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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 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.

The procedures used to develop this document and those intended for i rther maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different gpproval criteria needed for
the different types of document should be noted. This document was drafted\in ascordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/dir)e/c\t\i

rights. Details of any patent rights identified during the
Introduction and/or on the ISO list of patent declarations

technically revis$>
ISO/IEC 20000 cowsist

— Part 4: Processxeference model [Technical Report]

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

— Part 9: Guidance on the application of ISO/IEC 20000-1 to cloud services [ Technical Report]
— Part 10: Concepts and terminology [ Technical Report]

— Part 11: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management
frameworks: ITIL®Y [Technical Report]

The following parts are under preparation
— Part 6: Requirements for bodies providing audit and certification of service management systems

— Part 8: Guidance on usage and benefits of the application of service management systems for smaller
organizations [ Technical Report]

1) ITIL® is a registered trademark of AXELOS Limited.
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— Part 12: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management
frameworks: CMMI-SVC®2) [Technical Report]

@%
S

2) CMMI® and CMMI-SVC® are registered trademarks of the CMMI Institute.
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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 part of [SO/IEC 20000 also identifies other documents that have relationships with ISO/IEC 20000-
1:2011 and identifies common areas with related International Standards to aid the use and integration
of multiple International Standards in organizations.

This part of ISO/IEC 20000 can be used by any organization or individug

| invelved in the planning,

used across all parts,

c) contributes to the understanding of ISO/IEC
parts,

e) provides an overview of other Int

f) identifies common|a

Figure 1 repres an'g
relevant framew
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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, identif\xing how the different

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

b) service providers that wish to understand
other International Standards, and

c) practitioners, auditors, and other pax

O
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