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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.

of one of the following types:

— type 1, when the required support cannot bg"™gbtain
despite repeated efforts;

Technical Reports of typ
they can be transformed |
be reviewed until the data they

ISO/IEC TR 20000 consist
management.

he following parts, under the general title Information technology — Service

— Part 1: Service management system requirements

— Part 2: Code of practice

— Part 3: Guidance on scope definition and applicability of ISO/IEC 20000-1 [Technical Report]
— Part 4: Process reference model [Technical Report]

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

Process assessment model for service management will form the subject of a future Part 8.
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Introduction

The purpose of this part of ISO/IEC 20000 is to facilitate the development of a process assessment model
(PAM) that will be described in ISO/IEC TR 15504-8.

ISO/IEC 15504-2 describes the requirements for the conduct of an assessment and a measurement scale for
assessing process capability. ISO/IEC 15504-1 describes the concepts and terminology used for process
assessment.

This process reference model (PRM) is a logical representation of the elements of\the processes within

esses including the

general service management system (SMS) processes implied~by SO/I Fach process of this
PRM is described in terms of a purpose and outcomes. The PR - attemp{ to place the processes in
any specific environment nor does it pre-determine any 8ES? bility required to fulfil the
ISO/IEC 20000-1 requirements. The PRM is not intend usedhfor a sonformity assessment audit or

process implementation reference guide.

The relationships between ISO/IEC 20 , ECTR 47@ ISOMEC TR 20000-4, ISO/IEC 20000-8,
ISO/IEC TR 15504-8 and ISO/IEC 15504~ are h wn in\Figure 1.

)

ISO/ C 2Q00 i e ISO/IEC TR 24774 — Guidelines for
managem t syStgm requlr process definition

: ides 1 u1 informs

/IEC TR 20000-4 — Service
agement Process reference model

provides description of
processes assessed by

—~a
ISO C 15594-2 — Performing | _ . . ISO/IEC TR 20000-8/
ssessment provides requirements —> ISO/IEC TR 15504-8 — An
for assessment

exemplar assessment model for
service management processes

Figure 1 — Relationships between relevant documents

Any organization can define processes with additional elements in order to suit it to its specific environment
and circumstances. The purposes and outcomes described in this part of ISO/IEC 20000 are, however,
considered to be the minimum necessary to meet ISO/IEC 20000-1 requirements. Some processes cover
general strategic aspects of an organization. These processes have been identified in order to give coverage
to all the requirements of ISO/IEC 20000-1.

The PRM does not provide the evidence required by ISO/IEC 20000-1. The PRM does not specify the
interfaces between the processes.
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This part of ISO/IEC 20000 contains a PRM for IT service management with description of processes in
Clause 5. Annex A provides the statement of conformity for this part of ISO/IEC 20000 in accordance with
ISO/IEC 15504-2, Information technology — Process assessment — Part 2: Performing an assessment.
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Information technology — Service management —

Part 4:
Process reference model

1 Scope

9,
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