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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.

adopted by the joint technical committee are circulated to national bodies fé&
International Standard requires approval by at least 75 % of the national bodig

ical Reports of type 3 do not necessarily have to
be no longer valid or useful.

ISO/IEC TR 20000-5, Avkic al Report of type 2, was prepared by Joint Technical Committee
ISO/IEC JTC 1, Information bcommittee SC 7, Software and systems engineering.

ISO/IEC 20000 i he_follpwing parts, under the general title Information technology — Service
management.

— Part 1: Specification
— 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

ISO/IEC 20000-1 specifies the requirements for a service management system (SMS) to deliver IT services
and applies to organizations of all sizes, sectors, types and many different organizational forms or business
models.

This part of ISO/IEC 20000 is an exemplar implementation plan providing guidance on how to implement an
SMS to fulfil the requirements of ISO/IEC 20000-1. The intended users of this part of ISO/IEC 20000 are
service providers, but it could also be useful for those advising service providers_on how to best fulfil the
requirements of ISO/IEC 20000-1.

The main activities for the development af the i and start up of the implementation project are
shown |n Annex A A list of he main act V|t|e eot’ the SMS based on ISO/IEC 20000- 1 in three

more than one phase, W 8 } g He achievements of the earlier phase. Once the final
phase is completed, thg servj i ganization will have an SMS that meets the requirements of
ISO/IEC 20000-1@ S Qrmation forthe implementation project is provided.
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Information technology — Service management —

Part 5:
Exemplar implementation plan for ISO/IEC 20000-1

1 Scope

M3 that fulfils the
dNframework to agree

This part of ISO/IEC 20000 gives guidance on a phased approac
requirements specified in ISO/IEC 20000-1. The phased approach g
priorities and manage the implementation activities.

This part of ISO/IEC 20000 illustrates a generic, three-phas P nanage the implementation. The

This part of ISO/IEC 20000 can also be u ISO/IEC TR 20000-3 and

ISO/IEC TR 20000-4.

2 Normative references
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