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Predmluva

ISO (Mezinarodni organizace pro normalizaci)
a IEC (Mezinarodni elektrotechnicka komise)
vytvareji specializovany systém celosvétové
normalizace. Narodni orgdny, které jsou
Cleny IS0 a IEC, se podileji na vyvoji
mezinarodnich norem prostrednictvim
technickych vybord ustavenych prislusnymi
vySe zminénymi organizacemi, které se
zabyvaiji jednotlivymi oblastmi technickych
¢innosti. Technické vybory ISO a IEC
spolupracuji v oblastech spole¢ného zajmu.
Prace se zucastnuji také ostatni vladni a
nevladni mezinarodni organizace, s nimiz
ISO navazala pracovni styk. V oblasti
informacnich technologif zfidily 1ISO a IEC
spole¢nou technickou komisi ISO/IEC JTC 1.

Mezinarodni normy jsou navrhovany podle
pravidel uvedenych v ¢asti 2 Smérnic
ISO/IEC.

Hlavnim Ukolem spolecné technické komise
je pripravovat mezindrodni normy. Navrhy
mezinarodnich norem jsou rozesilany
narodnim organim ke hlasovani. Zverejnéni
mezinarodni normy vyzaduje schvaleni
alespon 75 % z hlasujicich narodnich organd.

Je tfeba upozornit, Ze nékteré prvky tohoto
dokumentu mohou byt pfedmétem
patentovych prdv. ISO neni odpovédna za
identifikovani jakychkoli nebo vsech
patentovych prav.

Mezinarodni norma ISO/IEC 20000-1 byla
pfipravena organizaci BSI (jako BS 15000-1) a
byla pfijata prostfednictvim zrychleného
fizeni, spolecnou technickou komisi ISO/IEC
JTC 1 Informacni technologie, a soubézné
schvélena narodnimi organy ISO a IEC.
Mezinarodni norma ISO/IEC 20000 se sklada
z nasleduijicich ¢asti se spole¢nym nazvem
Informacni technologie - Management sluzeb:
- Cést 1: Specifikace

- Cést 2: Soubor postupt
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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.

International Standards are drafted in
accordance with the rules given in the
ISO/IEC Directives, Part 2.

The main task of the joint technical
committee is to prepare International
Standards. Draft International Standards
adopted by the joint technical committee are
circulated to national bodies for voting.
Publication as an International Standard
requires approval by at least 75 % of the
national bodies casting a vote.

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.

ISO/IEC 20000-1 was prepared by BSI (as BS
15000-1) and was adopted, under a special
“fast-track procedure”, by Joint Technical
Committee ISO/IEC JTC 1, Information
technology, in parallel with its approval by
national bodies of ISO and IEC.

ISO/IEC 20000 consists of the following parts,
under the general title Information
technology - Service management:

- Part 1: Specification

- Part 2: Code of practice




Uvod

Tato ¢ast ISO/IEC 20000 prosazuje prijeti
integrovaného procesniho pristupu k
efektivni dodavce fizenych sluzeb tak, aby
byly splnény pozadavky byznysu a
zakaznikd. Aby organizace fungovala
efektivné, musi identifikovat a fidit mnoho
vzajemné propojenych ¢&innosti. Cinnost,
ktera vyuziva zdroje a je fizena za Ucelem
premény vstupl ve vystupy, mize byt
povazovana za proces. Vystup jednoho
procesu Casto tvofi vstup pro jiny proces.

Koordinovana integrace a implementace
procesl managementu sluzeb prindsi trvalé
fizeni, vétsi ucinnost a prilezitost pro
neustalé zlepSovani. Provadéni Cinnosti a
procesl vyZaduje, aby lidé pracujici v
tymech podpory zakaznika, podpora sluzeb,
dodavka sluzeb a v provoznich tymech byli
dobre organizovani a koordinovani. Pro
zajisténi efektivnich a vykonnych procest
jsou rovnéz potrebné vhodné nastroje.
Predpoklada se, ze vykonem cinnosti
vyzadovanych touto ¢asti ISO/IEC 20000 jsou
povéreny nalezité kvalifikované a odborné
zpUsobilé osoby.

U&elem mezinarodni normy neni obsédhnout
vSechna potrebna ustanoveni kontraktu.
UzZivatelé mezinarodni normy jsou sami
odpovédni za jeji spravné pouziti.

Shoda s mezinarodni normou sama o sobé
neposkytuje ochranu pred plnénim
zakonnych zavazkd.
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Introduction

This part of ISO/IEC 20000 promotes the
adoption of an integrated process approach
to effectively deliver managed services to
meet the business and customer
requirements. For an organization to
function effectively it has to identify and
manage numerous linked activities. An
activity using resources, and managed in
order to enable the transformation of inputs
into outputs, can be considered as a process.
Often the output from one process forms an
input to another.

Coordinated integration and implementation
of the service management processes
provides the ongoing control, greater
efficiency and opportunities Performing the
activities and processes requires people in
the service desk, service support, service
delivery and operations teams to be well
organized and coordinated. Appropriate tools
are also required to ensure that the
processes are effective and efficient.

It is assumed that the execution of the
provisions of this part of ISO/IEC 20000 is
entrusted to appropriately qualified and
competent people.

An International Standard does not purport
to include all necessary provisions of a
contract. Users of International Standards
are responsible for their correct application.
Compliance with an International Standard
does not of itself confer immunity from legal
obligations.

1 Predmet normy

Tato ¢ast ISO/IEC 20000 stanovuje
pozadavky, které jsou kladeny na
poskytovatele sluzeb a které se tykaji
dodavky fizenych sluzeb v kvalité prijatelné
pro jeho zakazniky.

Mlze byt pouzita:

a) organizacemi, které vyhlasuji vybérova
fizeni pro svoje sluzby;

b) organizacemi, které vyzZaduji shodny
pristup od vsech poskytovateld sluzeb v
dodavatelském fetézci;

c) poskytovateli sluzeb pfi porovnavani
jejich systémd managementu IT sluzeb;

1 Scope

This part of ISO/IEC 20000 defines the
requirements for a service provider to
deliver managed services of an acceptable
quality for its customers.

It may be used:

a) by businesses that are going out to
tender for their services;

b) by businesses that require a consistent
approach by all service providers in a supply
chain;

c) by service providers to benchmark their
IT service management;



d) jako srovnavaci zakladna pro nezavislé
ohodnoceni;

e) organizaci, ktera potrebuje prokazat
schopnost poskytovat sluzby, které spliuji
pozadavky zakazniky; a

f) organizaci, ktera usiluje o zlepSeni sluzeb
pomoci efektivni aplikace procesd pro
monitorovani a zlepSovani kvality sluzeb.

Tato Cast ISO/IEC 20000 specifikuje nékolik
vzajemné Uzce propojenych procesl
managementu sluzeb, jak je znazornéno na
obrazku 1.

Vztahy mezi procesy zaviseji na zplsobu
jejich aplikace v ramci organizace a jsou
obecné prilis slozité na modelovani, proto
nejsou vztahy mezi procesy v tomto
diagramu znazornény.

Seznam cild a kontrolnich opatreni
obsazenych v této casti ISO/IEC 20000 neni
vycerpavajici a organizace mlze zvazit
pouziti dalsich cild a opatreni nezbytnych pro
splnéni svych konkrétnich potreb byznysu.
Charakter vztahu mezi poskytovatelem sluzeb a
byznysem vyuzivajicim tyto sluzby urci, jak
budou implementovany pozadavky této Casti
ISO/IEC 20000, aby byly splnény celkové
cile.

Vzhledem k tomu, Ze je tato norma zalozena
procesnim pfistupu, neni tato ¢ast ISO/IEC
20000 urcena pro hodnoceni produktd.
Nicméné organizace, které vyviji nastroje,
produkty a systémy pro management sluzeb,
mohou pouzit jak tuto ¢ast ISO/IEC 20000,
tak i soubor postupd, jako vychodisko pri
VyVvoji nastrojl, produktl a systémd, které
podporuji nejlepsi zkuSenosti v oblasti
managementu sluzeb.
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d) as the basis for an independent
assessment;

e) by an organization which needs to
demonstrate the ability to provide services
that meet customer requirements; and

f) by an organization which aims to improve
service through the effective application of
processes to monitor and improve service
quality.

This part of ISO/IEC 20000 specifies a
number of closely related service
management processes, as shown in Figure
1.

The relationships between the processes
depend on the application within an
organization and are generally too complex
to model and therefore relationships
between processes are not shown in this
diagram.

The list of objectives and controls contained
in this part of ISO/IEC 20000 are not
exhaustive, and an organization may
consider that additional objectives and
controls are necessary to meet their
particular business needs. The nature of the
business relationship between the service
provider and business will determine how
the requirements in this part of ISO/IEC
20000 are implemented in order to meet the
overall objective.

As a process based standard this part of
ISO/IEC 20000 is not intended for product
assessment. However, organizations
developing service management tools,
products and systems may use both this part
of ISO/IEC 20000 and the code of practice to
help them develop tools, products and
systems that support best practice service
management.




