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

Sl "~ ISO/IEC
REPORT TR

20000-10

First edition
2013-11-01

Information technolog

Part 10:
Concepts 3

Reference number

@ m ISO/IEC TR 20000-10:2013(E)
It B
© ISO/IEC 2013



https://webstore.iec.ch/publication/10835&preview=1

ISO/IEC TR 20000-10:2 / This is a preview - click here to buy the full publication

@%
S

COPYRIGHT PROTECTED DOCUMENT

© ISO/IEC 2013
All rights reserved. Unless otherwise specified, no part of this publication may be reproduced or utilized otherwise in any form
or by any means, electronic or mechanical, including photocopying, or posting on the internet or an intranet, without prior
written permission. Permission can be requested 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 + 4122749 09 47

E-mail copyright@iso.org

Web www.iso.org

Published in Switzerland

ii © ISO/IEC 2013 - All rights reserved


https://webstore.iec.ch/publication/10835&preview=1

This is a preview - click here to buy the full publication \C TR 20000-10:2013(E)

Contents Page
FFOT@WOTM ........oooccceeee st iv
IIUETOQUICEION......o.c st \%
1 SCOPIC ...tk 1
2 Terms and defiMItIONIS ... 1
3 Terminology used in ISO/TEC 20000...............eeeeeseeeeesseseies e 6
4 Service management systems
4.1 General......nn

4.2 Whatis an SMS ...
4.3 The integrated process apProaACh ... N agiseeees oo
4.4 Continual IMPIrOVEMENT ... AN NN DN
4.5 What constitutes an effective SMS
4.6 Benefits of an SMS ... oS NN NS ¥ e

5 ISO/IEC 20000
5.1 General
5.2 ISO/IEC 20000-1:2011 Service manageme
53 i
5.4

55
5.6

6.1
6.2
6.3
6.4
6.5

Bibliography

© ISO/IEC 2013 - All rights reserved iii


https://webstore.iec.ch/publication/10835&preview=1

ISO/IEC TR 20000-10:2 / This is a preview - click here to buy the full publication

Foreword

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

International Standards are drafted in accordance with the rules given in the ISO/IEE€Djrectives, Part 2.

The main task of the joint technical committee is to prepare International Standafds. Dxaft International
Standards adopted by the joint technical committee are circulated to naty ‘ 3
Publication as an International Standard requires approval by at least 7
casting a vote.

from that which is normally published as an International Standard atg of\the ary’, for example), it
i imformativein nature and shall

Subcommittee SC 7, Software and systems engineeri

general title Information technology —

ISO/IEC 20000 consists of the ¢
Service management:

— Part 1: Service man@ )
— Part 2: Guidance on t Dp

Part 6: Requirements for-bodies providing audit and certification of service management systems
— Part 8: Guidance on the application of service management systems for smaller organizations

— Part 9: Guidance on the application of ISO/IEC 20000-1 to the cloud

— Part 10: Concepts and terminology

— Part11: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management frameworks
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Introduction

This part of ISO/IEC 20000 provides an overview of the concepts and the terminology of ISO/IEC 20000. It
establishes a common framework for helping organizations to understand the purpose of all the parts of
ISO/IEC 20000 and the relationships between the parts. This part of ISO/IEC 20000 is intended to become
the authoritative source for definitions used in all the parts of ISO/IEC 20000. Terms defined in this part
of ISO/IEC 20000 will be removed from other published parts of ISO/IEC 20000 as they are updated.

This partofISO/IEC 20000 identifies other documentsthathave relationshipswith ISO/IEC20000-1:2011
and identifies common areas with related International Standards to aid the use and integration of
multiple International Standards in organizations.

d) clarifies the possible interfaces a
management systems;

e) provides an overview of other In
ISO/IEC 20000;

f) identifies common areas be

Figure 1 represents a
frameworks and re
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Figure 1 — Overview of'\part - addressed in ISO/IEC TR 20000-10
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TECHNICAL REPOx1 rou71C TR 20000-10:2013(E)

Information technology — Service management —

Part 10:
Concepts and terminology

1 Scope

This part of ISO/IEC 20000 describes the core concepts of ISO/IEC 20000, identifixing how the different

a) service providers considering using any part of ISO/IE

b) service providers that wish to understand
other International Standards;

c) practitioners, auditors and other pa vh to gain an/understanding of ISO/IEC 20000.

O
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