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1 Introduction
1.1 Purpose of this book
The purpose of this book is to provide an easy to read 

document that explains the nature, the context, the purpose 

and interpretation of ISO/IEC 20000-1:2011 and ISO/IEC 

20000-2:2012. It should bring ISO/IEC 20000, the international 

Information Technology Service Management (ITSM) standard, 

within reach of a rapidly growing global audience at a higher pace 

by providing an easy, accessible guide:

• To promote the awareness and the applicability of ISO/IEC 

20000 as a valuable standard for service providers in the 

Information Technology (IT) industry;

• To support ISO/IEC 20000 adoption, application and 

compliance initiatives, training, accreditation and 

certifi cation;

• To produce an easy to use interpretation of the core content of 

ISO/IEC 20000-1:2011 and ISO/IEC 20000-2:2012 for any IT 

professional interested in the design and delivery of quality IT 

services;

• To provide guidance when implementing and improving ITSM 

even when ISO/IEC 20000 certifi cation is not the end goal.

“ISO/IEC 20000 - A Pocket Guide” is aimed at a broad range 

of IT professionals who are looking for guidance and direction 

to improve IT service quality. In addition, this book is aimed at 

customers and consumers of IT services who wish to gain insight 

into what they can expect from a service provider and for ways 

to distinguish between different service providers providing the 

same services.
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The contents of this book along with the standard may be 

applied:

• When at the very beginning of your ITSM journey, in 

particular when seeking a measuring stick to objectively 

visualize improvements or when seeking a compass to steer 

you towards your intended service improvement goals and 

objectives

• When looking for ways to boost your (stalled) ITSM adoption 

initiative, in particular when ITSM successes are hard to 

quantify and qualify or when momentum is (about to be) lost

• When looking for ways to continuously improve your levels of 

IT process effi ciency and effectiveness, your service quality 

levels and your customer satisfaction levels

1.2 Structure of this book
The book starts with an introduction to ISO/IEC 20000 by 

describing its nature and purpose (this chapter). This covers the 

structure, the history, and the purpose of ISO/IEC 20000, as 

well as the standard’s contributions and who will benefi t from it. 

Chapter 2 provides an overview of the standard.

The following two chapters address the environment of ISO/

IEC 20000 by putting it in context. Chapter 3 explains how 

ISO standards are developed. Chapter 4 explains the meaning 

of accreditation, certifi cation, assessments, audits, scoping and 

applicability.

The remaining chapters cover the interpretation of the standard. 

This involves the relations with the Information Technology 

Infrastructure Library® (ITIL®) and Risk Management; the 

alignment with ISO 9001 and ISO/IEC 27001 (Chapter 5); 

communications requirements for the service provider 
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(Chapter 6); and a description of the ISO/IEC 20000-1:2011 

requirements, together with a self-assessment approach 

(Chapter 7 and Chapter 8). The standard’s defi nitions of its 

terminology are provided in appendix A. The changes between 

the 2005 and the 2011 version of the ISO/IEC 20000-1 standard 

are listed in appendix B. Annex C covers a brief explanation of 

ISO/IEC 20000-2:2012.

This book does not provide a copy of the ISO/IEC 20000-1:2011 

or ISO/IEC 20000-2:2012 standard. For this we refer to Van 

Haren’s book ISO/IEC 20000 – An Introduction1, or to the ISO 

organization. The ISO/IEC 20000 publications can be obtained 

from ISO (http://www.iso.org/iso/store.htm). However, this book 

does describe each ISO/IEC 20000-1:2011 requirement in the 

author’s language and interpretation of it. Organizations who are 

seeking certifi cation are recommended to obtain a formal copy of 

the standard to benefi t from these interpretations. Certifi cation 

audits will be based on the offi cial standard and not this book.

Neither does the book describe the implementation steps to 

be considered when attempting to adhere to the standard. 

For this we refer to Van Haren’s book ISO/IEC 20000 – An 

Implementation Roadmap2. This book does, however, include 

helpful guidance with interpreting and understanding the 

standard’s requirements to allow for a more rapid adherence.

1 At the time this book was written, the available ISO/IEC 20000 – An 

Introduction book was still based on the 2005 version of ISO/IEC 

20000.

2 At the time this book was written, the available ISO/IEC 20000 – An 

Implementation Roadmap book was still based on the 2005 version of 

ISO/IEC 20000.
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1.3 Audience for this book
This book is written for IT professionals who are seeking ways to 

improve their organization’s:

1. Effi ciency, effectiveness, and/or performance in general, 

including the delivery of services and the supporting processes

2. Service quality levels’ predictability, consistency and 

repeatability

3. Attitude, behavior, culture and move from a technology focus 

towards a more end-to-end service and customer focus 

4. Communication processes, including those affecting the 

customers, the users, the service provider’s staff, and the 

suppliers

5. Information and knowledge gathering and collaboration in 

support of a higher quality and informed decision-making 

process

6. Transparency, including value creation and delivery, 

resource utilization and demands, cost management, and risk 

management 

7. Continual improvement of service quality in alignment with 

customer needs and market opportunities

8. Ability to determine objectively its current service quality 

level by comparing its service quality levels with an 

international auditable standard specifi c for IT, including 

setting a baseline and benchmarking against comparable 

service providers in the same industry segment

9. Ability to determine the direction and the steps involving 

improvement efforts addressing higher service quality levels 

and higher customer satisfaction

The target audience for this book is purposely described in broad 

terms. The ISO/IEC 20000 standard is benefi cial to every IT 

professional. Whether you are in an IT leadership, practitioner, 
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advisory, analyst, instructor or auditor role, the standard provides 

guidance and direction towards quality IT services across the IT 

organization and IT industry. Limiting the target audience would 

unnecessarily impair the standard’s reputation, potential and 

applicability.
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2 Overview of 
ISO/IEC 20000

This chapter introduces ISO/IEC 20000. It outlines the structure 

of ISO/IEC 20000, its history, and its purpose; and explains the 

contributions and benefi ts of the standard to IT organizations.

2.1 The ISO/IEC 20000 Series
The core of the ISO/IEC 20000 standard consists of several 

documents:

1. ISO/IEC 20000-1:2011 Service management system 

requirements. This is the formal specifi cation of the standard. 

It describe  s the required activities, documents and records 

defi ned in 256 ‘shall’ statements.

2. ISO/IEC 20000-2 Guidance on the application of service 

management systems describes the best practices in detail 

and provides guidance to auditors and recommendations for 

service providers planning for service improvements defi ned 

in ‘should’ statements.

3. ISO/IEC TR1 20000-3 Guidance on scope defi nition and 

applicability of ISO/IEC 20000-1 provides guidance on 

determining the scope of certifi cation and the applicability of 

the standard.

4. ISO/IEC TR 20000-4 Process Reference Model facilitates 

the development of a process assessment model that will be 

described in ISO/IEC TR 15504-8 Information Technology – 

Process Assessment.

1 TR: Technical Report
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5. ISO/IEC TR 20000-5 Exemplar Implementation Plan for 

ISO/IEC 20000-1 provides guidance on the implementation 

of the standard’s requirements.

Other parts of the standard are currently being planned.

More details of each document will be described in the upcoming 

chapters.

2.2 History of ISO/IEC 20000
The IT Infrastructure Library (ITIL) is accepted all over the 

world as a de facto reference for best practice processes in IT 

Service Management. Inherently, because ITIL is a framework 

and not a standard, showing compliance with ITIL is impossible 

for service providers2. This changed in the year 2000 when a 

formally documented standard became available. It was BSI 

(the British Standards Institution) who offi cially determined the 

requirements for the effective delivery of services to the business 

and its customers in a British Standard: BS 15000.

The fi rst edition of BS 15000 was published in November 2000, 

based on an earlier publication - DISC PD0005: 1998 - the 

Code of Practice for IT Service Management. BS 15000-1:2002 

became the second edition, which was the result of experience 

and feedback from early adopters of the fi rst edition. The 

development of a certifi cation strategy gave a major boost to the 

acceptance of BS 15000 as a formal standard.

2 Note that for some frameworks defi ned assessment methods do exist. 

An example is SCAMPI for an assessment against CMMI.
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On 15 December 2005, ISO, the International Organization for 

Standardization, accepted BS 15000 as an international ISO 

standard: ISO/IEC 20000:2005, the fi rst edition of the standard.

There are two ways to create an ISO standard:

1. A cooperative creation by involved countries, or

2. The fast-track route based upon a national standard.

For the acceptation of this British Standard, ISO followed the 

fast-track route. Preceding its acceptance as an ISO standard, BS 

15000 was already copied and accepted in the national standards 

bodies of Australia and South Africa.

More information about the ISO organization, its processes and 

procedures can be found in Chapter 3.

Besides ITIL, many IT Service Management frameworks are 

available. Some are public domain and freely available and 

others can be acquired at a fee or cost. Furthermore, several 

vendors have developed their own framework in support of 

their IT Service Management solutions and offerings. It is a 

misperception that ISO/IEC 20000 is solely based on ITIL or 

that the adoption of ITIL is a prerequisite to comply with the 

requirements of ISO/IEC 20000. A service provider is free to 

choose the IT Service Management framework, or a combination 

of frameworks, that it prefers in support of its endeavors to 

benefi t from the standard. ITIL is not known for its strengths 

in areas like IT governance, project and program management, 

risk management, information security management, quality 

management, and business analysis. These are areas for which 

widely accepted complementary frameworks and standards 
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exist, all contributing to becoming ISO/IEC 20000 certifi ed as a 

service provider.

The fi rst edition of the standard, ISO/IEC 20000:2005, in 

particular the Specifi cation, ISO/IEC 20000-1:2005, was a 

slightly adapted version of BS 15000-1. The BS 15000 Code of 

Practice (BS 15000-2) was upgraded to ISO/IEC 20000-2 (Code 

of Practice) on December 15, 2005. In late 2011 or early 2012 the 

new edition is expected on this document.

ISO/IEC 20000-1:2005, the Specifi cation, was the formal 

specifi cation of the standard’s initial release. It described the 

required activities defi ned in 170 ‘shall’ statements. 

Part Two of the standard, ISO/IEC 20000-2:2005, the Code 

of Practice, provides guidance and recommendations for the 

interpretation of the requirements of ISO/IEC 20000-1. It 

provides guidance to auditors and offers assistance to service 

providers who are planning service improvements. It lists 

guidelines and suggestions that service providers ‘should’ 

address when wishing to be audited against the ISO/IEC 20000-1 

requirements and become certifi ed. The Code of Practice is 

not part of the requirements. It supports the efforts to meet the 

requirements described in ISO/IEC 20000-1.

Three additional parts of the standard, parts 3, 4 and 5, have been 

released in 2009 and 2010 as described in section 2.1.

There are three parts of the standard that have yet to be released: 

ISO/IEC 20000-6, -7, and -8.
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The diagram below depicts the relationship between part 1 

and part 2 of the ISO/IEC 20000 standard and the many ITSM 

frameworks available in the market:

Figure 2.1 Relationship between ISO/IEC 20000 part 1 and 2 and ITSM 

frameworks

The second edition of the standard, ISO/IEC 20000-1:2011 

Service management system requirements, was released on 

April 15, 2011. It describes the required activities defi ned in 

256 ‘shall’ statements. The reasons for publishing a new version 

of the standard were:

• All ISO standards must be reviewed every fi ve years; this is an 

ISO requirement

ISO/IEC
20000-1

ISO/IEC 20000-2

IT Service Management Frameworks
(e.g. CMMI, COBIT®, ITIL®, Six Sigma)

and
Quality Management Standards

(e.g. ISO 9000)

Supports

Supports
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• Comments deferred from the ISO/IEC 2000:2005 publication 

have been addressed in this new version

• Many improvements have been suggested over the years

• The Joint Technical Committee of ISO responsible for the 

standard has grown to more than 20 countries; this increase in 

popularity has resulted in many suggestions for improvements

• A closer alignment with ISO 9001, the Quality Management 

standard

• The publication of ITILv3 in 2007

• A closer alignment with ISO/IEC 27001, the Information 

Security Management standard

• A stronger emphasis of interfaces between processes

• Improved consistency of international ITSM terminology

The benefi ts of the new version of the standard are:

• Easier integration with Management Systems of standards 

such as ISO 9001 and ISO/IEC 27001

• Improved clarity of interpretation of requirements

• Improved clarity of terminology

• Increased quality, consistency, and productivity of service 

delivery due to the additional requirements of ISO/IEC 

20000:2011 compared to the 2005 edition

More information about the main differences between the 2005 

and the 2011 edition of the standard is addressed in Appendix B.

Transition for Certifi ed Organizations
Organizations who are already certifi ed and wish to move to the 

2011 edition of the standard should discuss the timescales with 

their Registered Certifi cation Body. 
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2.3 Purpose of ISO/IEC 20000
The purpose of ISO/IEC 20000 is to provide a common reference 

standard for any enterprise offering IT services to internal or 

external customers.

Given that communication plays an essential role in IT Service 

Management3, one of the most important goals of the standard 

is to create a common terminology for service providers, their 

suppliers and their customers.

The standard promotes the adoption of an integrated process 

approach for the management of IT services. With a high number 

of the standard’s requirements referring to process integration or 

process interfaces, a strong emphasis is given to this “integrated 

process approach”4. By making process integration such high 

3 Examples of confusion created by unclear defi nitions of terminology 

used in the IT industry are:

• What is the difference between the severity and the priority of an  incident?

• What is the difference between a problem, an incident, an event and a 

service request?

• What is the difference between response time and resolution time and 

how is each being measured?

By clearly defi ning the terminology and consistently using the right 

terminology confusion can be avoided when the parties involved 

communicate with each other. Avoiding confusion will increase the 

service provider’s trust levels.

4 Integrated process approach is verbiage straight from the standard. By 

emphasizing on the importance of process integration, the standard 

in essence is requiring cooperation and communication between the 

parties involved in the Management System (e.g. customers, suppliers, 

and the service provider’s staff) and as such promoting the principles 

of a value network. Processes never operate stand-alone and therefore 

interface with other processes. For example Change Management has 

strong interfaces with Release and Deployment Management. Since 

many parties are involved with both processes, the process interfaces 

point out the required cooperation and communication between the 

parties.
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priority the standard inherently makes communication play a 

central role in enabling effective IT Service Management.

The standard’s processes have been positioned in a process 

model, representing the minimal activities mandatory for 

quality IT Service Management - things that are common to and 

required by every service provider. ISO/IEC 20000 does not 

address local requirements or specifi c regulatory or statutory 

requirements, although the standard requires that these are 

considered in the service requirements.

ISO/IEC 20000 represents a set of minimum requirements to 

audit an organization against effective IT Service Management. 

The standard has enabled service providers globally to 

determine formal compliance to these IT Service Management 

requirements. This formal compliance can be accomplished 

through independent and external auditors or Registered 

Certifi cation Bodies (RCBs). RCBs are registered with a national 

accreditation body. Many of the national accreditation bodies are 

registered with the International Accreditation Forum (IAF).

Furthermore, the standard contributes to the delivery and 

support of quality services by the service provider enabled by 

a Service Management System (SMS) that is based on the eight 

principles of Quality Management as defi ned in ISO 9000. These 

principles, along with examples of ISO/IEC 20000 requirements, 

are listed in the table below:
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Table 2.1 Quality Management Principles

Quality Management 

Principle

ISO/IEC 20000 requirement (examples)

Customer focus Planning for the new or changed services shall be 

agreed with the customer.

Leadership Top management shall provide evidence of its 

commitment to planning, establishing, implementing, 

operating, monitoring, reviewing, maintaining, and 

improving the SMS and the services.

Involvement of 

people

The service provider’s personnel performing work 

affecting conformity to service requirements shall 

be competent on the basis of appropriate education, 

training, skills and experience.

Process approach The service provider shall implement and operate 

the SMS for the design, transition, delivery and 

improvement of services according to the Service 

Management plan, through activities including the 

management of Service Management processes.

System approach to 

management

The service provider shall establish and maintain 

documents, including records, to ensure effective 

planning, operation and control of the SMS; 

this includes policies and objectives of Service 

Management, a Service Management plan, process 

policies and plans, a catalog of services and service 

level agreements (SLAs), and Service Management 

processes and procedures.

Continual 

improvement

There shall be a policy on continual improvement of 

the SMS and the services.

Factual approach to 

decision making

The service provider shall make decisions and take 

actions based on the fi ndings in service reports.

Mutually 

benefi cial supplier 

relationships

The service provider shall agree with the supplier 

service levels to support and align with the SLAs 

between the service provider and the customer.

Copyright protected. Use is for Single Users only via a VHP Approved License. 
For information and printed versions please see www.vanharen.net



26 ISO/IEC 20000:2011 – A Pocket Guide

By meeting the requirements of the ISO/IEC 20000 standard, 

the service provider has incorporated these quality principles 

ensuring the delivery and support of quality services.

More information about the standard’s SMS can be found in 

Appendix B.

2.4 Contributions and benefi ts

ISO/IEC 20000 contributions
The ISO/IEC 20000 standard is being adopted globally by 

hundreds of companies and organizations5. Many service 

providers operating in a commercial environment are using 

the certifi cation as a marketing advantage. Others are using 

the standard as a vehicle to show their customers that quality 

services are important to them. Below is a list of situations where 

the use of the ISO/IEC 20000 standard can provide a valuable 

contribution.

• For customers who are comparing service providers: ISO/IEC 

20000 provides uniform and common language as well as a 

standard for benchmarking

• For customers who are selecting a service provider: an ISO/

IEC 20000 certifi ed service provider can express added value 

when offering its services and can distinguish itself from its 

competition

• For customers or service providers who are looking for an 

independent and non-biased baseline to measure the service 

provider’s performance against and use this baseline as a 

norm

5 By mid-2011, about 700 companies worldwide were ISO/IEC 20000 

certifi ed through the APMG certifi cation scheme. Yet there are many 

other schemes around the world, but numbers are not available. 
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• For customers and service providers who are looking for a 

norm for reliable and available quality services

• For customers and service providers who are looking for 

ways to shorten the time-to-market of their products and/or 

services

• For customers and service providers who are seeking for 

increased transparency of costs of service provisioning and of 

total cost of ownership (TCO) and the associated risks

• For service providers who are looking for ways to better 

understand the needs of the customer. ISO/IEC 20000 can be 

a norm to improve IT governance

• For service providers who are looking for ways to boost their 

professional image and increase staff morale

• For service providers who desire to become more responsive 

and shorten their response times in response to their 

customer’s needs

• For service providers who need guidance on determining 

which IT Service Management best practices to focus on fi rst

• For service providers who are adopting industry best 

practices to improve the effectiveness and effi ciency of their 

performance

• For service providers who are in need of a “tool” to 

initiate, revitalize and/or boost an IT Service Management 

improvement endeavor

• For service providers who are looking for ways to implement 

changes faster and more effectively

• For service providers who need alignment between a broad 

range of quality improvement to be implemented in parallel

• For service providers who are looking for ways to improve 

their sourcing success rate through well-aligned process 

interfaces and common and consistent language
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• For suppliers who are looking for a better alignment of their 

services and processes with their customer’s services and 

processes

Most Service Providers meeting the ISO/IEC 20000 

requirements have experienced higher customer satisfaction, an 

improved service quality an increase in process effi ciency and IT 

professionalism.

ISO/IEC 20000 benefi ts
There are many benefi ts of being certifi ed or simply using the 

standard even when not seeking certifi cation. Below are a few 

examples.

• To qualify for new customers: more and more companies 

and organizations consider ISO/IEC 20000 certifi cation an 

essential requirement for conducting business with a new 

vendor or supplier

• To enter global markets: the ISO/IEC 20000 standards are 

widely recognized

• To objectively measure compliance with an international 

quality standard for ITSM

• To have better information available for numerous purposes

• To streamline various process improvements that may go on 

simultaneously in the service provider’s organization

• To provide guidance on prioritizing the best practices to be 

implemented

• To give a service provider a competitive edge

• To show a drive for quality services

• To objectively assess and benchmark the service provider’s 

level of maturity
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• To increase customer focus and transparency of value 

provided to the business

• To establish a culture of continual improvement in IT

• To boost the morale and professional image of the service 

provider’s staff

Benefi ting IT disciplines
IT Service Management practices encompass all areas in the 

service provider’s organization. To underline this characteristic 

some refer to it as end-to-end IT Service Management. Given that 

ITSM “touches” every part of the service provider’s organization, 

it is therefore to be expected that meeting the ISO/IEC 20000 

requirements is a combined effort by multiple IT disciplines. In 

order to defi ne, design, implement, maintain and improve quality 

services, a combination and coherent set of multiple perspectives 

is crucial. These perspectives are often combined into the people, 

processes and technology aspects of a service. The table below 

shows several examples of service perspectives for each service 

aspect.

Table 2.2 Service aspects and service perspectives

Service 

Perspectives:

People Process Technology

Service 

Aspects:

Knowledge, skills, and 

experience

Process policies Architectures

Attitude, behavior, and 

culture

Process 

descriptions

Process 

automation

Management style Procedures Information 

systems

Organizational structure Work instructions Equipment

Incentives Methods Management 

tools

Techniques

Templates
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Given this breadth and depth of IT Service Management, the 

implementation of ISO/IEC 20000-1 requires the involvement of 

multiple disciplines in IT. While not attempting to be complete, 

a list of common IT disciplines is provided below, along with 

examples of ISO/IEC 20000 requirements that are usually 

addressed in the respective discipline. 

Table 2.3 IT disciplines benefi ting from implementing the ISO/IEC 20000 

requirements

IT disciplines 

which will benefi t 

ISO/IEC 20000

ISO/IEC 20000 requirement (examples)

Business Analysis •  The service provider shall identify the service 

requirements for the new or changed services.

•  New or changed services shall be planned to fulfi ll 

the service requirements.

•  Planning for the new or changed services shall be 

agreed with the customer and interested parties.

•  As input to planning, the service provider shall 

take into consideration the potential fi nancial, 

organizational, and technical impact of delivering 

the new or changed services.

Communication 

Management

•  Top management shall communicate the importance 

of fulfi lling service requirements.

•  The Service Management policy shall be 

communicated and understood by the service 

provider’s personnel.

•  Documented procedures for communication shall be 

established and implemented.

Document 

Management

•  The service provider shall establish and maintain 

documents, including records, to ensure effective 

planning, operation and control of the SMS.

•  A documented procedure, including the authorities 

and responsibilities, shall be established to defi ne 

the document management controls
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IT disciplines 

which will benefi t 

ISO/IEC 20000

ISO/IEC 20000 requirement (examples)

•  A documented procedure shall be established to 

defi ne the controls needed for the identifi cation, 

storage, protection, retrieval, retention and disposal 

of records.

Human Resource 

Management

•  The service provider’s personnel performing work 

affecting conformity to service requirements shall 

be competent on the basis of appropriate education, 

training, skills and experience.

•  The service provider shall ensure that its 

personnel are aware of how they contribute to the 

achievement of Service Management objectives and 

the fulfi llment of service requirements

•  The service provider shall maintain appropriate 

records of education, training, skills and experience.

IT Governance •  The service provider shall demonstrate governance 

of processes operated by other parties

•  Plans created for specifi c processes shall be aligned 

with the Service Management plan.

•  The service provider shall demonstrate 

accountability for the processes and authority to 

require adherence to the processes.

•  Top management shall provide evidence of its 

commitment to planning, establishing, implementing, 

operating, monitoring, reviewing, maintaining, and 

improving the SMS and the services.

•  The service provider shall manage improvement 

activities that include setting targets for 

improvements in one or more of quality, value, 

capability, cost, productivity, resource utilization 

and risk reduction.

Knowledge 

Management

•  The service provider shall determine the necessary 

competence for personnel.

•  The service provider’s personnel performing work 

affecting conformity to service requirements shall 

be competent on the basis of appropriate education, 

training, skills and experience.
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IT disciplines 

which will benefi t 

ISO/IEC 20000

ISO/IEC 20000 requirement (examples)

•  The Service Management plan shall contain human, 

technical, information and fi nancial resources 

necessary to achieve the Service Management 

objectives.

•  The service provider shall implement and operate 

the SMS for the design, transition, delivery and 

improvement of services according to the Service 

Management plan, through activities including the 

management of human, technical and information 

resources.

•  Management reviews shall include current and 

forecast human, technical, information and fi nancial 

resource levels.

•  The service provider shall ensure that personnel 

involved in the incident and request management 

process can access and use relevant information.

Management of 

Change

•  Top management shall appoint a member of the 

service provider’s management who has the 

authorities and responsibilities that include ensuring 

that activities are performed to identify, document 

and fulfi ll service requirements.

•  The capacity plan shall include the potential 

impact of statutory, regulatory, contractual or 

organizational changes.

•  Planning for new or changed services shall 

include authorities and responsibilities for design, 

development and transition activities, activities 

to be performed by the service provider and other 

parties including activities across interfaces from 

the service provider to other parties, communication 

to interested parties, timescales for planned 

activities, and the identifi cation, assessment and 

management of risks.

Copyright protected. Use is for Single Users only via a VHP Approved License. 
For information and printed versions please see www.vanharen.net



33ISO/IEC 20000:2011 – A Pocket Guide

IT disciplines 

which will benefi t 

ISO/IEC 20000

ISO/IEC 20000 requirement (examples)

Portfolio 

Management

•  The Service Management scope shall be defi ned 

by the name of the organizational unit providing the 

services, and the services to be delivered.

•  The service provider shall review outputs from the 

planning and design activities for new or changed 

services against the agreed service requirements.

•  Planning for the new or changed services shall be 

agreed with the customer and interested parties.

•  The service provider shall agree a catalog of 

services with the customer.

Project and 

Program 

Management

•  The service provider shall use the design and 

transition of new or changed services process for 

all new services and changes to services with the 

potential to have a major impact on services or the 

customer.

•  Assessment, approval, scheduling and reviewing of 

new or changed services shall be controlled by the 

change management process.

•  Planning for the new or changed services shall 

contain authorities and responsibilities for design, 

development and transition activities, activities 

to be performed by the service provider and other 

parties including activities across interfaces from 

the service provider to other parties, timescales for 

planned activities, dependencies on other services, 

testing required for the new or changed services, 

service acceptance criteria, and expected outcomes 

from delivering the new or changed services, 

expressed in measurable terms

Quality 

Management

•  Planning for the new or changed services shall be 

agreed with the customer

•  Top management shall provide evidence of its 

commitment to planning, establishing, implementing, 

operating, monitoring, reviewing, maintaining, and 

improving the SMS and the services
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What we can learn from this table is that implementing the 

ISO/IEC 20000 requirements is done throughout the service 

provider’s organization. Many departments and teams in the 

organization will contribute to meeting what is required by the 

standard. Furthermore, when determining where to fi nd evidence 

in the service provider’s organization of meeting the standard’s 

requirements, often the organization is already practicing what 

the standard requires, but maybe not in a formalized way. Such 

practices jumpstart the overall compliance efforts.

IT disciplines 

which will benefi t 

ISO/IEC 20000

ISO/IEC 20000 requirement (examples)

•  The service provider’s personnel performing work 

affecting conformity to service requirements shall 

be competent on the basis of appropriate education, 

training, skills and experience

•  There shall be a policy on continual improvement of 

the SMS and the services.

Strategic Risk 

Management

•  Top management shall ensure that risks to services 

are assessed and managed.

•  The Service Management plan shall contain an 

approach to be taken for the management of risks 

and the criteria for accepting risks.

•  Activities to implement and operate the SMS include 

the identifi cation, assessment and management of 

risks to the services.

•  The input to management reviews shall include 

information on risks.

•  The service provider shall manage improvement 

activities that include setting targets for 

improvements in one or more of quality, value, 

capability, cost, productivity, resource utilization 

and risk reduction.
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3 Development of ISO 
standards1

ISO/IEC 20000 is managed by the International Organization 

for Standardization (ISO). ISO is a network of the national 

standards institutes of more than 150 countries, on the basis of 

one member per country, with a Central Secretariat in Geneva, 

Switzerland, that coordinates the system. More than 20 countries 

were involved with the development of ISO/IEC 20000, during 

mid-2011. ISO is the world’s largest developer of standards.

ISO standards are developed through defi ned processes including 

several pre-defi ned stages in order to create an industry-wide 

consensus. ISO standards are developed according to the 

following principles:

• Consensus:

The views of all stakeholders are taken into account

• Industry wide:

The solutions provided satisfy industries and customers 

worldwide

• Voluntary:

International standardization is market driven and therefore 

based on voluntary involvement of all interests in the 

marketplace.

The three main phases in the development process of ISO 

standards are:

1. Once the need for an International Standard, expressed by 

an industry sector, has been recognized and formally agreed, 

1 Portions of this chapter’s text is taken from ISO’s website (www.iso.org). 
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the fi rst phase involves defi nition of the technical scope of the 

future standard. This phase is usually carried out in working 

groups which comprise technical experts from countries 

interested in the subject matter.

2. Once agreement has been reached on which technical aspects 

are to be covered in the standard, a second phase is entered 

during which countries negotiate the detailed specifi cations 

within the standard. This is the consensus-building phase. 

3. The fi nal phase comprises the formal approval of the 

resulting draft International Standard (the acceptance criteria 

stipulate approval by two-thirds of the ISO members that 

have participated actively in the standards development 

process, and approval by 75 percent of all members who 

vote), following which the agreed text is published as an ISO 

International Standard.

Currently, there are over 18,000 international standards held by 

the ISO organization.

International Standards are developed by ISO technical 

committees (TC) and subcommittees (SC) by a six-step process:

Stage 1: Proposal stage

• During this stage the need for a standard is determined and 

either accepted or rejected through a voting process

Stage 2: Preparatory stage

• During this consensus-building phase the TC/SC sets up 

a working group of experts led by a project leader which 

develops a draft version

Stage 3: Committee stage

• As soon as a fi rst draft version is available it is registered by 

the ISO Central Secretariat. It is distributed for comments 
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and consensus is reached on the technical content. A Draft 

International Standard (DIS) version is then submitted. 

Stage 4: Enquiry stage

• During this stage the DIS is circulated to all ISO member 

bodies for voting and comment, within a period of fi ve 

months. It is approved for submission as a Final Draft 

International Standard (FDIS) if a two-thirds majority of 

the members of the TC/SC is in favor and not more than 

one-quarter of the total number of votes cast are negative. If 

the approval criteria are not met, the text is returned to the 

originating TC/SC for further study and a revised document 

will again be circulated for voting and comment as a draft 

International Standard.

Stage 5: Approval stage

• The FDIS is circulated to all ISO member bodies by the 

ISO Central Secretariat for a fi nal Yes/No vote within a 

period of two months. If technical comments are received 

during this period, they are no longer considered at this 

stage, but registered for consideration during a future 

revision of the International Standard. The text is approved 

as an International Standard if a two-thirds majority of the 

members of the TC/SC is in favor and not more than one-

quarter of the total number of votes cast are negative. If these 

approval criteria are not met, the standard is referred back 

to the originating TC/SC for reconsideration in light of the 

technical reasons submitted in support of the negative votes 

received.

Stage 6: Publication stage

• Once a fi nal draft International Standard has been approved, 

only minor editorial changes, if and where necessary, are 

introduced into the fi nal text. The fi nal text is sent to the 
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ISO Central Secretariat which publishes the International 

Standard.

Review

• All International Standards are reviewed within three years 

after publication and then every fi ve years after the fi rst 

review by all the ISO member bodies. A majority of the 

members of the TC/SC decides whether an International 

Standard should be confi rmed, revised or withdrawn.

Besides standards, ISO also produces other documents such 

as Publicly Available Specifi cations (PAS), Guides, Technical 

Specifi cations (TS), Technical Reports (TR) and International 

Workshop Agreements (IWA). ISO/IEC 20000 examples are:

• ISO/IEC TR 20000-3 Guidance on scope defi nition and 

applicability of ISO/IEC 20000-1

• ISO/IEC TR 20000-4 Process reference model

• ISO/IEC TR 20000-5 Exemplar implementation plan

The procedures for developing ISO standards are defi ned in the 

ISO/IEC (International Electro-technical Committee) Directives 

and ISO supplement. There are three core documents describing 

basic procedural and drafting rules to be followed by ISO 

committees. These three documents are:

• ISO/IEC Directives, Part 1: Procedures for the technical work

• ISO Supplement, Procedures specifi c to ISO

• ISO/IEC Directives, Part 2: Rules for the structure and 

drafting of International Standards

ISO/IEC Joint Technical Committee (JTC) 1 (Information 

technology) has adopted ISO/IEC Directives, Part 1 together 

with JTC 1 Supplement. More information can be found on ISO’s 

website: www.iso.org.
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