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ISO/IEC 20000-1:2011 HE At

Foreword(& 1)

closer alignment to ISO 9001;

closer alignment to ISO/IEC 27001;

change of terminology to reflect international usage;

addition of many more definitions, updates to some definitions and removal of two definitions;
introduction of the term “service management system?;

combining Clauses 3 and 4 of ISO/IEC 20000-1:2005 to put all management system requirements into
one clause;

clarification of the requirements for the governance of processes operated by other parties;
clarification of the requirements for defining the scope of the SMS;

clarification that the PDCA methodology applies to the SMS, including the service management
processes, and the services;

introduction of new requirements for the design and transition of new or changed services.

ISO/IEC 20000 consists of the following parts, under the general title Information technology — Service
management:

Part 1. Service management system requirements

Part 2: Guidance on the application of service management systems!)
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1. Scope

Service Delivery Processes

Capacity Management Service Level Management Inforr;r;?lt;gznfzztt: iy
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Figure 1 — Service management processes
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Figure 2 — Service management system
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1.2 Application
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3. Terms and definitions
v HOol AMNZHY 220 =IO E2 (151 = 37H),

3.31

service management system

SMS

management system to direct and control the service management activities of the service provider

NOTE 1 A management system is a set of interrelated or interacting elements to establish policy and objectives and to
achieve those objectives.

NOTE2 The SMS includes all service management policies, objectives, plans, processes, documentation and

resources required for the design, transition, delivery and improvement of services and to fulfil the requirements in this part
of ISO/IEC 20000.

NOTE 3  Adapted from the definition of "quality management system” in IS0 9000:2005.
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4. Service management system general requirements Plan
v ISO/IEC 20000—-1:20052] £&F I(BGAIAE RTFAE /e N
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4.2 Governance of process operated by other parties

v Xet582H 90 ESLHU=E 2= Z2HA0N CHol JIEF Z2PAHX (R 08, 224,
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6.1 Service level management
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5. Design and transition of new or changed services

v 24 S M HHIA Off BIEQI eSS 0|2 £ UAs 2E AR HUHIA L AHHIA
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v 201148 42 1520 ISO/IEC 20000—-1 Second Edition &g,
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Any questions?
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