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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 4TC

The main task of the joint technical committee is to prepare Internati Js. Praft International

Standards adopted by the joint technical committee are circulated to\nationa ies oting. Publication as
an International Standard requires approval by at least 75 % of {he

In other circumstances, particularly when there is an urgep nt for such documents, the joint
technical committee may decide to publish an ISO/IE pegification (ISO/IEC TS), which

represents an agreement between the members the Jj PN ommittee and is accepted for
publication if it is approved by 2/3 of the me

An ISO/IEC TS is reviewed after three years i er it will be confirmed for a further three
years, revised to become an Internationa 8 withdrawn. If the ISO/IEC TS is confirmed, it is
reviewed again after a further three years i
Standard or be withdrawn.

Attention is drawn to therpossibili the elements of this document may be the subject of patent
rights. ISO shall not be ifying any or all such patent rights.

ISO/IEC TS 15501 ;

technology, Subcom

Joint Technical Committee ISO/IEC JTC 1, Information

— Part 3: Guidance on performing an assessment

— Part 4: Guidance on use for process improvement and process capability determination

— Part 5: An exemplar software life cycle process assessment model

— Part 6: An exemplar system life cycle process assessment model

— Part 7: Assessment of organizational maturity [Technical Report]

— Part 8: An exemplar process assessment model for IT service management [Technical Specification]
— Part 9: Target process profiles [Technical Specification]

— Part 10: Safety extension [Technical Specification]
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Introduction

This part of ISO/IEC 15504 provides an example of an IT Service Management Process Assessment Model
(PAM) for use in performing a conformant assessment in accordance with the requirements of
ISO/IEC 15504-2. It enables implemented processes of ISO/IEC 20000-4 to be assessed according to the
requirements of ISO/IEC 15504-2.

An integral part of conducting an assessment is to use a Process Assessment Madel (PAM) that is
constructed for that purpose. A PAM is related to a Process Reference Model (PRM) dnd is™epnformant with

a) facilitates self-assessment;
b) provides a basis for use in process improvement and capabili

c) takes into account the context in which the assessed process is i
d) produces a process rating;
e) addresses the ability of the process to achie

f) is applicable across all application domains and sizes ofQ
g) may provide an objective be

The PRM defined in ISO/IECNR
ISO/IEC 15504. The relationshi

shown in Figure 1. Q

ISO/IEC 20000-{ — ISO/IEC TR 24774 - Guidelines for
Managemeny Syst qu1 men process definition

of

1nf0rms
videsygrocesses.toupport

“WO/EC TR 20000-4 Service
Management — Process Reference
Model

Capability of processes is
assessed by
~a
ISO/IEC 15504-2 — Performing an Assessment
ISO/IEC TS 15504-8 — An exemplar process assessment
model for IT service management

Figure 1 —Relationship between ISO/IEC 20000-1, ISO/IEC TR 20000-4 and ISO/IEC 15504-2

vi © ISO/IEC 2012 — All rights reserved
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Any organisation may use processes with additional elements in order to suit it to the environment and
circumstances. The Process Reference Model (PRM) that is the basis for this Process Assessment Model is
ISO/IEC 20000-4:2010. This PRM may not be fully aligned with ISO/IEC 20000-1:2011 as it was developed to
align to ISO/IEC 20000-1:2005. A revised PRM aligned to ISO/IEC 20000-1:2011 is being developed and it is
expected that this revised PRM will address and resolve these identified incompatibilities. Due to the
development status of this PRM, it is known to be unverified and subject to change in the future.

This PAM contains a set of indicators to be considered when interpreting the intent of its PRM. It provides
greater detail to indicate process performance and capability. The indicators may also be used when
implementing a process improvement program or to help evaluate and select an assessment model, method,
methodology or tools.

As an exemplar, this PAM embodies the core characteristics that could be expe
with ISO/IEC 15504-2. Nevertheless any other PAMs meeting the requirements
used in a conformant assessment.

ed of any PAM consistent
Q/IEC 15504-2 may be

conjunction with them for joint assessment of service management em oftware life cycle
processes.

Within this part of ISO/IEC 15504

outcomes. The PAM expands th S ions by including a set of process performance
indicators called base e PAM also defines a second set of indicators of

— clause 6es ili wepsion. It duplicates the definitions of the capability levels and
process 32 Hex

evaluating the’capability level of processes;

— Annex C contains a capability process profile linking the requirements of ISO/IEC 20000-1 to base
practices and information items;

— the Bibliography contains a list of informative references.
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Information technology — Process assessment —

Part 8:
An exemplar process assessment model for IT service
management

1 Scope
This part of ISO/IEC 15504

— defines an exemplar PAM that meets the requiremen

€8s and improve a Service Management System (SMS), including processes,
Qpment, transition and delivery of services that fulfil service requirements;

b) organizations that are seeking services from service providers and requiring assurance that their
service requirernents will be fulfilled;

c) service providers to demonstrate their capability for the design, development, transition and delivery
of services that fulfil service requirements.

Any PAM meeting the requirements defined in ISO/IEC 15504-2 concerning models for process assessment
may be used for assessment. Different models and methods may be needed to address differing business
needs. The assessment model in this part of ISO/IEC 15504 is provided as an exemplar of a model meeting
all the requirements expressed in ISO/IEC 15504-2.

The scope of this Part of ISO/IEC 15504 is consistent with the scope of Part 5 and 6 of ISO/IEC 15504 in

order to assist situations where assessment is being made of both service management and system/software
life cycle processes.

© ISO/IEC 2012 — All rights reserved 1
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NOTE: Copyright release for the Exemplar PAM: Users of this part of ISO/IEC 15504 may freely reproduce the
detailed descriptions contained in the exemplar assessment model as part of any tool or other material to support the
performance of process assessments, so that it can be used for its intended purpose.

2 Normative references

The following normative documents contain provisions which, through reference in this text, constitute
provisions of this part of ISO/IEC 15504. For dated references, subsequent amendments to, or revisions of,
any of these publications do not apply. However, parties to agreements based on this part of ISO/IEC 15504
are encouraged to investigate the possibility of applying the most recent editions of the normative documents
indicated below. For undated references, the latest edition of the normative document referred to applies.
Members of ISO and IEC maintain registers of currently valid International Standards.

ISO/IEC 20000-1:2011, Information technology — Service management — Pa v wanagement
system requirements

ISO/IEC TR 20000-4:2010, Information technology — Service manageme

Model
ISO/IEC 15504-1:2004, Information technology — Process assessn septs’and Vocabulary
ISO/IEC 15504-2:2003, Information technology — Process asses s art 2 Rerforming an Assessment

O
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