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Predmluva

ISO (Mezinarodni organizace pro normalizaci)
a IEC (Mezinarodni elektrotechnicka komise)
tvori specializovany systém celosvétoveée
normalizace. Narodni organy, které jsou Cleny
ISO nebo IEC, se podileji na vypracovani
mezinarodnich norem prostrednictvim svych
technickych komisi ustavenych prislusnymi
organizacemi pro jednotlivé obory technické
¢innosti. Technické komise ISO a IEC
spolupracuji v oborech spolecného zajmu. Prace
se zUcCastnuji také dalsi vladni i nevladni
mezinarodni organizace, s nimiz ISO a IEC
navazaly pracovni styk. V oblasti informacni
technologie zridily ISO a IEC spole¢nou
technickou komisi ISO/IEC JTC 1.

Postupy pouzité pri tvorbé tohoto dokumentu
a postupy urcené pro jeho dalsi udrzovani jsou
popsany ve smérnicich ISO/IEC, cast 1.
Zejména se ma vénovat pozornost rozdilnym
schvalovacim Kkritériim potfebnym pro ruzné
druhy dokumentt. Tento dokument byl
vypracovan v souladu s redakénimi pravidly
uvedenymi ve smérnicich ISO/IEC,

cast 2 (viz www.iso.org/directives).
Upozornuje se na moznost, Ze nékteré prvky
tohoto dokumentu mohou byt predmétem
patentovych prav. ISO a IEC nelze Cinit
odpovednymi za identifikaci jakéhokoliv nebo
vSech patentovych prav. Podrobnosti

o jakychkoliv patentovych pravech
identifikovanych béhem pripravy tohoto
dokumentu budou uvedeny v ivodu a/nebo

v seznamu patentovych prohlaseni obdrzenych
ISO (viz www.iso.org/patents).

Jakykoliv obchodni nazev pouzity v tomto
dokumentu se uvadi jako informace pro
usnadnéni prace uzivatel a neznamena
schvaleni.

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
[EC have established a joint technical
committee, ISO/IEC JTC 1.

The procedures used to develop this document
and those intended for its further maintenance
are described in the ISO/IEC Directives, Part 1.
In particular the different approval criteria
needed for the different types of document should
be noted. This document was drafted in
accordance with the editorial rules of the
ISO/IEC Directives,

Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some
of the elements of this document may be the
subject of patent rights. ISO and IEC shall not
be held responsible for identifying any or all
such patent rights. Details of any patent rights
identified during the development of the
document will be in the Introduction and/or on
the ISO list of patent declarations received

(see www.iso.org/patents).

Any trade name used in this document is
information given for the convenience of users
and does not constitute an endorsement.



Vysvétleni nezévazného charakteru technickych
norem, vyznamu specifickych termint a vyrazu
ISO, které se vztahuji k posuzovani shody,
jakoz i informace o tom, jak ISO dodrzuje
principy Svétové obchodni organizace (WTO)
tykajici se technickych prekazek obchodu
(TBT), jsou uvedeny na tomto odkazu URL:
www.iso.org/iso/foreword.html.

Tento dokument vypracovala ISO/IEC JTC 1
Informacni technologie, SC 40 Management IT
sluzeb a sprava IT.

Toto treti vydani zrusuje a nahrazuje druhé
vydani (ISO/IEC 200001:2011), které bylo
technicky zrevidovano.

Hlavni zmény proti predchozimu vydani jsou
nasledujici.

a) Upraveni usporadani kapitol do struktury
vysoké irovné pouzivané pro vSechny normy
systéml mana-

gementu (z Dodatku SL Konsolidovaného
dodatku ISO smérnice ISO/IEC ¢ast 1). Ta
zavedla nové spolecné pozadavky pro kontext
organizace, planovani dosazeni cili a ¢innosti
pro reseni rizik a prilezitosti. Existuji nékteré
spolec¢né pozadavky, které aktualizovaly
predchozi pozadavky, napriklad
dokumentované informace, zdroje, kompetence
a povédomi.

b) Prihlédnuti k rostoucim trendum

v managementu sluzeb vCetné témat, jako je
zbozni charakter sluzeb, management vice
dodavatelu internim nebo externim
integratorem sluZeb a potrebé urcit hodnotu
sluzeb pro zakaznika.

c) Odstranéni nékterych podrobnosti, aby bylo
mozné se zameérit na to co délat, a poskytnout
prostor organizacim pozadavky plnit.

d) Zahrnuti novych prvku, jako je doplnéni
pozadavkl na znalosti a planovani sluzeb.

e) Rozdéleni drive spojenych kapitol pro
management incidentt, management Zadosti
o sluzby, manage-

ment kontinuity sluzeb, management
dostupnosti sluzeb, management urovné
sluzeb, management katalogu sluzeb,
management kapacity, management poptavky.

For an explanation on the voluntary nature of
standards, the meaning of ISO specific terms and
expressions related to conformity assessment,
as well as information about ISO's adherence
to the World Trade Organization (WTO)
principles in the Technical Barriers to Trade
(TBT) see the following URL:
www.iso.org/iso/foreword.html.

This document was prepared by ISO/IEC JTC 1,
Information technology, SC 40, IT Service
Management and IT Governance.

This third edition cancels and replaces the
second edition (ISO/IEC 20000-1:2011) which
has been technically revised.

The main changes compared to the previous
edition are as follows.

a) Restructured into the high level structure
used for all management system standards
(from Annex SL of the Consolidated

ISO Supplement to the ISO/IEC Directives

Part 1). This has introduced new common
requirements for context of the organization,
planning to achieve objectives and actions to
address risks and opportunities. There are some
common requirements that have updated
previous requirements, for example,
documented information, resources, competence
and awareness.

b) Taken into account the growing trends in
service management including topics such as
the commoditisation of services, the
management of multiple suppliers by an
internal or external service integrator and the
need to determine value of services for
customers.

c) Removed some of the detail to concentrate
on what to do and allow organizations the
freedom of how to meet the requirements.

d) Included new features such as the addition of
requirements about knowledge and planning
the services.

e) Separated out clauses that were previously
combined for incident management, service
request management, service continuity
management, service availability management,
service level management, service catalogue
management, capacity management,

demand management.



f) Prejmenovani ,Kontroly procesu
provozovanych

jinymi stranami“ na ,Rizeni stran zapojenych
do Zivotniho cyklu sluzby” a aktualizace
pozadavku tak, aby zahrnovaly sluzby a prvky
sluzeb, jakoz i procesy. Vyjasnéni, ze
organizace nemuze prokéazat shodu

s pozadavky podle tohoto dokumentu, pokud
jsou na poskytovani nebo provozovani vsech
sluzeb, prvki sluzeb nebo procest v ramci
systému mana-

gementu sluzeb (SMS) pouzity jiné strany.

g) Rozdéleni kapitoly 3 (Terminy a definice) do
podkapitol pro terminy systému managementu
a pro terminy ma-

nagementu sluzeb. Zménéni mnoha definic.
Mezi kliCové zmény patri:

1) byly doplnény nékteré nové terminy

z Dodatku SL, napr. ,cil“, ,politika“, a nékteré
byly doplnény vyhradné pro management sluzeb,
napr. ,aktivum®, ,uzivatel”;

2) termin ,poskytovatel sluzeb” byl nahrazen
pojmem ,organizace” tak, aby to odpovidalo
spoleénému textu Dodatku SL;

3) termin ,interni skupina“ byl nahrazen
pojmem ,interni dodavatel” a termin ,,dodavatel”
byl nahrazen pojmem ,externi dodavatel”;

4) definice ,bezpecnosti informaci” byla
sladéna s ISO/IEC 27000. Nasledné byl termin
»dostupnost” nahrazen pojmem ,dostupnost
sluzeb”, aby se odlisil od terminu ,,dostupnost”,
ktery se nyni pouziva ve zrevidované definici
~bezpecnosti informaci”.

h) Omezeni pozadovanych dokumentovanych
informaci a ponechani pouze klicovych
dokumentt, napriklad plan managementu
sluzeb. Mezi dalsi zmény dokumentovanych
informaci patri:

1) odstranéni pozadavku na dokumentovany
plan kapacit a jeho nahrazeni pozadavkem na
planovani kapacit;

2) odstranéni poZadavku na dokumentovany
plan dostupnosti a jeho nahrazeni pozadavkem
na dokumentaci pozadavka a cilovych Grovni
dostupnosti sluzeb;

3) odstranéni pozadavku na databazi
managementu konfiguraci a jeho nahrazeni
pozadavkem na

informace o konfiguracich;

4) odstranéni pozadavku na politiku uvolnéni

a jeho nahrazeni poZadavkem urcit typy a ¢etnost
uvolnént;

f) Renamed “Governance of processes
operated by other parties” to “Control of
parties involved in the service lifecycle” and
updated the requirements to include services
and service components as well as processes.
Clarified that the organization cannot
demonstrate conformity to the requirements
specified in this document if other parties are
used to provide or operate all services, service
components or processes within the scope of the
service management system (SMS).

g) Separated Clause 3 (Terms and definitions)
into sub-clauses for management system terms
and service management terms. There are many
changes to definitions. The key changes
include:

1) some new terms have been added for Annex
SL, e.g. “objective”, “policy”, and some have been
added specifically for service management, e.g.
“asset”, “user”;

2) the term “service provider” has been
replaced by “organization” to fit with the
Annex SL common text;

3) the term “internal group” has been
replaced by “internal supplier” and the term
“supplier” has been replaced by “external
supplier”;

4) the definition of “information security” has
been aligned with ISO/IEC 27000.
Subsequently the term “availability” has been
replaced by “service availability” to
differentiate from the term “availability” which
is now used in the revised definition of
“information security”.

h) Minimised the required documented
information leaving only key documents such
as the service management plan. Other
documented information changes include:

1) removed requirement for documented
capacity plan and replaced with requirement to
plan capacity;

2) removed requirement for documented
availability plan and replaced with requirement
to document service availability requirements
and targets;

3) removed requirement for a configuration
manage-

ment database and replaced with requirements
for configuration information;

4) removed requirement for a release policy
and replaced with a requirement to define
release

types and frequency;



5) odstranéni pozadavku na politiku neustalého
zlep-

Sovani a jeho nahrazeni pozadavkem stanovit
kritéria pro hodnoceni prilezitosti pro zlepsovani.
i) Aktualizace a precislovani obrazku 2 a 3 na
obrézky 1 a 2. Odstranéni obrazku 1 a odkazl na
model Planovat-Délat-Kontrolovat-Jednat, jelikoz
v Dodatku SL jiz nejsou vyslovné pouZity,

a protoze v norméach systéml managementu lze
pouzit mnoho metod zlepSovani.

j) Presunuti podrobnych pozadavkd na vykazy
z kapitoly o predkladani vykazu o sluzbach do
kapitol, kde se budou vykazy pravdépodobné
tvorit.

Seznam vsech ¢asti souboru ISO/IEC 20000 lze
nalézt na webovych strankach ISO.

Jakakoli zpétna vazba nebo otazky tykajici se
tohoto dokumentu by mély byt smérovany na
narodni normaliza¢ni orgén uzivatele. Uplny
seznam téchto organu lze nalézt na
www.iso.org/members.html.

Uvod

Tento dokument byl vytvoren, aby stanovil
pozadavky na vytvoreni, zavedeni, udrzovani

a neustalé zlepSovani systému managementu
sluzeb (SMS). SMS podporuje management
Zivotniho cyklu sluzby, vCetné planovani,
navrhu, prechodu, dodavky a zlepSovani
sluzeb, které splnuji sjednané pozadavky

a poskytuji hodnotu pro zakaznika, uzivatele

i organizaci dodavajici sluzby.

Osvojeni SMS je pro organizaci strategickym
rozhodnutim a je ovlivnéno cili organizace,
ridicim organem organizace, ostatnimi stranami
zapojenymi do zivotniho cyklu sluzeb a potrebou
efektivnich a odolnych sluzeb.

Zavedeni a provozovani SMS priubéznou
transparentnost, rizeni sluzeb a neustalé
zlepSovani vedouci k vétsi efektivnosti

i ucelnosti. Zlepsovani managementu sluzeb se
tyka SMS i sluzeb.

Tento dokument je zdmérneé nezavisly na
konkrétnich pokynech. Organizace muze vyuzit
kombinaci obecné uznavanych ramct

i vlastnich zkusenosti. PoZadavky podle tohoto
dokumentu jsou v souladu s béZzné pouzivanymi
metodami zlepSovani. K podpore SMS Ize
pouzit prislusné nastroje pro management
sluzeb.

5) removed requirement for a continual
improvement policy and replaced with

a requirement to determine evaluation criteria
for opportunities for improvement.

i) Updated and renumbered Figures 2 and 3 to
Figures 1 and 2. Removed Figure 1 and
references to Plan-Do-Check-Act as this is not
specifically used in Annex SL because many
improvement methods can be used with
management system standards.

j) Moved detailed reporting requirements
from the service reporting clause into the
clauses where the reports are likely to be
produced.

A list of all parts in the ISO/IEC 20000 series
can be found on the ISO website.

Any feedback or questions on this document
should be directed to the user,s national
standards body. A complete listing of these
bodies can be found at
Www.iso.org/members.html.

Introduction

This document has been prepared to specify
requirements for establishing, implementing,
maintaining and continually improving a service
management system (SMS). An SMS supports
the management of the service lifecycle,
including the planning, design, transition,
delivery and improvement of services, which
meet agreed requirements and deliver value for
customers, users and the organization
delivering the services.

The adoption of an SMS is a strategic decision
for an organization and is influenced by the
organization,s

objectives, the governing body, other parties
involved in the service lifecycle and the need
for effective and resilient services.
Implementation and operation of an SMS provides
ongoing visibility, control of services and
continual improvement, leading to greater
effectiveness and efficiency. Improvement for
service management applies to the SMS and
the services.

This document is intentionally independent of
specific guidance. The organization can use

a combination of generally accepted
frameworks and its own experience. The
requirements specified in this document align
with commonly used improvement
methodologies. Appropriate tools for service
management can be used to support the SMS.



ISO/IEC 20000-2 uvadi pokyny pro aplikaci
systému managementu sluzeb véetné prikladd,
jak plnit poZadavky uvedené v tomto
dokumentu. ISO/IEC 20000-10 uvadi informace
o vSech ¢éstech souboru ISO/IEC 20000,
prinosech, chybném vniméni a dalSich
souvisicich normach. Kromé termint a definic
uvedenych v tomto dokumentu, uvadi
ISO/IEC 20000-10 dalsi terminy, které nejsou
v tomto dokumentu pouzity, ale jsou pouzity
v jinych ¢astech souboru ISO/IEC 20000.

Struktura kapitol (tj. posloupnost kapitol),
terminy v 3.1 a mnohé z pozadavku jsou
prevzaty z Dodatku SL, Konsolidovaného
dodatku ISO smeérnice ISO/IEC, cast 1,
znamém jako spolecna struktura na vysoké
urovni (HLS) pro normy systému managementu.
Vyuziti HLS umoznuje organizaci sladit nebo
integrovat vice norem systému managementu.
Napriklad Ize SMS

integrovat se systémem managementu kvality
zaloZzeném na normeé ISO 9001 nebo se
systémem rizeni bezpecnosti informaci
zaloZenym na normeé ISO/IEC 27001.

Obrazek 1 znazoriuje SMS zobrazujici kapitoly
tohoto dokumentu. Nepredstavuje
strukturovanou hierarchii, posloupnost nebo
urovné pravomoci. V tomto dokumentu nejsou
zadné pozadavky na strukturu, ktera ma byt
pouZzita pro SMS organizace. Neexistuji Zadné
pozadavky na to, aby pojmy pouzivané
organizaci byly nahrazeny terminy
pouzivanymi v tomto dokumentu. Organizace si
mohou zvolit pouziti pojma, které vyhovuji
jejich ¢innostem.

Ucelem struktury kapitol je poskytnout
ucelenou prezentaci pozadavku spiSe nez model
pro dokumentovani politik, cili a procesu
organizace. Kazda organizace si muze vybrat,
jak pozadavky do procest promitne. Vztah mezi
kazdou organizaci a jejimi zakazniky, uzivateli
a jinymi zainteresovanymi stranami ovliviiuje
zpusob zavedeni procesu. Nicméné SMS
navrzeny organizaci nemuze vyloucit zadny

z pozadavki podle tohoto dokumentu.

Obrazek 1 - Systém managementu sluzeb

ISO/IEC 20000-2 provides guidance on the
application of service management systems
including examples of how to meet the
requirements specified in this document.
ISO/IEC 20000-10 provides information on all of
the parts of the ISO/IEC 20000 series, benefits,
misperceptions and other related standards.
ISO/IEC 20000-10 lists the terms and
definitions included in this document in
addition to terms not used in this document
but used in other parts of the ISO/IEC 20000
series.

The clause structure (i.e. clause sequence),
terms in 3.1 and many of the requirements are
taken from Annex SL of the Consolidated

ISO Supplement to the ISO/IEC Directives Part
1, known as the common high level structure
(HLS) for management system standards. The
adoption of the HLS enables an organization to
align or integrate multiple management system
standards. For example, an SMS can be
integrated with a quality management system
based on ISO 9001 or an information security
management system based on ISO/IEC 27001.

Figure 1 illustrates an SMS showing the clause
content of this document. It does not represent
a structural

hierarchy, sequence or authority levels. There
is no requirement in this document for its
structure to be

applied to an organization,s SMS. There is no
requirement for the terms used by an
organization to be replaced by the terms used
in this document. Organizations can choose to
use terms that suit their operations.

The structure of clauses is intended to provide

a coherent presentation of requirements,
rather than a model for documenting an
organization,s policies, objectives and
processes. Each organization can choose how to
combine the requirements into processes. The
relationship between each organization and its
customers, users and other interested parties
influences how the processes are implemented.
However, an SMS as designed by an
organization, cannot exclude any of the
requirements specified in this document.
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(]



Figure 1 - Service management system

1 Predmet normy
1.1 Obecné

Tento dokument stanovuje pozadavky na
organizaci souvisici s vytvorenim, zavedenim,
udrzovanim a pra-

béznym zlepSovanim systému managementu
sluzeb (SMS). Pozadavky podle tohoto
dokumentu zahrnuji planovani, navrh, prechod,
dodavku a zlepSovani sluzeb tak, aby splhovaly
pozadavky na sluzby a dodavaly hodnotu. Tento
dokument muze pouzit:

a) zakaznik vyhledévajici sluzby a vyzadujici
zajiSténi kvality téchto sluzeb;

b) zékaznik vyzadujici dusledny pristup

k zivotnimu cyklu sluzeb vSemi jeho
poskytovateli sluzeb, vCetné téch

v dodavatelském retézci;

¢) organizaci prokazujici svoji zptsobilost pri
plénovani, navrhu, prechodu, dodavce

a zlepSovani sluzeb;

d) organizaci pro monitorovani, méreni

a prezkoumani svého SMS a sluzeb;

e) organizaci pro zlepseni planovani, navrhu,
prechodu, dodavky a zlepSovani sluzeb
prostrednictvim uc¢inného zavedeni

a provozovani SMS;

f) organizaci nebo jinou stranou provadéjici
posouzeni shody s pozadavky podle tohoto
dokumentu;

g) poskytovatelem Skoleni nebo poradenstvi

v oblasti managementu sluzeb.

Pojem ,sluzba“ pouzity v tomto dokumentu,
znamena sluzbu nebo sluzby v rozsahu SMS.
Pojem , organizace” pouzity v tomto dokumentu,
znamena organizaci v rozsahu SMS, ktera ridi
a dodava sluzbu nebo sluzby

zékaznikiim. Organizace v rozsahu SMS muze
byt soucasti vétsi organizace, napriklad
oddéleni ve velké spolecnosti. Organizace nebo
cast organizace, ktera ridi a dodava sluzbu nebo
sluzby internim nebo externim zakaznikim,
muze byt také znama jako poskytovatel sluzeb.
Jakékoliv pouziti pojmu ,sluzba“ nebo
»organizace” s odliSnym zamérem je zretelné
rozliSeno.

1.2 Pouziti

1 Scope

1.1 General

This document specifies requirements for an
organization to establish, implement, maintain
and continually improve a service management
system (SMS). The requirements specified in this
document include the planning, design,
transition, delivery and improvement of
services to meet the service requirements and
deliver value. This document can be used by:

a) a customer seeking services and requiring
assurance regarding the quality of those
services;

b) a customer requiring a consistent approach
to the service lifecycle by all its service
providers, including those in a supply chain;

c) an organization to demonstrate its
capability for the planning, design, transition,
delivery and improvement of services;

d) an organization to monitor, measure and
review its SMS and the services;

e) an organization to improve the planning,
design, transition, delivery and improvement of
services through effective implementation and
operation of an SMS;

f) an organization or other party performing
conformity assessments against the
requirements specified in this document;

g) a provider of training or advice in service
management.

The term “service” as used in this document
refers to the service or services in the scope of
the SMS. The term “organization” as used in
this document refers to the organization in the
scope of the SMS that manages and delivers
services to customers. The organization in the
scope of the SMS can be part of a larger
organi-

zation, for example, a department of a large
corporation. An organization or part of an
organization that manages and delivers

a service or services to internal or external
customers can also be known as a service
provider. Any use of the terms “service” or
“organization” with a different intent is
distinguished clearly in this document.

1.2 Application



VSechny pozadavky tohoto dokumentu jsou
obecné a jsou popsany tak, aby byly pouZzitelné
u vsech organizaci bez ohledu na jejich typ,
velikost a povahu dodavanych sluzeb. Pokud
chce poskytovatel sluzeb dosdhnout souladu
s timto dokumentem je neprijatelné jakékoliv
vylouCeni pozadavki z kapitol 4 az 10 bez
ohledu na povahu organizace.

Shoda s pozadavky podle tohoto dokumentu
mize orga-

nizace prokazat tim, ze sama doloZzi plnéni
téchto

pozadavkd.

Organizace sama prokazuje shodu s kapitolami
4 a 5. Organizace vSak muze byt podporovana
jinymi stranami. Napriklad jind strana muze
jménem organizace provadet interni audity
nebo podporovat pripravu SMS.

Organizace také muze prokazat zachovani
odpovédnosti za pozadavky podle tohoto
dokumentu a prokazat kontrolu, pokud se na
plnéni pozadavka uvedenych v kapitolach 6 az
10 podileji jiné strany (viz 8.2.3). Organizace
mize napriklad poskytnout diikazy o kontrole
jiné strany, ktera poskytuje infrastrukturni
prvky sluzeb nebo provozuje Service Desk,
vCetné procesu managementu incidenta.

Organizace nemuze prokazat shodu s pozadavky
podle tohoto dokumentu, pokud jsou

k poskytovani nebo provozovani vsech sluzeb,
prvka sluzeb nebo procest v ramci SMS
pouzity jiné strany.

Predmeét tohoto dokumentu nezahrnuje
pozadavky na produkty a nastroje. Nicméné
tento dokument muze napomoci pri vyvoji
produktt nebo nastroji, které podporuji
provozovani SMS.

All requirements specified in this document are
generic and are intended to be applicable to all
organizations, regardless of the organization,s
type or size, or the nature of the services
delivered. Exclusion of any of the require-

ments in Clauses 4 to 10 is not acceptable
when the organization claims conformity to this
document,

irrespective of the nature of the organization.
Conformity to the requirements specified in this
document can be demonstrated by the
organization itself showing evidence of
meeting those requirements.

The organization itself demonstrates
conformity to Clauses 4 and 5. However, the
organization can be supported by other
parties. For example, another party can
conduct internal audits on behalf of the
organization or support the preparation of the
SMS.

Alternatively, the organization can show
evidence of retaining accountability for the
requirements specified in this document and
demonstrating control when other parties are
involved in meeting the requirements in
Clauses 6 to 10 (see 8.2.3). For example, the
organization can demonstrate evidence of
controls for another party who is providing
infrastructure service components or operating
the service desk including the incident man-
agement process.

The organization cannot demonstrate
conformity to the requirements specified in
this document if other parties are used to
provide or operate all services, service
components or processes within the scope of
the SMS.

The scope of this document excludes the
specification for products or tools. However,
this document can be used to help the
development or acquisition of products or tools
that support the operation of an SMS.

Konec nahledu - text dale pokracuje v placené verzi CSN.



