ISO/IEC 20000: 2011 IT Service Management

TYING TOGETHER ALL YOUR IT PROCESSES
PRODUCT GUIDE
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Route to certification

We offer an array of training solutions to help
you at every step of your route to
certification. Visit www.bsigroup.sg for
more information.

Fast forward with BSI Training Academy
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Buy the Standard

BSI offers a comprehensive portfolio of IT service management courses including ITIL and visit www.bsigroup.co.uk/buy

ISEB qualiflcations. Training delivery methods for this topic include open scheduled courses
and in-company training. Visit www.bsigroup.sg or call +65 6270 0777 for details
and to discuss your particular requirements.
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Make contact
call us on +65 6270 0777
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Plan your training
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Product Testing and Certification

Complete the application form
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BSI offers a wide range of testing and certiflcation services for products, services and
management systems in sectors such as environmental, risk, energy management, flre, personal
safety, transport and construction. Visit www.bsigroup.sg call +65 6270 0777 or email

sgp@bsigroup.com (B@s) @ C E

Gap analysis
(Pre-certification audits)
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Your assessment team
is appointed
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Formal assessment — stage 1
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Formal assessment — stage 2
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STEP
Related standards 9 Certificate awarded
¢ |SO 9001 — quality management -

¢ |SO 27001 - information security management

1 0 Certification and beyond




New to IT service management? Book an introductory
course now at www.bsigroup.sg

Policy and planning
The standard

ISO/IEC 20000 provides requirements and guidance on how the management
of IT services should be carried out. It is based upon the Plan, Do, Check,

Act (PDCA) principles and is also structured in a similar way to other
management system standards such as ISO 27001 for information security.

ISO/IEC 20000 is published in two parts:

Part One: ISO/IEC 20000-1 Information technology service management.
Specification for service management covers the IT service management system
(ITSMS). It is this part which organizations can be audited against and it sets out
minimum requirements that must be achieved in order to gain certification.

Part Two: ISO/IEC 20000-2 Information technology service management.
Code of practice for service management describes the best practices for service
management processes within the scope of the specification.

ISO/IEC 20000 is fully compatible with the ITIL (IT Infrastructure Library) framework
of best practice guidance for ITSM processes. The key difference is that ITIL is not
measurable and can be implemented in many different ways whereas with ISO/NEC
20000, organizations can be audited and certified against a set of requirements.

Implementation and operation

There are key steps that every company implementing an IT service
management system will need to consider:

Assemble a team and agree your strategy

You should begin the entire implementation process by preparing your
organizational strategy with senior management. To ensure commitment an
owner at senior level should be identified for the ITSMS. It is therefore vital
that senior management is involved from the beginning of the process.

Develop an IT Service Management Policy

An IT service management policy is a high level document that outlines how
an organization addresses IT service management as a whole and also reviews
some of the pervasive and underpinning procedures that are necessary

to support integrated service management. The scope of your IT service
management system should also be outlined at this stage (i.e. the boundary
of the service management activities).




Need to know how to conduct and lead an ITSM audit?
Book a lead auditor course now at www.bsigroup.sg

The features of ISO/IEC 20000

Develop support documentation The standard is divided into the following sections which collectively defines
the requirements for an organisation to deliver managed IT services of an

This typically comprises policies and plans that support each of the key service - °
acceptable quality to its customers:

management processes. Quite simply, it outlines roles, responsibilities and key

activities involved in managing the IT Service Management components. * Scope

Implement your IT Service Management System * Normative references

The key to implementation is communication and training. During the e Terms and conditions

implementation phase everyone operates to the processes and procedures  Service management system general requirements
and cgllects records that demonstrate you are doing what you say you e Design and transition of new or changed services
are doing. e Service delivery processes

I\/Ianagement review e Relationship processes

Top management will need to meet periodically to review the processes that e Resolution Processes

are in place. This will include a review of your performance against the IT e Control Processes

policies and objectives. The review will also consider the changing business
environment and the future management programme.

For further information or to receive a no obligation ‘quick quote’, contact us:

BSI +65 6270 0777




BSI Group Singapore
1 Robinson Road

AIA Tower #15-01
Singapore 048542

T: +65 6270 0777
F: +65 6270 2777
E: sgp@bsigroup.com

BSI
O .
The BSI certification mark can be used on your stationery, literature : ; l.

and vehicles when you have successfully achieved certification.
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