
 

  

 

Reference number
ISO/IEC TR 20000-5:2010(E)

© ISO/IEC 2010
 

 

 

TECHNICAL 
REPORT 

ISO/IEC
TR

20000-5

First edition
2010-05-01

 

Information technology — Service 
management —  
Part 5: 
Exemplar implementation plan for 
ISO/IEC 20000-1 

Technologies de l'information — Gestion des services —  

Partie 5: Exemple de plan de mise en application pour l'ISO/CEI 20000-1
 

This is a preview - click here to buy the full publication

http://webstore.iec.ch/Webstore/webstore.nsf/ArtNum_PK/43991!opendocument&preview=1


ISO/IEC TR 20000-5:2010(E) 

PDF disclaimer 
This PDF file may contain embedded typefaces. In accordance with Adobe's licensing policy, this file may be printed or viewed but 
shall not be edited unless the typefaces which are embedded are licensed to and installed on the computer performing the editing. In 
downloading this file, parties accept therein the responsibility of not infringing Adobe's licensing policy. The ISO Central Secretariat 
accepts no liability in this area. 

Adobe is a trademark of Adobe Systems Incorporated. 

Details of the software products used to create this PDF file can be found in the General Info relative to the file; the PDF-creation 
parameters were optimized for printing. Every care has been taken to ensure that the file is suitable for use by ISO member bodies. In 
the unlikely event that a problem relating to it is found, please inform the Central Secretariat at the address given below. 

 

 COPYRIGHT PROTECTED DOCUMENT 
 
©   ISO/IEC 2010 
All rights reserved. Unless otherwise specified, no part of this publication may be reproduced or utilized in any form or by any means, 
electronic or mechanical, including photocopying and microfilm, without permission in writing from either ISO at the address below or 
ISO's member body in the country of the requester. 

ISO copyright office 
Case postale 56 • CH-1211 Geneva 20 
Tel.  + 41 22 749 01 11 
Fax  + 41 22 749 09 47 
E-mail  copyright@iso.org 
Web  www.iso.org 

Published in Switzerland 
 

ii  © ISO/IEC 2010 – All rights reserved
 

 

This is a preview - click here to buy the full publication

http://webstore.iec.ch/Webstore/webstore.nsf/ArtNum_PK/43991!opendocument&preview=1


ISO/IEC TR 20000-5:2010(E) 

© ISO/IEC 2010 – All rights reserved  iii
 

Contents Page 

Foreword ............................................................................................................................................................iv 
Introduction.........................................................................................................................................................v 
1 Scope ......................................................................................................................................................1 
2 Normative references............................................................................................................................1 
3 Terms and definitions ...........................................................................................................................1 
4 Benefits of a phased approach ............................................................................................................1 
5 Approach................................................................................................................................................2 
5.1 Overview.................................................................................................................................................2 
5.2 Key considerations ...............................................................................................................................2 
5.3 Understanding ISO/IEC 20000-1...........................................................................................................3 
5.4 Scope and applicability.........................................................................................................................3 
5.5 Changes to scope..................................................................................................................................3 
5.6 Developing the business case .............................................................................................................3 
5.7 Project support and commitment ........................................................................................................4 
5.8 Gap analysis ..........................................................................................................................................4 
5.9 Implementation governance.................................................................................................................5 
5.10 Project readiness...................................................................................................................................5 
5.11 Project team ...........................................................................................................................................5 
6 Overview of phases...............................................................................................................................7 
7 Taxonomy of each phase......................................................................................................................8 
7.1 Objectives of each phase .....................................................................................................................8 
7.2 Key characteristics of each phase ......................................................................................................9 
8 Post-implementation ...........................................................................................................................11 
8.1 Continuing governance of the SMS and improving service ...........................................................11 
8.2 Plan-Do-Check-Act ..............................................................................................................................11 
8.3 Interfaces to projects for new and changed services .....................................................................11 
Annex A (informative)  Start up and business case development..............................................................12 
Annex B (informative)  Three phases of the implementation project .........................................................13 
Annex C (informative)  Developing policies ..................................................................................................25 
Annex D (informative)  Document and record management .......................................................................28 
Bibliography......................................................................................................................................................31 
Figures 
Figure 1 — Important components within each of the three phases ............................................................7 
Tables 
Table 1 — Objectives of each phase ................................................................................................................8 
Table 2 — Key characteristics of each phase .................................................................................................9 
Table A.1 — Basis for three phases ...............................................................................................................12 
Table B.1 — Activities in three phases ..........................................................................................................13 

This is a preview - click here to buy the full publication

http://webstore.iec.ch/Webstore/webstore.nsf/ArtNum_PK/43991!opendocument&preview=1


ISO/IEC TR 20000-5:2010(E) 

iv  © ISO/IEC 2010 – All rights reserved
 

Foreword 

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical 
Commission) form the specialized system for worldwide standardization. National bodies that are members of 
ISO or IEC participate in the development of International Standards through technical committees 
established by the respective organization to deal with particular fields of technical activity. ISO and IEC 
technical committees collaborate in fields of mutual interest. Other international organizations, governmental 
and non-governmental, in liaison with ISO and IEC, also take part in the work. In the field of information 
technology, ISO and IEC have established a joint technical committee, ISO/IEC JTC 1. 

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2. The 
main task of the joint technical committee is to prepare International Standards. Draft International Standards 
adopted by the joint technical committee are circulated to national bodies for voting. Publication as an 
International Standard requires approval by at least 75 % of the national bodies casting a vote. 

In exceptional circumstances, the joint technical committee may propose the publication of a Technical Report 
of one of the following types: 

— type 1, when the required support cannot be obtained for the publication of an International Standard, 
despite repeated efforts; 

— type 2, when the subject is still under technical development or where for any other reason there is the 
future but not immediate possibility of an agreement on an International Standard; 

— type 3, when the joint technical committee has collected data of a different kind from that which is 
normally published as an International Standard (“state of the art”, for example). 

Technical Reports of types 1 and 2 are subject to review within three years of publication, to decide whether 
they can be transformed into International Standards. Technical Reports of type 3 do not necessarily have to 
be reviewed until the data they provide are considered to be no longer valid or useful. 

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent 
rights. ISO and IEC shall not be held responsible for identifying any or all such patent rights. 

ISO/IEC TR 20000-5, which is a Technical Report of type 2, was prepared by Joint Technical Committee 
ISO/IEC JTC 1, Information technology, Subcommittee SC 7, Software and systems engineering. 

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

― Part 1: Specification 

― Part 2: Code of practice 

― Part 3: Guidance on scope definition and applicability of ISO/IEC 20000-1 [Technical Report] 

― Part 4: Process reference model [Technical Report] 

― Part 5: Exemplar implementation plan for ISO/IEC 20000-1 [Technical Report] 

Process assessment model for service management will form the subject of a future Part 8. 
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Introduction 

ISO/IEC 20000-1 specifies the requirements for a service management system (SMS) to deliver IT services 
and applies to organizations of all sizes, sectors, types and many different organizational forms or business 
models. 

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

Included in this part of ISO/IEC 20000 is advice for service providers on a suitable order in which to plan and 
implement improvements and other necessary changes. It suggests, as an example, a generic three-
phase approach to managing the implementation and gives guidance on a sequence of activities and phases 
for implementing the SMS to fulfil the requirements of ISO/IEC 20000-1, including the integration of processes. 
The service provider may choose their own sequence to implement the SMS. Also included is advice on the 
development of a business case, the start up project and other activities necessary for the implementation to 
be successful. 

The phasing described in this part of ISO/IEC 20000 does not change the intended scope of the service 
provider’s SMS, i.e. the scope itself is not subject to phased changes as a result of adopting the advice in this 
part of ISO/IEC 20000. Instead, each phase improves the SMS needed for the service provider’s agreed 
scope, building on the results of the previous phase. 

The main activities for the development of the business case and start up of the implementation project are 
shown in Annex A. A list of the main activities to implement the SMS based on ISO/IEC 20000-1, in three 
phases, is shown in Annex B. Many of the requirements of ISO/IEC 20000-1 need to be met by actions over 
more than one phase, with each phase building upon the achievements of the earlier phase. Once the final 
phase is completed, the service provider’s organization will have an SMS that meets the requirements of 
ISO/IEC 20000-1. Supporting information for the implementation project is provided. 
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Information technology — Service management — 

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

1 Scope 

This part of ISO/IEC 20000 gives guidance on a phased approach to implement an SMS that fulfils the 
requirements specified in ISO/IEC 20000-1. The phased approach provides a structured framework to agree 
priorities and manage the implementation activities. 

This part of ISO/IEC 20000 illustrates a generic, three-phase approach to manage the implementation. The 
service provider can tailor the phases to suit its needs and its constraints. 

This part of ISO/IEC 20000 can also be used with ISO/IEC 20000-2, ISO/IEC TR 20000-3 and 
ISO/IEC TR 20000-4. 

2 Normative references 

The following referenced document is indispensable for the application of this part of ISO/IEC 20000. For 
dated references, only the edition cited applies. For undated references, the latest edition of the referenced 
document (including any amendments) applies. 

ISO/IEC 20000-1:2005, Information technology — Service management — Part 1: Specification 

3 Terms and definitions 

For the purposes of this document, the terms and definitions in ISO/IEC 20000-1 apply. 

4 Benefits of a phased approach 

Conformity to ISO/IEC 20000-1 is only possible if all requirements of the standard are fulfilled by the SMS. 
There are many reasons for a phased approach. Phasing is based on identification of a suitable sequence of 
improvements, each designed to assist in fulfilling one or more of the requirements of ISO/IEC 20000-1. This 
allows better and more efficient risk management than attempting to make all the improvements and other 
changes in one single phase. 

A phased approach allows costs to be incurred over a longer period of time, is more easily funded using 
revenue budgets instead of all the activities being funded from capital budgets and can generate benefits as 
early as Phase 1. Early benefits can assist in encouraging involvement and funding of later phases. 

Additional benefits can include: 

a) illustrating each phase in a way that can be understood easily by all parties involved or affected by the 
changes; 

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