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Predmluva Foreword

ISO (Mezinarodni organizace pro normalizaci) a
IEC (Mezinarodni elektrotechnicka komise)
vytvareji specializovany systém celosvétové
normalizace. Narodni organy, které jsou ¢leny
ISO a IEC, se podileji na vyvoji mezinarodnich
norem prostrednictvim technickych vybor(
ustavenych pfislusnymi vyse zminénymi
organizacemi, které se zabyvaji jednotlivymi
oblastmi technickych Cinnosti. Technické
vybory ISO a IEC spolupracuji v oblastech
spolecného zajmu. Prace se zUc¢astiuji také
ostatni vladni a nevladni mezinarodni
organizace, s himiz ISO navazala pracovni styk. V
oblasti informacnich technologii zfidily ISO a
IEC spolecnou 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 mezinarodni normy. Navrhy
mezinarodnich norem jsou rozesilany
narodnim organdim ke hlasovani. Zverejnéni
mezinarodni normy vyZzaduje schvaleni alespon
75 % hlasujicich narodnich organd.

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 I1SO 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 1SO 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.



Je tfeba upozornit, ze nékteré prvky tohoto
dokumentu mohou byt predmétem
patentovych prav. I1SO ani IEC neni odpovédna
za identifikovani jakychkoli nebo vSech
patentovych prav.

Mezinarodni norma ISO/IEC 20000-2 byla
pripravena BSI (jako BS 15000-2) a byla prijata
prostiednictvim zrychleného fizeni spolec¢nou
technickou komisi ISO/IEC JTC 1 Informacni
technologie, a soubézné schvalena narodnimi
organy ISO a IEC.

Mezinarodni norma ISO/IEC 20000 se sklada z
nasledujicich ¢asti se spole¢nym nazvem
Informacni technologie - Management
sluzeb:

- Cést 1: Specifikace

- Cést 2: Soubor postupt
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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 20000-2 was prepared by BSI (as BS
15000-2) and was adopted, under a special
“fast-track procedure”, by Joint Technical
Committee ISO/IECJTC 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

Jako soubor postupt ma tato ¢ast ISO/IEC
20000 formu navodu a doporuceni. Neméla
by byt uzivana jako specifikace a zvlastni
pozornost by méla byt vénovana skutecnosti,
zda pozadavky na shodu nejsou vykladany
nespravné.

Tato Cast ISO/IEC 20000 by méla byt
pouzivana spolecné s ISO/IEC 20000-1,
specifikaci spojenou s timto souborem
postupd.

Predpoklada se, ze vykonem cinnosti
vyzadovanych touto c¢asti ISO/IEC 20000 jsou
povéreny nalezité kvalifikované a odborné
zplisobilé osoby. U¢elem mezinarodni normy
neni obsahnout vSechna potrebna ustanoveni
smlouvy. UZivatelé mezinarodnich norem jsou
sami odpovédni za jeji spravné pouziti.

Shoda s mezinarodni normou sama o sobé
neznamena zprosténi odpoveédnosti za plnéni
zakonnych povinnosti.

Tato ¢ast ISO/IEC 20000 popisuje nejlepsi
praktiky v procesech managementu sluzeb, a
to v rozsahu ISO/IEC 20000-1.

Vyznam dodavky sluzeb se zvySuje, protoze
zakaznici pro splnéni potreb svého byznysu
pozaduji stale dokonalejsi prostredky (pfi
minimalnich nakladech). Je rovnéz zfejmé, ze
sluzby a management sluzeb jsou pro
organizace nezbytné pri vytvareni vynosl a
zvySovani nakladové efektivnosti.

Introduction

As a code of practice, this part of ISO/IEC
20000 takes the form of guidance and
recommendations. It should not be quoted
as if it were a specification and particular
care should be taken to ensure that claims of
compliance are not misleading.

This part of ISO/IEC 20000 should be used in
conjunction with ISO/IEC 20000-1, the
specification associated with this code of
practice.

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.

This part of ISO/IEC 20000 describes the best
practices for service management processes
within the scope of ISO/IEC 20000-1.

Service delivery grows in importance, as
customers require increasingly advanced
facilities (at minimum cost) to meet their
business needs. It also recognizes that services
and service management are essential to
helping organizations generate revenue and
be cost-effective.



ISO/IEC 20000-1 je specifikaci pro
management sluzeb a méla by byt
pouzivana spolecné s touto Casti ISO/IEC
20000.

Rada norem ISO/IEC 20000 umoznuje
poskytovatellim sluZzeb porozumét tomu, jak
zlepsit kvalitu sluzeb dodavanych internim i
externim zakazniklm.

S rostouci zavislosti na podplrnych sluzbach
a pri rdznorodé skale dostupnych technologii
mohou dodavatelé sluzeb usilovat o
zachovani vysoké urovné sluzeb pro
zakazniky. Pokud vSak funguiji reaktivné, vénuiji
prilis malo ¢asu planovani, vycviku,
prezkoumani, Setfeni a praci se zakazniky.
Vysledkem je neschopnost prijmout
strukturované, proaktivni pracovni postupy.
Na téchto poskytovatelich sluzeb je
vyzadovano zvysSovani kvality, snizovani
nakladd, vétsi pruznost a rychlejsi odezvy na
pozadavky zakaznikU. Efektivni management
sluzeb prinasi vysokou Uroven sluzeb pro
zakazniky a zvySuje jejich spokojenost.

Rada norem ISO/IEC 20000 rozliduje mezi
nejlepsimi praktikami procesu, které jsou
nezavislé na typu Ci velikosti organizace, a
pojmenovanim ¢i usporadanim organizace.
Radu ISO/IEC 20000 Ize aplikovat pro velké i
malé poskytovatele sluzeb. PoZzadavky na
nejlepsi praktiky procesli managementu
sluzeb se neméni v zavislosti na typu
organizace, ktera predstavuje fidici ramec
pro fungovani procesu.
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ISO/IEC 20000-1 is a specification for service
management and should be read in
conjunction with this part of ISO/IEC 20000.

The ISO/IEC 20000 series enables service
providers to understand how to enhance the
quality of service delivered to their customers,
both internal and external.

With the increasing dependencies in support
services and the diverse range of technologies
available, service providers can struggle to
maintain high levels of customer service.
Working reactively, they spend too little time
planning, training, reviewing, investigating, and
working with customers. The result is a
failure to adopt structured, proactive
working practices.

Those same service providers are being
asked for improved quality, lower costs,
greater flexibility, and faster response to
customers. Effective service management
delivers high levels of customer service and
customer satisfaction.

The ISO/IEC 20000 series draws a distinction
between the best practices of processes, which
are independent of organizational form or size
and organizational names and structures. The
ISO/IEC 20000 series applies to both large
and small service providers, and the
requirements for best practice service
management processes do not change
according to the organizational form which
provides the management framework within
which processes are followed.




