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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 1ISO 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.

ISO/IEC 20000 consists of the fo
management:

— Part 1: Service managemen

— Part 5: Exemplarimpremeptation plan for ISO/IEC 20000-1 [Technical Report]1

— Part 7: Guidance on the application of ISO/IEC 20000-1 to the cloud?
— Part 10:Concepts and terminology [Technical Report]2

— Part 11: Gu1dance on the relationship between ISO/IEC 20000-1:2012 and related frameworks: ITIL®3
[Technical Report]

1 Under review as a second edition Technical Report.
2 Under development.

3 ITIL®is a Registered Trade Mark of the Cabinet Office.
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Introduction

ISO/IEC 20000-1 specifies requirements for a service management system (SMS). Operating the processes
in a particular system or service environment will result in specific skill, tool and information requirements,
even though the process attributes are unchanged. There are no requirements in ISO/IEC 20000-1 that relate
to organizational structure, size and type of organization. The requirements in ISO/IEC 20000-1 do not change
with organizational structure, technology or service.

Service management processes can cross many organizational, legal and ndtionaNboundaries as well as
different time zones. Service providers can rely on a complex supply chain fortke delivery of services. Service

external. A complex supply chain can make the agreement and applica . S plex stage in the
service provider’'s use of ISO/IEC 20000-1.

This part of ISO/IEC 20000 takes the form of examples, guida gndations. It should not be
quoted as if it were a specification of requirements. Particular ca
of conformity are not misleading.

O
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Information technology — Service management —

Part 3:
Guidance on scope definition and applicability of
ISO/IEC 20000-1

1 Scope

This part of ISO/IEC 20000 includes guidance on scope definition, ap d demonstration of

conformity to the requirements specified in ISO/IEC 20000-1.

plicabilit

The guidance in this part of ISO/IEC 20000 will assist the serwice™providek to plan service improvements

circumstances.

This part of 1ISO/I| 0000
application of ISO QO(C

ISO/IEC 20000-1:2071
system requirements

Information technology — Service management — Part 1: Service management

© ISO/IEC 2012 — All rights reserved 1


https://webstore.iec.ch/publication/10837&preview

	1 Scope
	2 Normative references
	3 Terms and definitions

