304m Dlgf::;edn‘tlz(liiénformatlon Is currpnt,
eration of tHe SMS shall be [identified as p '

appropriatef and] controlled.

Service mapagement system docu- 7.5.4 COM.02 Documentation management

mented infprmation 1. 1. Documented information to be dpc-
1.1.1 a) The documented information for umented is identified.

the SMS shall include: a) scope of the SMS;

Service maphagement system docu- 7.5.4 COM.02 Documentation management

mented infprmation 1. 1. Documented information to be dpc-
2.1.2 b) The|documented informationfor umented is identified.

the SMS shall include: b) policyand objec-

tives for seryice management;

Service mapagement system docu- 7.5.4 COM.02 Documentation management

mented infprmation 1. 1. Documented information to be dpc-
3.1.3 ¢) The documented information for umented is identified.

the SMS sha]l include: c) service manage-

ment plan;

Service management system docu- 7.5.4 COM.02 Documentation management

mented information 1. 1. Documented information to be doc-
4.1.4 d) The documented information for umented is identified.

the SMS shall include: d) change manage-

ment policy, information security policy

and service continuity plan(s);

Service management system docu- 7.5.4 COM.02 Documentation management

1. 1. Documented information to be doc-
umented is identified.
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Service management system docu- 7.5.4 COM.02 Documentation management
mented information

1. 1. Documented information to be doc-

6.1.6 f) The documented information for umented is identified.

the SMS shall include: f) service require-

ments;

Service management system docu- 7.5.4 COM.02 Documentation management

mented information 1. 1. Documented information to be doc-

7.1.7gJ The documented information for umented 1s 1dentiiied.

the $MS shall include: g) service cata-

logue(s);

Seryice management system docu- 7.5.4 COM.02 Documentation management

mented information 1. 1. Documentedinformation to be doc-

8.1.8 h) The documented information umented is identified.
for the SMS shall include: h) service level
agrdement(s) (SLA);

Seryice management system docu- 7.5.4 COM.02 Documentation management

mented information 1.1 Documented information to be doc-

9.1.91i) The documented information for wmented is identified.
the $MS shall include: i) contracts with
extgrnal suppliers;

Seryice management system docu- 7.5.4 COM02 Documentation management

mented information 1. 1. Documented information to be doc-

10.1410 j) The documented information for umented is identified.
the $MS shall include: j) agreements with
intefnal suppliers or customers acting as
a supplier;

Seryice management system docu- 7.5.4 COM.02 Documentation management

mented information 1. 1. Documented information to be doc-

11.1411 k) The documented information umented is identified.
for the SMS shall include: k) procedures
thatjare required by this document;

Seryice management system docu- 7.5.4 COM.02 Documentation management

mented information 1. 1. Documented information to be doc-

12.1112 1) The docuniented information umented is identified.
for the SMS shall.inglude: 1) records
reqyired to demonstrate evidence of
conformity to the requirements of this
docyimentand the organisation's SMS;

Knowledge 7.6 COM.02 Documentation management
1.1.1 The organization shall determine T. I. Documented information to be doc-
[and maintain] the knowledge necessary umented is identified.

to support the operation of the SMS and
the services.

Knowledge 7.6 COM.02 Documentation management
2.1.2 The organization shall [determine 4.4.Documented information is current,
and] maintain the knowledge necessary complete and valid.

to support the operation of the SMS and
the services.

Knowledge 7.6 COM.02 Documentation management
3.2.1 The knowledge shall be relevant, usa- 4. 4. Documented information is current,
ble [and available to appropriate persons.] complete and valid.
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Knowledge 7.6 COM.02 Documentation management

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

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

persons.

Operational planning and control 8.1 COM.08 Operational planning

1.1.1 a) The organization shall plan, imple- 7. 7. Methods for monitoring the effec-

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

fulfil requirfments, and to implement the are determined.

actions detgrmined in 6 by: a) establish-

ing performpnce criteria for the processes

based on reguirements;

Operationdl planning and control 8.1 COM.09 Operational implementation and

2.1.2 b) The|organization shall plan, control

implement gnd control the processes 3. 3. Actions requiredto achieve the

needed to fylfil requirements, and to im- management syStem objectives are imh-

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

implementing control of the processes in

accordance with the established perfor-

mance critefia;

Operationd|l planning and control 8.1 COM.02 Documentation management

3.1.3 ¢) The prganization shall plan, imple- 1. 1. Documented information to be djpc-

ment and control the processes needed umented is identified.

to fulfil reqyirements, and to implement

the actions ¢letermined in 6 by: c) keeping

documented information to the extent

necessary t¢ have confidence that the pro-

cesses have [been carried out as planned.

Operationdl planning and control 8.1 SPC.1 Change management

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

planned changes to the SMS and review

the consequlences of unintended changes,

[taking acti¢n to mitigate any adverse

effects, as ngcessary (see 8.5.1).]

Operationdl planning and control 8.1 COM.09 Operational implementation and

5.2.2 [The ofganization shall control control

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

the consequlences of unintended chang- ments are corrected when targets ar¢

es,] taking action to mitigate any adverse not achieved.

effects, as ngcessafy(see 8.5.1).

Operational planning and control 8.1 RAA.4 Supplier management

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

outsourced processes are controlled ments are monitored.

(see 8.2.3).

Service Delivery 8.2.1 COM.09 Operational implementation and

1.1. The organization shall operate the control

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

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

Service Delivery 8.2.1 SDE.1 Service delivery

2.2. The organisation shall perform the
activities required to deliver services.

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

Plan the services 8.2.2 SDB.1 Service requirements definition
1.1.1 The service requirements for exist- 1. 1. The requirements for services are
ing services, new services and changes identified.
to services shall be determined [and
documented].
Plan the services 8.2.2 COM.02 Documentation management
2.1.2 The service requirements for exist- 1. 1. Documented information to be doc-
ing §ervices, new services and changes umented 1s 1dentiiied.
to sg¢rvices shall be [determined and]
docgmented.
Plal} the services 8.2.2 SDE.1 Service delivery
3.2.[The organization shall determine the 2. 2. Aresponseto the custonper’s re-
critifcality of services based on the needs quest for serwices is produced.
of tHe organization, customers, users and
othdr interested parties.
Plan the services 8.2.2 SDB.1 Service requirements definfition
4.3.[The organization shall determine and 2.\2: The criticality, dependenlcies and
marjage dependencies and duplication duplication of services is identified.
between services.
Plan the services 8.2.2 SDB.3 Service build and transition
5.4.[The organization shall propose chang- 3. 3. The new or changed seryices are
es where needed to align the services accepted in accordance with the service
with the service management policy, ser- acceptance criteria.
vicelmanagement objectives and service
reqyirements, taking into consideration
known limitations and risks.
Plan the services 8.2.2 SDB.1 Service requirements definfition
6.5.[The organization shall prioritize res 3. 3. Service requirements ar¢ continual-
quegts for change and proposals for,new ly aligned with business needs.
or changed services to align with business
needls and service management pbjec-
tive$, taking into considerationavailable
resgurces.
1.1. Jl‘he organization-shall retain account- |8.2.3.1 RAA4 Supplier management
ability for the requirements specified . .
. . ) 5.5. Supplier performance agpinst agreed
in this documenttand the delivery of the Lo .
. ) . criteria is monitored and maraged.
serVlices regardless of which party is in-
volved in pexferming activities to support
the gervice lifecycle.
2.2.|Theorganization shall determine 8.2.3.1 RAA4 Supplier management
and dpply cTTteria for 1€ evaluation anc 1. 1. Criteria are identified for the selec-
selection of other parties involved in the . ;
T tion of suppliers.
service lifecycle.
3.3. Other parties can be an external sup- |8.2.3.1 RAA.4 Supplier management
giltelg agslgt:ljnaiisel;ppher ora customer 2. 2.Services to be provided are defined
8 pplier. and negotiated with each supplier.
4.4. Other parties shall not provide or op- |8.2.3.1 RAA4 Supplier management
erate all SEIVICes, service components or 2. 2.Services to be provided are defined
processes within the scope of the SMS. X ) .
and negotiated with each supplier.
5.5.1 The organization shall determine 8.2.3.1 RAA.4 Supplier management

2.2.Services to be provided are defined
and negotiated with each supplier.
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6.5.2 The organization shall [determine |8.2.3.1 COM.02 Documentation management
3?;(3 ddgfgmeir;i:ezgserc:,tl}i: tgiiiaeg-e pro- 1. 1. Documented information to be doc-
P y P ’ umented is identified.
7.5.3 The organization shall determine 8.2.3.1 RAA4 Supplier management
[and documer}t]: b) service components 2.2.Services to be provided are defined
that are provided or operated by other . ) .
- and negotiated with each supplier.
parties;
8.5.4 The orgamizatiomstrattfdetermmime— 78727371 €COM02 Documentatiom mmamagenrent
and] documept: b) service components 1. 1. Documented information to‘bedpc-
that are propided or operated by other _ e
; umented is identified.
parties;
9.5.5 The organization shall determine 8.2.3.1 RAA4 Supplier management
[and docurr_l Pnt]: o) ProCesses, or parts of 2. 2. Services to be provided are defined
processes, if the organization’s SMS that ) ) .
. and negotiated with each supplier.
are operated by other parties.
10.5.6 The grganization shall [determine |8.2.3.1 COM.02 Documentation management
and] docum nt: ¢) Processes, (?r parts of 1. 1. Documiénted information to be dpc-
processes, ih the organization’s SMS that \ N g
. umenteds identified.
are operated by other parties.
1.1.1 a) The prganization shall define 8.2.3.2 TOP.01 Leadership
gnd app.ly cqntrols for other parties that 5.5. Commitment and leadership with
include: a) nleasurement and evaluation of :
} respect to the management system is
process performance;
demonstrated.
2.1.2 b) Thelorganization shall define and [8.2.3.2 COM.10 Performance evaluation
apply contrdls for other parties thaF n- 3. 3. Performance measurement metH-
clude: b) mepsurement and evaluation of ;
X i . ods, supportive of the performance
the effectivgness of services and service . e
. . . measures, are identified.
componentd in the fulfilment of service
requirementgs.
Service cathlogue management 8:2:4 RAA.5 Service catalogue management
1.1.1 The organization shall create [and 2. 2. Service catalogue content is dev¢l-
maintain] ope or more service catalogues. oped.
Service cathlogue management 8.2.4 COM.02 Documentation management
2.1.2 The organization shall [cteate and] 4. 4. Documented information is currgnt,
maintain onfe or more service datalogues. complete and valid.
Service cathlogue management 8.2.4 RAA.5 Service catalogue management
3.2. The seryice catalogue(s) shall include 1. 1. Service catalogue content is defiped.
information| for theorganization, custom-
ers, users and gther interested parties
to describe the services, the intended
outcomes and dependencies between the
services.
Service catalogue management 8.2.4 COM.02 Documentation management
4.3. The organization shall provide access 6. 6. Documented information is availa-
to appropriate parts of the service cata- ble to relevant interested parties.
logue to its customers, users and other
interested parties.
Asset management 8.2.5 TOP.01 Leadership

1.1. The organization shall ensure that as-
sets used to deliver services are managed
to meet the service requirements and the
obligations in 6.3 c).

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

Configuration management 8.2.6 SPC.2 Configuration management

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

vices shall be classified as Cls. agement are identified.

Configuration management 8.2.6 COM.02 Documentation management

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

recorded to a level of detail appropriate to umented is identified.

the criticality and type of services.

Conl‘iguration management 8.2.6 COM.02 Documentation management

3.3.Access to configuration information 6. 6. Documented inforfiation is availa-

shal] be controlled. ble to relevant interested parfies.

Conkiguration management 8.2.6 COM.02 Documentation htanagement

4.4.1 a) The configuration information re- 1. 1. Documented informatior) to be doc-

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

identification;

Conkiguration management 8.2.6 COM.02 Documentation management

5.4.2 b) The configuration information 1.\l Documented information to be doc-

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

typg of Cl;

Configuration management 8.2.6 COM.02 Documentation management

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

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

scription of the CI;

Configuration management 8.2.6 SPC.2 Configuration management

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

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

tionphip with other Cls;

Conkiguration management 8.2.6 SPC.2 Configuration management

8.4.% e) The configuration information re- 3. 3. The status of configuratipn items

corded for each CI shall include:'e) status. and modifications is identified.

Configuration management 8.2.6 SPC.2 Configuration management

9.5. CIs shall be controlted. 4. 4. Changes to items under donfigura-
tion management are controlled.

Configuration mahagement 8.2.6 SPC.2 Configuration management

10.6/ Changest0.Cls shall be traceable and 5. 5. The integrity of systems/ products/

auditable towraintain the integrity of the services and product/servicelcompo-

confliguration information. nents is assured.

Conkiguration management 8.2.6 SPC.2 Configuration management

11.7. The configuration information shall 4. 4. Changes to items under configura-

be updated following the deployment of tion management are controlled.

changes to Cls.

Configuration management 8.2.6 SPC.2 Configuration management

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

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

configuration information, nents is assured.

Configuration management 8.2.6 COM.08 Operational planning

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

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

nents is assured.
Configuration management 8.2.6 COM.02 Documentation management
15.10. Configuration information shall be 6. 6. Documented information is availa-
made available for other service manage- ble to relevant interested parties.
ment activitles as appropriate.
General 8.3.1 TOP.01 Leadership
1.1.1 The organization may use suppliers 4. 4. The management system and opera-
to: a) operate services; tional process strategy iscdetermined.
General 8.3.1 TOP.01 Leadership
2.1.2 The organization may use suppliers 4. 4. The managementsystem and opéra-
to: b) provide service components; tional process stratégy is determined.
General 8.3.1 TOP.01 Leadership
3.1.3 The organization may use suppliers 4. 4. Theananagement system and opera-
to: ¢) operate service components; tionalprocess strategy is determined.
General 8.3.1 TOP.01 Leadership
4.1.4 The organization may use suppliers 4.74. The management system and opéra-
to: d) operate processes, or parts of pro- tional process strategy is determined.
cesses, that pre in the organization’s SMS.
Business re¢lationship management 8.3.2 RAA.JL Business relationship management
1.1.1 The cuptomers, users and other 1. 1. Needs and expectations of customn-
interested plarties of the services shall be ers, users and other interested partigs
identified [and documented]. are identified.

SDE.1 Service delivery

1. 1. Customers for services are identified.
Business re¢lationship management 8.3.2 COM.02 Documentation management
2.1.2 The culstomers, users and other 1. 1. Documented information to be dpc-
interested plarties of the services shall be umented is identified.
[identified gnd] documented.
Business r¢lationship management 8.3.2 COM.09 Operational implementation and
3.3.The orggnization shallkhave one or control
more desigrjated individuals responsible 1. 1. The required roles, responsibilitjes
for managinlg custamer relationships and and authorities are allocated.
maintaining custonter satisfaction.
Business r¢lationship management 8.3.2 TOP.01 Leadership
4.4. The organization shall establish 4. 4. The management system and opera-
arrangements for communicating with its tional process strategy is determined.
customers and other interested parties.
Business relationship management 8.3.2 COM.01 Communication management

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

Business relationship management 8.3.2 RAA1 Business relationship management

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

tion shall review the performance trends outcomes are reviewed.

and the outcomes of the services.

Business relationship management 8.3.2 COM.08 Operational planning

7.6.2 At planned intervals [the organiza- 8. 8. Plans for the deployment of the pro-

tion shall review the performance trends cess are developed.

and ffhe outcomes of the services|.

Bus|ness relationship management 8.3.2 RAA.1 Business relationship hanggement

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

izatjon shall measure satisfaction with

the $ervices [based on a representative

sample of customers.]

Bus|ness relationship management 8.3.2 COM.10 Performance evaluation

9.7.4 [At planned intervals, the organi- 4. 4. Data is collected using the identified

zatipn shall measure satisfaction with performance measurement njethods.

the $ervices] based on a representative

sample of customers.

Busjfness relationship management 8.3.2 COM.08 Operational planning

10.7|3 At planned intervals, [the organi- 8. 8. Plans for the deployment of the pro-

zatipn shall measure satisfaction with the cess are developed.

seryices based on a representative sample

of cystomers.]

Busjfness relationship management 8.3.2 COM.10 Performance evaluation

11.8.1 The results shall be analysed, 5.5. The collected performanice data is

revipwed [to identify opportunities for analysed.

impfovement and reported.]

Bus|ness relationship management 8.3.2 COM.04 Improvement

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

revipwed] to identify opportunities for identified.

impfovement and reported.

Bus|ness relationship management 8.3.2 RAA.1 Business relationship manggement

13.9| Service complaints’shall be record- 3. 3. Service complaints are njanaged

ed, nanaged to closure and reported. through their lifecycle to clospre.

Busjness relationship management 8.3.2 COM.09 Operational implementation and

14.1p. Where.d service complaint is not control

resdlvedithrough the normal channels, a 5.5. Deviations from planned arrange-

methed of escalation shall be provided. ments are corrected when tafgets are
TTot achieved:

Service level management 8.3.3 SDE.1 Service delivery

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

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

Service level management 8.3.3 RAA.2 Service level management

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

Service level management 8.3.3 COM.02 Documentation management
3.2.2 [For each service delivered, the 1. 1. Documented information to be doc-
organization shall establish one or more umented is identified.
SLAs based on the] documented service
requirements.
Service level management 8.3.3 RAA.2 Service level management
4.3. The SLA(s) shall include service level 1. 1. Service level targets, workload char-
targets, woifkload ITmits and exceptions. acteristics and exceptions ror serv1ciE
are defined in service level agreemntenits
Service level management 8.3.3 RAA.2 Service level management
5.4.1 [At plahned intervals], the organi- 2. 2. Service performance/isimonitorgd
zation shall monitor, review [and report] against service level agfeements.
on: a) perfofmance against service level
targets; b) actual and periodic changes in
workload cdmpared to workload limits in
the SLA(S).
SDE.1 Service delivery
5.5. Qrganizational obligations defingd
in the;agreement are satisfied.
Service level management 8.3.3 RAA.3 Service reporting
6.4.2 [At plahned intervals], the organi- 3. 3. Service reports are produced accprd-
zation shall [monitor, review and] report ing to the service report requirements.
on: a) perfoymance against service level
targets; b) aftual and periodic changes in
workload cdmpared to workload limits in
the SLA(s).
SDE.1 Service delivery
5.5. Organizational obligations defingd
in the agreement are satisfied.
Service level management 8.3.3 COM.08 Operational planning
7.4.3 At plarned intervals, [the organi- 8. 8. Plans for the deployment of the pgro-
zation shall monitor, review and.report cess are developed.
on: a) perfofmance against senvice level
targets; b) actual and periodic changes in
workload cdmpared to workload limits in
the SLA(s).]
Service level management 8.3.3 COM.04 Improvement
8.5. Where Jeryicellevel targets are not 1. 1. Opportunities for improvement gre
met, the orgpanizdtion shall identify op- identified.
portunities [OT Improvement.
Management of external suppliers 8.3.4.1 COM.09 Operational implementation and
1.1. The organization shall have one of control
more designated individuals responsible 1. 1. The required roles, responsibilities
for managing the relationship, contracts and authorities are allocated.
and performance of external suppliers.
Management of external suppliers 8.3.4.1 RAA4 Supplier management

2. 2.Services to be provided are defined
and negotiated with each supplier.
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Management of external suppliers 8.3.4.1 COM.02 Documentation management
3.2.2 [For each external supplier, the 1. 1. Documented information to be doc-
organisation shall agree a] documented umented is identified.
[contract].
Management of external suppliers 8.3.4.1 RAA4 Supplier management
4.3.1 a) The contract shall include or 2. 2.Services to be provided are defined
contain a reference to: a) scope of the and negotiated with each supplier.

servlices, Service components, processes
or pprts of processes to be provided or
opefated by the external supplier;

Marnagement of external suppliers 8.3.4.1 RAA4 Supplier management

5.3.2 b) The contract shall include or con- 2. 2.Services to'beprovided gre defined
tain|a reference to: b) requirements to be and negotiated with each supplier.
met|by the external supplier;

Marnagement of external suppliers 8.3.4.1 RAA4 Supplier management

6.3.3 ) The contract shall include or con- 2.2/56rvices to be provided gre defined
tain|a reference to: c) service level targets and'negotiated with each supplier.

or other contractual obligations;

Marnagement of external suppliers 8.3.4.1 RAA4 Supplier management

7.3.4 d) The contract shall include or 3. 3. Roles and relationships hetween
conffain a reference to: d) authorities and suppliers are determined.

resgonsibilities of the organization and
the ¢xternal supplier.

Marnagement of external suppliers 8.3.4.1 RAA4 Supplier management

8.4.] The organization shall assess the 5.5. Supplier performance agpinst agreed
alighment of service level targets or other criteria is monitored and marjaged.
conffractual obligations for the external

supplier against SLAs with customers;,

[and manage identified risks].

Marnagement of external suppliers 8.3.4.1 COM.11 Risk management

9.4.2 The organization shall [assess the 2. 2. Risks are identified.

conflractual obligationg for the external
supplier against SLAs with customers,
and]| manage identified risks.

aligiment of service level targets or other

Marnagement.of external suppliers 8.3.4.1 RAA4 Supplier management

10.5 The organization shall define and 3. 3. Roles and relationships hetween
marjage thé interfaces with the external suppliers are determined.

suppliet

Management of external suppliers 8.3.4.1 RAA4 Supplier management

11.6.1 [At planned intervals] the organiza- 5.5. Supplier performance against agreed
tion shall monitor the performance of the criteria is monitored and managed.
external supplier.

Management of external suppliers 8.3.4.1 COM.08 Operational planning

12.6.2 At planned intervals [the organiza- 8. 8. Plans for the deployment of the pro-
tion shall monitor the performance of the cess are developed.

external supplier].
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customers acting as a supplier

3.2.1 [At planned intervals,] the organiza-
tion shall monitor the performance of the
internal supplier or the customer acting
as a supplier.

Management of external suppliers 8.3.4.1 COM.04 Improvement

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

organization shall ensure that opportuni-

ties for improvement are identified.

Management of external suppliers 8.3.4.1 RAA4 Supplier management

14.8.1 [At planned intervals] the organi- 2. 2.Services to be provided are defined
zation shall feview the contract against and negotiated with each supplier.
current seryice requirements.

Management of external suppliers 8.3.4.1 COM.08 Operational planning

15.8.2 At plgnned intervals [the organi- 8. 8. Plans for the deployment of the pgro-
zation shall freview the contract against cess are developed.

current seryice requirements].

Management of external suppliers 8.3.4.1 SPC.1 Change management

16.9. Changgs identified for the contract 2. 2. Change réquests are analysed.
shall be ass¢ssed for the impact of the

change on the SMS and the services before

the change i approved.

Management of external suppliers 8.3.4.1 RAA4 Supplier management

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

recorded anld] managed to closure.

Management of external suppliers 8.34.1 COM.02 Documentation management

18.10.2 Disgutes between the organiza- 1. 1. Documented information to be dpc-
tion and the|external supplier shall be umented is identified.

recorded [apd managed to closure].

Management of internal suppliers and [8.3.4.2 RAA4 Supplier management

customers pcting as a supplier 2. 2. Services to be provided are defirned
1.1.1 For eagh internal supplier or cus- and negotiated with each supplier.
tomer acting as a supplier, the organiza-

tion shall dgvelop, agree and maintain'a

[documented] agreement to define'the

service leve] targets, other conimitments,

activities arld interfaces between, the

parties.

Management of internal suppliers and [8.3.4.2 COM.02 Documentation management
customers pcting as.a'supplier 1. 1. Documented information to be dpc-
2.1.2 [For edchinternal supplier or cus- umented is identified.

tomer acting as.a supplier, the organiza-

tion shall develop, agree and maintain

a] documented [agreement to define the

service level targets, other commitments,

activities and interfaces between, the

parties.]

Management of internal suppliers and [8.3.4.2 RAA4 Supplier management

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

Management of internal suppliers and |8.3.4.2 COM.08 Operational planning
customers acting as a supplier 8. 8. Plans for the deployment of the pro-
4.2.2 At planned intervals, [the organiza- cess are developed.
tion shall monitor the performance of the
internal supplier or the customer acting
as a supplier. |
Management of internal suppliers and |8.3.4.2 COM.04 Improvement
customers acting as a supplier
< w T. I. Opportunities for improyement are
5.3.2 Where service level targets or other identified.
agrded commitments are not met, the or-
ganjzation shall ensure that opportunities
for improvement are identified.
Budgeting and accounting for services [8.4.1 SAD.1 Budgeting and-accounting for services
1.1. [The organization shall budget and ac- 1. 1. Budgets dre produced usfing cost
count for services or groups of services in estimates,
accqrdance with its financial management
poligies and processes.
Budgeting and accounting for services [8.4.1 SAD.1 Budgeting and accounting for services
2.2.[Costs shall be budgeted to enable 1. 1. Budgets are produced usfing cost
effe¢tive financial control and deci- estimates.
sionfmaking for services.
Budgeting and accounting for services [8.4.1 SAD1 Budgeting and accounting for services
3.3.1 [At planned intervals,] the organiza- 2. 2. Costs are monitored agajnst budget.
tion|shall monitor [and report] on actual
costp against the budget, review the
finahcial forecasts and manage costs.
Budgeting and accounting for services: (8.4.1 RAA.3 Service reporting
4.3.2 [At planned intervals,] the organiza- 3. 3. Service reports are prodiiced accord-
tion|shall [monitor and] report on actual ing to the service report requjrements.
costp against the budget, review the
finaphcial forecasts and managg costs.
Budgeting and accounting for services [8.4.1 COM.08 Operational planning
5.3.3 At planned intervals; [the organiza- 8. 8. Plans for the deployment of the pro-
tion[shall monitor arid report on actual cess are developed.
costk against the budget, review the
finahcial forecastsand manage costs.]
Denpand management 8.4.2 SAD.2 Demand management
1.1.1 a)[Atiplanned intervals,] the organi- 1. 1. Current demand and consumption of
zatipnshall: a) determine current demand services is identified.
[andTorecast future demand fOT SETVICES;]
Demand management 8.4.2 SAD.2 Demand management
2.1.2 a) [At planned intervals,] the or- 2. 2. Future demand for services is
ganization shall: a) [determine current forecast.
demand and] forecast future demand for
services;
Demand management 8.4.2 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-
cess are developed.
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pacity to include: b) expected impact on
capacity of agreed service level targets,
requirements for service availability and
service continuity;

Demand management 8.4.2 COM.08 Operational planning

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

and] forecast future demand for services;

Demand management 8.4.2 SAD.2 Demand management

5.1.5 b) [At planned intervals,] the organ- 3. 3. Demand and consumption of servic-
ization shall: b) monitor [and report on] es is monitored.

demand and consumption of Services.

Demand management 8.4.2 RAA.3 Service reporting

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

Demand mgnagement 8.4.2 COM.08 Operational planning

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

demand and consumption of services.

Demand management 8.4.2 COM.08 Operational planning

8.1.8 b) At planned intervals, the organ- 8. 8.'Rlans for the deployment of the pro-
ization shall: b) [monitor and] report on cessare developed.

demand and consumption of services.

Capacity mpnagement 8.4.3 SAD.3 Capacity management

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

[documented and maintained] taking into

consideratign the service and perfor-

mance requjrements.

Capacity mpnagement 84.3 COM.02 Documentation management

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

nancial resqurces shall be determined};

documented [and maintained taking into

consideratign the service and perfor-

mance requjrements.]

Capacity mpnagement 8.4.3 COM.02 Documentation management

3.1.3 [The capacity réquirements for 4. 4. Documented information is currgnt,
human, technical, information and complete and valid.

financial regources shall be determined,

documented aiid] maintained [taking into

consideration the service and perior-

mance requirements.]

Capacity management 8.4.3 SAD.3 Capacity management

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

capacity based on demand for services;

Capacity management 8.4.3 SAD.3 Capacity management

5.2.2 b) The organization shall plan ca- 2.2. Current and future capacity is

planned to meet the demand.
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onc

6.1.6 c) A change management policy shall
be [established and] documented that
defines: c) criteria to determine changes
with the potential to have a major impact

ustomers or services.

Capacity management 8.4.3 SAD.3 Capacity management

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

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

olds for changes to service capacity.

Capacity management 8.4.3 SAD.3 Capacity management

7.3. The organization shall provide suf- 3. 3. Sufficient capacity is provided to
ficient capacity to meet agreed capacity meet capacity and performance re-
and [performance requirements. quirements.

Caphcity management 8.4.3 SAD.3 Capacity management

8.4.1 The organization shall monitor 4. 4. Capacity usage,is monitored and
capdcity usage, analyse capacity and per- analysed.

formpance data [and identify opportunities

to i?rlprove performance.]

Chapge management policy 8.5.1.1 TOP.01 Leadership

1.1.1 a) A change management policy 4. 4. The management system and opera-
shal| be established [and documented] to tiofial process strategy is determined.
defihe: a) service components and other

iten]s that are under the control of change

marjagement;

Chapge management policy 8.5.1.1 COM.02 Documentation management

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

defihe: a) service components and other

iten]s that are under the control of change

marjagement;

Chapge management policy 8:5.1.1 TOP.01 Leadership

3.1.3 b) A change management policy shall 4. 4. The management system and opera-
be eptablished [and documented] that tional process strategy is det¢rmined.
defihes: b) categories of change, including

emefgency change, and how they are to be

marjaged;

Chapge management policy. 8.5.1.1 COM.02 Documentation management

4.1.4 b) A change management policy shall 1. 1. Documented information to be doc-
be [¢stablished and]{documented that umented is identified.

defihes: b) categaries of change, including

emefgency change, and how they are to be

marjaged;

Chapge management policy 8.5.1.1 SPC.1 Change management

5.1.% €)A’change management policy shall 3. 3. Criteria for evaluating changes are
be established [and documented] that defined.

defines: c) criteria to determine changes

with the potential to have a major impact

on customers or services.

Change management policy 8.5.1.1 COM.02 Documentation management

1. 1. Documented information to be doc-

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

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

SPC.1 Change management

1. 1. Change requests are recorded and
classified.

Change mapagement initiation 8.5.1.2 SPC.1 Change management
2.2.1 a) Theorganization shall use service 4. 4. Changes are evaluated using defined
design and qransition in 8.5.2 for: a) criteria.
new servicep with the potential to have
a major imppct on customers or other
services as dletermined by the change
managemerjt policy;
Change mapagement initiation 8.5.1.2 SPC.1 Change management
3.2.2 b) The|organization shall use service 4. 4. Changes are evaluated using defjned
design and ffransition in 8.5.2 for: b) criterias
changes to dervices with the potential
to have a m3jor impact on customers
or other seryices as determined by the
change manpgement policy;
Change mapagement initiation 8.5.1.2 SPC.1 Change management
4.2.3 c) Theforganization shall use service 4. 4. Changes are evaluated using defined
design and ffransition for: c) categories of criteria.
change thatfare to be managed by service
design and qransition in 8.5.2 according to
the change fnanagement policy;
Change mapagement initiation 8.5.1:2 SPC.1 Change management
5.2.4 d) The|organization shall use service 4. 4. Changes are evaluated using defined
design and ffransition in 8.5.2 for: d) re- criteria.
moval of a service;
Change mapagement initiation 8.5.1.2 SPC.1 Change management
6.2.5 €) The|organization shall@use service 4. 4. Changes are evaluated using defined
design and fransition in 8.5.2 for: e) criteria.
transfer of z]‘n existing service from the
organization to a custafier or other party;
Change mahagementinitiation 8.5.1.2 SPC.1 Change management
7.2.6 f) The prganization shall use service 4. 4. Changes are evaluated using defjned
design and ffraiisition in 8.5.2 for: f) trans- criteria.
fer of an exisTing Service Irom a customer
or other party to the organization.
Change management initiation 8.5.1.2 COM.08 Operational planning
8.3. Assessing, approving, scheduling and 1. 1. Process requirements are identified.
reviewing of new or changed services
in the scope of 8.5.2 shall be managed
through the change management activi-
ties in 8.5.1.3.
Change management initiation 8.5.1.2 COM.08 Operational planning

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

Change management activities 8.5.1.3 SPC.1 Change management

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

and priority of requests for change.

Change management activities 8.5.1.3 SPC.1 Change management

2.2. Decision-making shall take into 4. 4. Changes are evaluated using defined
consideration the risks, business benefits, criteria.

feasfbility and financial impact.

Chapge management activities 8.5.1.3 SPC.1 Change management

3.3.] a) Decision making shall also consid- 4. 4. Changes are evaluated using defined
er pptential impacts of the change on: a) criteria.

exisfing services;

Chapge management activities 8.5.1.3 SPC.1 Change management

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

b) c:llstomers, users and other interested

partfies;

Chapge management activities 8.5.1.3 SPC.1 Change management

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

on: ¢) policies and plans required by this

docyment;

Chahge management activities 8.5.1.3 SPC.1 Change management

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

d) cqpacity, service availability, service

conffinuity and information security;

Chapge management activities 8.5.1.3 SPC.1 Change management

7.3.4.2 d) Decision making shall alsp con- 4. 4. Changes are evaluated using defined
sidef potential impacts of the change on: criteria.

d) [dapacity, service availability, service

conflinuity and] information security;

Chapge managementactivities 8.5.1.3 SPC.1 Change management

8.3.% e) Decision making shall also con- 4. 4. Changes are evaluated u$ing defined
sidef potentialdmpacts of the change on: criteria.

e) ofher requests for change, releases and

plans for deployment.

Chapgé management activities 8.5.1.3 SPC.1 Change management

9.4. Approved ciranges siratt be prepared; 55 Changestiratmeetdefimed criteria
verified and, where possible, tested. are implemented and verified.

Change management activities 8.5.1.3 COM.08 Operational planning

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

changes [shall be communicated to inter-

ested parties.]

Change management activities 8.5.1.3 COM.01 Communication management

6. 6. Information products are communi-
cated to relevant interested parties.
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Change management activities 8.5.1.3 SPC.1 Change management

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

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

and,] where possible, tested.

Change management activities 8.5.1.3 COM.08 Operational planning

13.6.2 [The activities to reverse or 8. 8. Plans for the deployment of the pro-

remedy an unsuccessful change shall be] cess are developed.

planned [anfl; Where possible, tested.]

Change mapagement activities 8.5.1.3 COM.09 Operational implementation and

14.7. Unsucdessful changes shall be inves- control

tigated and pgreed actions taken. 5.5. Deviations from planned arrange-
ments are corrected whehtargets ar¢
not achieved.

Change mahagement activities 8.5.1.3 COM.09 Operational implementation and

15.9. The organization shall review control

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

agreed withinterested parties. actionstaken to achieve the managerment
system.ebjectives are reviewed.

Change mahagement activities 8.5.1.3 COM.10 Performance evaluation

16.10.1 [At glanned intervals,] request 5.5. The collected performance data |s

for change rfecords shall be analysed to analysed.

detect trends.

Change mahagement activities 8.5.1.3 COM.O8 Operational planning

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

change recofrds shall be analysed to detect cess are developed.

trends.]

Change mapagement activities 8.5.1.3 COM.02 Documentation management

18.11.1 Theresults and conclusions 1. 1. Documented information to be dpc-

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

and reviewdd [to identify opportunities

for improvement.]

Change maphagement activities 8.5.1.3 COM.04 Improvement

19.11.2 [Thq results and con¢lusions 1. 1. Opportunities for improvement gre

drawn from|the analysis shall be recorded identified.

and reviewdd] to identify epportunities

for improvement.

Plan new of changed services 8.5.2.1 COM.08 Operational planning

1.1.1 a) Planningsshall use the service re- 8. 8. Plans for the deployment of the pro-

quirements for the TIEW OT CITANIgEd SETViC- TESS are gevetoped:

es determined in 8.2.2 and shall include

or contain a reference to: a) authorities

and responsibilities for design, build and

transition activities;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

2.1.2 b) Planning shall use the service re- 8. 8. Plans for the deployment of the pro-

quirements for the new or changed servic- cess are developed.

es determined in 8.2.2 and shall include

or contain a reference to: b) activities to

be performed by the organization or other

parties with their timescales;
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Plan new or changed services 8.5.2.1 COM.08 Operational planning

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

es determined in 8.2.2 and shall include or

contain a reference to: c) human, techni-

cal, information and financial resources;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

4.1.4dJ Planning shall use the service re- 8. 8. Plans for the deployment of the pro-
quirfements for the new or changed servic- cess are developed.

es determined in 8.2.2 and shall include or

conflain a reference to: d) dependencies on

othdr services;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

5.1.% e) Planning shall use the service re- 8. 8. Plansforthe deployment of the pro-
quirements for the new or changed servic- cess are’developed.

es determined in 8.2.2 and shall include or

contlain a reference to: e) testing needed

for the new or changed services;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

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

es determined in 8.2.2 and shall include or

contlain a reference to: f) service accept-

ance criteria;

Plan new or changed services 8.5.2.1 COM.08 Operational planning

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

es determined in 8.2.2 and shall include

or cpntain a reference to: g) intended

outdomes from delivering the new.or

chanpged services, expressed in méasura-

ble tlerms;

Plan new or changed seryices 8.5.2.1 COM.08 Operational planning

8.1.8 h) Planning shall ise'the service re- 8. 8. Plans for the deployment of the pro-
quirements for the new or changed servic- cess are developed.

es determined in8:2.2 and shall include

or cpntain a reference to: h) impact on

the $MS, other services, planned changes,

custfomers;users and other interested

parties:

Plaangur or rhnhgnd services 9521 COMQOS8 npnrnfinnnl plnnning

9.2. For services that are to be removed,
the planning shall additionally include the
date(s) for the removal of the activities
for archiving, disposal or transfer of data,
documented information and service
components.

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

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

Plan new or changed services 8.5.2.1 COM.08 Operational planning

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

include the date(s) for the transfer of the

services and the activities for the transfer

of data, documented information, knowl-

edge and service components.

Plan new or (‘hangpd services 8521 SPC 2 (‘nnfignratinn management

11.4. The CI$ affected by new or changed 1. 1. Items requiring configuration'mpan-
services shdll be managed through config- agement are identified.

uration marjagement.

Design 8.5.2.2 SDB.2 Service design

1.1.1 The nejw or changed services shall be 1. 1. New or changed-services are de-
designed [afid documented] to meet the signed to meet servic€ requirements,
service reqyirements determined in 8.2.2.

Design 8.5.2.2 COM.02 Documentatioh management

2.1.2 The new or changed services shall 1. 1. Dogumiented information to be dpc-
[be designedl and] documented to meet the umented-s identified.

service reqyirements determined in 8.2.2.

Design 8.5.2.2 SDB.2 Service design

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

involved in the delivery of the new or

changed serjvices;

Design 8.5.2.2 SDB.2 Service design

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

tion and fin@ncial resources;

Design 8.5.2.2 SDB.2 Service design

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

experience;

Design 8.5.2.2 SDB.2 Service design

6.2.4 d) The|design:shall include rele- 2. 2. A design specification that defings
vant items ffom the following: d) new the attributes of the new or changed
or changed $LAs; contracts and other service is prepared.

documented agreements that support the

services;

Design 8.5.2.2 SDB.2 Service design

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

to the SMS including new or changed service is prepared.

policies, plans, processes, procedures,

measures and knowledge;

Design 8.5.2.2 SDB.2 Service design

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

Design 8.5.2.2 SDB.2 Service design
9.2.7 g) The design shall include relevant 2. 2. A design specification that defines
items from the following: g) updates to the attributes of the new or changed
the service catalogue(s). service is prepared.
Build and transition 8.5.2.3 SDB.3 Service build and transition
1.1.1 The new or changed services shall be 1. 1. New or changed services are built
built [and tested to verify that they meet according to the design specification.
the §ervice requirements, conform to the
doc mented design and meet the agreed
ser 1ce acceptance criteria.
Build and transition 8.5.2.3 SDB.3 Service build and transition
The new or changed services shall 2.2.The new orichanged seryices are
be [ uilt and] tested to verify that they tested against.the service requirements.
the service requirements, conform
to t e documented design and meet the
agrded service acceptance criteria.]
Build and transition 8.5.2.3 SDB.3 Seérvice build and transition
3 2 f the service acceptance criteria are 37/ 3. The new or changed seryices are
et, the organization and interested accepted in accordance with the service
par ies shall make a decision on neces- acceptance criteria.
saryf actions and deployment.
Build and transition 8.5.2.3 COM.08 Operational planning
elease and deployment manage- 1. 1. Process requirements arf identified.
shall be used to deploy approved
new|or changed services into the live
environment.
Build and transition 8.5.2.3 RAA.3 Service reporting
5.4. Following the completion of the tran- 3. 3. Service reports are prodiiced accord-
sitign activities, the organization shall-re- ing to the service report requjrements.
por{ to interested parties on the achieve-
menfts against the intended outcomes.
Reldase and deploymentmanagement |8.5.3 SDB.4 Release and deployment management
1.1. [The organization shall define the 1. 1.Types of releases and thelr manage-
typdgs of releases, including emergency ment are defined.
relefises, their frequency and how they
are fo be managed:
Relgase and'deployment management |8.5.3 COM.08 Operational planning
2.2.[The erganization shall plan the deploy- 8. 8. Plans for the deployment of the pro-
menjt efnew or changed services and ser- cess are developed.
vice COMpPONENTS 1IN0 the 1IVe envIronment.
Release and deployment management |8.5.3 COM.08 Operational planning
3.3. Planning shall be co-ordinated with 8. 8. Plans for the deployment of the pro-
change management and include refer- cess are developed.
ences to the related requests for change,
known errors or problems which are
being closed through the release.
Release and deployment management |8.5.3 COM.08 Operational planning

8. 8. Plans for the deployment of the pro-
cess are developed.
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15.13. Information about the success or
failure of releases and future release dates
shall be made available for other service
management activities as appropriate.

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

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

the] documented acceptance criteria [and defined.

approved before deployment.]

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

6.6. The release shall be verified against 3. 3. Releases are tested in accordance

the [documented] acceptance criteria and with defined criteria.

approved bgfore deployment. |

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

7.7. If the ac¢eptance criteria are not met, 4. 4. Approved releases are deployed.

the organiztion and interested parties

shall make g decision on necessary ac-

tions and dgployment.

Release angl deployment management |8.5.3 SPC.2 Configuration management

8.8. Before deployment of a release into 4. 4. Changes(to,items under configurp-

the live environment, a baseline of the tion managemeént are controlled.

affected Cls|shall be taken, if possible.

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

9.9. The relefse shall be deployed into the 44 Approved releases are deployed.

live environment so that the integrity of

the services|land service components is

maintained

Release andl deployment management |8.5.3 COM.09 Operational implementation and

10.10.1 The puccess or failure of releases control

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

Release angdl deployment management |8.5.3 COM.10 Performance evaluation

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

shall be [mopitored and] analysed. analysed.

Release andl deployment management |8.5.3 COM.10 Performance evaluation

12.11. Measprements shall include inci- 1. 1. Performance monitoring and mefs-

dents relatef to a release in the period urement needs are defined.

following dgployment of a telease.

Release andl deployment management |8.5.3 COM.02 Documentation management

13.12.1 Thejresults-and conclusions 1. 1. Documented information to be dpc-

drawn from|the @nalysis shall be recorded umented is identified.

and reviewdd\[toidentify opportunities

for improvefrernt}

Release and deployment management |8.5.3 COM.04 Improvement

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

drawn from the analysis shall be recorded identified.

and reviewed] to identify opportunities

for improvement.

Release and deployment management |8.5.3 COM.02 Documentation management

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

56

© ISO/IEC 2020 - All rights reserved


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

Table A.2 (continued)

ISO/IEC TS 33054:2020(E)

ISO/IEC 20000-1:2018

ISO/IEC TS 33054 process reference model

2.1.2 Service requests shall be: b) prior-
itized;

Incident management 8.6.1 RAF.1 Incident management

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

classified;

Incident management 8.6.1 RAF.1 Incident management

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

taking into consideration impact and

urgency;

Incident management 8.6.1 RAF.1 Incident management

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

neeqled; needed.

Incifdent management 8.6.1 RAF.1 Incident managément

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

Incident management 8.6.1 RAF.1 Incident management

5.1.% Incidents shall be: €) closed. 6. 6. Incidents are closed.

Incident management 8.6.1 COM.02 Dectumentation management

6.2.[Records of incidents shall be updated 4)4. Documented information is current,

with actions taken. complete and valid.

Incident management 8.6.1 RAF.1 Incident management

7.3. The organization shall determine 1. 1. Criteria are identified fof major

critgria to identify a major incident. incidents.

Incident management 8.6.1 COM.09 Operational implementation and

8.4. Major incidents shall be classified control

andmanaged according to a documented 3. 3. Actions required to achigve the

prodedure. management system objectives are im-
plemented.

Incident management 8.6.1 COM.01 Communication management

9.5. [Top management shall be informed of 6. 6. Information products ar¢ communi-

maj¢r incidents. cated to relevant interested parties.

Incident management 8.6.1 COM.09 Operational implementation and

10.6 The organizationshall assign control

resgonsibility for managing each major 1. 1. The required roles, respgnsibilities

inciglent. and authorities are allocated,

Incident management 8.6.1 COM.09 Operational implementation and

11.7|1 After'the’incident has been re- control

solved, the;major incident shall be report- 4. 4. Suitability and effectiverjess of the

ed ahdreviewed [to identify opportuni- actions taken to achieve the hanagement

ties keor-tmpreverment] systenr-objectivesarereviewed.

Incident management 8.6.1 COM.04 Improvement

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

solved, the major incident shall be report- identified.

ed and reviewed] to identify opportuni-

ties for improvement.

Service request management 8.6.2 RAF.2 Service request management

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

ed and classified; classified.

Service request management 8.6.2 RAF.2 Service request management

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

Service request management 8.6.2 RAF.2 Service request management

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

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

5.2. Records of service requests shall be 4. 4. Documented information is current,
updated witfractions takem: compiete and vatid:

Service reduest management 8.6.2 COM.02 Documentation management

6.3. Instructions for the fulfilment of 6. 6. Documented information is availa-
service reqyests shall be made a available ble to relevant interested parties.

to persons ipvolved in service request

fulfilment.

Problem mpnagement 8.6.3 RAF.3 Problem managément

1.1. The organization shall analyse 2.2.Problemgare recorded and classified.
data and tr¢nds on incidents to identify

problems.

Problem mpnagement 8.6.3 RAF.3 Problein management

2.2. The orgpnization shall undertake root 5/5»Problems are resolved, if possiblg.
cause analy$is and determine potential

actions to pfevent the occurrence or re-

currence of jncidents.

Problem mhnagement 8.6.3 RAE.3 Problem management

3.3.1 Problems shall be: a) recorded and 2.2.Problems are recorded and classified.
classified;

Problem mpnagement 8.6.3 RAF.3 Problem management

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

Problem management 8.6.3 RAF.3 Problem management

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

Problem mpnagement 8.6.3 RAF.3 Problem management

6.3.4 Problems shall be: d) resolved if 6. 6. The impacts of problems are mir}i-
possible; mized, where possible.

Problem mpanagement 8.6.3 RAF.3 Problem management

7.3.5 Problems shalhbe’ e) closed. 7.7. Problems are closed.

Problem mpanagement 8.6.3 COM.02 Documentation management

8.4. Record aof prnh]nmc shallbhe npr‘]afnr‘] 4 4 Documentedinformationis curr nnt,
with actions taken. complete and valid.

Problem management 8.6.3 COM.08 Operational planning

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

change management policy.

Problem management 8.6.3 RAF.3 Problem management

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