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ISO (Mezindrodni organizace pro normalizaci) a IEC
(Mezinarodni elektrotechnickd komise) tvofi specializovany
systém celosvétové normalizace. Narodni organy, které
jsou €leny ISO nebo IEC, se podileji na vypracovani
mezinarodnich norem prostrednictvim technickych komisi
ustavenych pfisluSnymi organizacemi pro jednotlivé obory
technické Cinnosti. Technické komise ISO a IEC
spolupracuji v oborech spole¢ného zajmu. Prace se
zUcasthuji také dalsi viaddni a nevladni mezinarodni
organizace, s nimiz I1SO a IEC navézaly pracovni styk.

V oblasti informacni technologie zfidily ISO a IEC spole¢nou
technickou komisi ISO/IEC JTC 1.

Navrhy mezinarodnich norem jsou vypracovavany
v souladu s pravidly danymi smérnicemi ISO/IEC, ¢ast 2.

Hlavnim ukolem spole¢né technické komise je vypracovani
mezinarodnich norem. Navrhy mezinarodnich norem
prijaté spolecnou technickou komisi jsou rozesilany
narodnim ¢lendim k hlasovani. Vydani mezinarodni normy
vyzaduje souhlas alespon 75 % hlasujicich narodnich
organd.

Upozorfiuje se na moznost, ze nékteré prvky tohoto
dokumentu mohou byt pfedmétem patentovych prav. ISO
nelze Cinit odpovédnou za identifikaci jakéhokoliv nebo
vSech patentovych prav.

ISO/IEC 200001 vypracovala spole¢né technicka komise
ISO/IEC JTC 1, Informacni technologie, subkomisi SC 7,
Softwarové a systémové inZenyrstvi. Toto druhé vydani
zruSuje a nahrazuje prvni vydani (ISO/IEC 200001:2005),
které bylo technicky revidovéno. Zakladni rozdily jsou
nasledujict:

* blizsi sladéni s ISO 9001;

blizsi sladéni s ISO/IEC 27001;

zména terminologie odrazejici mezinarodni uzivani;

pridani mnoha dalSich definic, aktualizace nékterych definic

a odstranéni dvou definic;

zavedeni terminu ,systém managementu sluzeb”;

slouceni kapitol 3 a 4 normy ISO/IEC 200001:2005, aby vSechny
pozadavky na systém managementu sluzeb byly soucasti jedné
kapitoly;

upresnéni pozadavkl na kontrolu procesd provozovanych jinymi
stranami;

upfesnéni pozadavk( na vymezeni rozsahu SMS;

vysvétleni, Ze metodika PDCA se vztahuje na SMS, vletné
procesti managementu sluzeb i sluzeb
samotnych;

* zavedeni novych pozadavkd na navrh sluzeb a prechod na
nové nebo zménéné sluzby.

ISO/IEC 20000 se sklada z nasledujicich ¢asti, které spojuje
spolecny nazev Informacni technologie - Management
sluzeb:

Cést 1: Pozadavky na systém managementu sluzeb

Cést 2: Pokyny pro pouziti systémd managementu sluzeb’
Cést 3: Pokyny pro vymezeni rozsahu a pouZitelnosti ISO/IEC
200001 [Technicka zpraval

Cést 4: Referenéni model procestl [Technicka zpréaval

Cést 5: Priklad planu zavedenf pro ISO/IEC 200001 [Technické
zprava]

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 200001 was prepared by Joint Technical
Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 7, Software and systems engineering.
This second edition cancels and replaces the first edition
(ISO/IEC 200001:2005), which has been technically
revised. The main differences are as follows:

closer alignment to ISO 9001;

closer alignment to ISO/IEC 27001,

change of terminology to reflect international usage;

addition of many more definitions, updates to some definitions
and removal of two definitions;

introduction of the term “service management system”;

combining Clauses 3 and 4 of ISO/IEC 200001:2005 to put all
management system requirements into one clause;

clarification of the requirements for the governance of processes
operated by other parties;

clarification of the requirements for defining the scope of the
SMS;

clarification that the PDCA methodology applies to the SMS,
including the service management processes, and the services;

introduction of new requirements for the design and transition of
new or changed services.

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

Part 1: Service management system requirements

Part 2: Guidance on the application of service management
systems?

Part 3: Guidance on scope definition and applicability of ISO/IEC
200001 [Technical Report]

Part 4: Process reference model [Technical Report]

Part 5: Exemplar implementation plan for
ISO/IEC 200001 [Technical Report]



Model pro hodnoceni procesti managementu sluzeb bude
predmétem budouci ¢asti 8.

Uvod

Pozadavky v této Casti ISO/IEC 20000 obsahuji navrh,
prechod, dodavku a zlepSovani sluzeb, které uspokojuji
pozadavky na sluzby a které poskytuji zékazniklim

a poskytovateldim sluzeb pfidanou hodnotu. Tato ¢ast
ISO/IEC 20000 pozaduje integrovany procesni pfistup, pfi
kterém poskytovatel sluzeb planuje, ustanovi, zavede,
provozuje, sleduje, pfezkoumava, udrzuje a zlepSuje
systém managementu sluzeb (SMS).

Koordinovana integrace a zavedeni SMS pfindsi trvalé fizeni

a prilezitosti pro neustdlé zlepSovani, vyssi Gcinnost a Ucelnost.
Fungovani procest podle této ¢4sti ISO/IEC 20000 vyzaduje
dobrou organizaci a koordinaci pracovnikl. K dosazeni
Gcinnych a Gcelnych procesl mohou byt vyuzity vhodné
nastroje.

Nejefektivnéjsi poskytovatelé sluzeb zvazuji dopad na SMS
ve vSech fazich zivotniho cyklu sluzeb od strategie pres
navrh, prechod a provozovani v€etné neustalého
zlepSovani.

Tato ¢ast ISO/IEC 20000 vyZaduje pouziti metodiky zndmé
jako ,,Planuj-Délej-Kontroluj-Jednej” (PDCA) na vSechny
Casti SMS i pro sluzby. Metodiku PDCA tak, jak je pouzita

v této ¢asti ISO/IEC 20000, je mozné ve stru¢nosti popsat
nasledovné:

Planuj: ustanoveni, dokumentovani a odsouhlaseni SMS.
SMS obsahuje politiky, cile, plany a procesy pro napliiovani
pozadavk{l na sluzby.

Délej: zavedeni a provozovani SMS pro navrh, piechod,
dodavku a zlepSovani sluzeb.

Kontroluj: monitorovani, méfeni a pfezkoumani SMS

i sluzeb ve srovnani s politikami, cili, plany a pozadavky na
sluzby a predkladdanymi vykazy o vysledcich.

Jednej: prijimani opatreni pro neustdlé zlepSovani
vykonnosti SMS i sluzeb.

vvvvvv

strénky integrovaného procesniho pfistupu a metodiky
PDCA:

1. pochopeni a naplfiovani poZadavk{ na sluzby pro dosazenf
spokojenosti zakaznikd;

3. ustanoveni politiky a cilG pro managementu sluzeb;

4. navrh a doddvka sluzeb zaloZenych na SMS
prinasejicich pridanou hodnotu pro zakaznika;

5. monitorovani, méreni a prezkoumani vykonnosti SMS i sluzeb;

6. neustdlé zlepsovani SMS i sluzeb na zakladé objektivnich
méren.

A process assessment model for service management will
form the subject of a future Part 8.

Introduction

The requirements in this part of ISO/IEC 20000 include the
design, transition, delivery and improvement of services
that fulfil service requirements and provide value for both
the customer and the service provider. This part of ISO/IEC
20000 requires an integrated process approach when the
service provider plans, establishes, implements, operates,
monitors, reviews, maintains and improves a service
management system (SMS).

Co-ordinated integration and implementation of an SMS
provides ongoing control and opportunities for continual
improvement, greater effectiveness and efficiency. The
operation of processes as specified in this part of ISO/IEC
20000 requires personnel to be well organized and co-
ordinated. Appropriate tools can be used to enable the
processes to be effective and efficient.

The most effective service providers consider the impact
on the SMS through all stages of the service lifecycle, from
strategy through design, transition and operation,
including continual improvement.

This part of ISO/IEC 20000 requires the application of the
methodology known as “Plan-Do-Check-Act” (PDCA) to all
parts of the SMS and the services. The PDCA methodology,
as applied in this part of ISO/IEC 20000, can be briefly
described as follows.

Plan: establishing, documenting and agreeing the SMS.
The SMS includes the policies, objectives, plans and
processes to fulfil the service requirements.

Do: implementing and operating the SMS for the design,
transition, delivery and improvement of the services.

Check: monitoring, measuring and reviewing the SMS and
the services against the policies, objectives, plans and
service requirements and reporting the results.

Act: taking actions to continually improve performance of
the SMS and the services.

When used within an SMS, the following are the most
important aspects of an integrated process approach and
the PDCA methodology:

1. understanding and fulfilling the service requirements to
achieve customer satisfaction;

3. establishing the policy and objectives for service
management;

4. designing and delivering services based on the SMS that add
value for the customer;

5. monitoring, measuring and reviewing performance of the SMS
and the services;

6. continually improving the SMS and the services based on
objective measurements.



Obrazek 1 znazornuje, jak je mozné pouzit metodiku PDCA
pro SMS, véetné procest managementu sluzeb uvedenych
v kapitolach 5 az 9, i pro sluzby. Kazdy prvek metodiky
PDCA je zdsadni soucasti GspéSného zavedeni SMS. Proces
zlepSovani pouzity v této ¢asti ISO/IEC 20000 je zalozen na
metodice PDCA.

]
Obrazek 1 - Metodika PDCA pouzita
pro management sluzeb

Tato ¢ast ISO/IEC 20000 umoznuje poskytovateli sluzeb
integrovat svlj SMS s jinymi systémy managementu, které
pouziva jeho organizace. Pfijeti integrovaného procesniho
pristupu a metodiky PDCA umoznuje poskytovateli sluzeb sladit
nebo piné integrovat vice norem pro systémy managementu.
Napriklad SMS |ze integrovat se systémem managementu
kvality podle ISO 9001 nebo se systémem fizeni bezpecnosti
informaci podle ISO/IEC 27001.

ISO/IEC 20000 je zdmérné nezavislé na konkrétnich
doporucenich. Poskytovatel sluzeb mdze pouzivat kombinaci
obecné uznavanych doporuceni a vlastnich zkusenosti.

Uzivatelé mezinarodni normy jsou odpovédni za jeji
spravné pouziti. Mezindrodni normy nemad za cil zahrnout
zdkonné a regulatorni pozadavky a smluvni zavazky
poskytovatele sluzeb. Shoda s mezindrodni normou sama
0 sobé nezprostuje poskytovatele sluzeb povinnosti plnéni
zédkonnych a regulatornich pozadavka.

Pro Ucely vyzkumu v oblasti norem managementu sluzeb
vyzivdme uzivatele, aby sdileli své nazory na ISO/IEC 20000-1
i své priority pro zmény zbyvajicich norem fady ISO/IEC 20000.
Pro Gcast v on-line prlizkumu kliknéte na odkaz nize.

Online prizkum ISO/IEC 20000-1

1 Predmét normy
1.1 Obecné

Tato ¢ast ISO/IEC 20000 je normou systému mana-
gementu sluzeb (SMS). Stanovuje pozadavky na posky-
tovatele sluzeb, které zahrnuji planovani, ustanoveni,
zavedeni, provozovani, monitorovani, pfezkoumani,
udrzovani a zlepSovani SMS. Pozadavky zahrnuji ndvrh,
prechod, dodavku a zlepSovani sluzeb, které naplni
pozadavky na sluzby.

Tato ¢ast ISO/IEC 20000 mUize byt pouzita:

1. organizaci vyhledavajici sluzby poskytovatell sluzeb

a vyzaduijici ujisténi, Ze jeji pozadavky na sluzby budou
naplnény;

3. organizaci, kterd pozaduje konzistentni pristup vSech svych
poskytovatelll sluzeb, v¢etné zapojenych do dodavatelského
retézce;

4. poskytovatelem sluzeb, ktery hodla prokazat svoji zplsobilost
navrhu, prechodu, dodavky a zlepSovani sluzeb, které naplfuji
pozadavky na sluzby;

5. poskytovatelem sluzeb pro monitorovani, méreni

a prezkoumani svych procesti managementu sluzeb a sluzeb
samotnych;

Figure 1 illustrates how the PDCA methodology can be
applied to the SMS, including the service management
processes specified in Clauses 5 to 9, and the services.
Each element of the PDCA methodology is a vital part of
a successful implementation of an SMS. The improvement
process used in this part of ISO/IEC 20000 is based on the
PDCA methodology.

I

Figure 1 - PDCA methodology applied
to service management

This part of ISO/IEC 20000 enables a service provider to
integrate its SMS with other management systems in the
service provider,s organization. The adoption of an
integrated process approach and the PDCA methodology
enables the service provider to align or fully 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.

ISO/IEC 20000 is intentionally independent of specific
guidance. The service provider can use a combination of
generally accepted guidance and its own experience.

Users of an International Standard are responsible for its
correct application. An International Standard does not
purport to include all necessary statutory and regulatory
requirements and contractual obligations of the service
provider. Conformity to an International Standard does not
of itself confer immunity from statutory and regulatory
requirements.

For the purposes of research on service management
standards, users are encouraged to share their views on
ISO/IEC 200001 and their priorities for changes to the rest
of the ISO/IEC 20000 series. Click on the link below to take
part in the online survey.

ISO/IEC 20000-1 online survey

1 Scope
1.1 General

This part of ISO/IEC 20000 is a service management
system (SMS) standard. It specifies requirements for the
service provider to plan, establish, implement, operate,
monitor, review, maintain and improve an SMS. The
requirements include the design, transition, delivery and
improvement of services to fulfil service requirements.

This part of ISO/IEC 20000 can be used by:

1. an organization seeking services from service providers and
requiring assurance that their service requirements will be
fulfilled;

3. an organization that requires a consistent approach by all its
service providers, including those in a supply chain;

4. a service provider that intends to demonstrate its capability
for the design, transition, delivery and improvement of services
that fulfil service requirements;

5. a service provider to monitor, measure and review its service
management processes and services;



6. poskytovatelem sluzeb pro zlepSeni navrhu, prechodu

a dodavky sluzeb pomoci efektivniho zavedeni a provozovani
SMS;

7. hodnotitelem nebo auditorem jako kritérium pro
hodnoceni shody SMS poskytovatele sluzeb s poZza-davky
uvedenymi v této ¢asti ISO/IEC 20000.

Obrézek 2 zndzornuje SMS vcetné procesti mana-gementu
sluzeb. Procesy managementu sluzeb a vztahy mezi nimi
mohou byt riznymi poskytovateli sluzeb zavedeny rliznym
zplsobem. Povaha vztah mezi poskytovatelem sluzeb

a zadkaznikem ovlivni zplsob, jakym jsou procesy
managementu sluzeb zavedeny.

6. a service provider to improve the design, transition and
delivery of services through effective implementation and
operation of an SMS;

7. an assessor or auditor as the criteria for a conformity
assessment of a service provider,s SMS to the
requirements in this part of ISO/IEC 20000.

Figure 2 illustrates an SMS, including the service
management processes. The service management
processes and the relationships between the processes
can be implemented in different ways by different service
providers. The nature of the relationship between a service
provider and the customer will influence how the service
management processes are implemented.

Konec nahledu - text déle pokracuje v placené verzi CSN.



