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Predmluva

ISO (Mezindrodni organizace pro normalizaci) a IEC
(Mezindrodni elektrotechnicka komise) tvofi speciali-
zovany systém celosvétové normalizace. Narodni organy,
které jsou Cleny 1SO nebo IEC, se podileji na vypracovani
mezinarodnich norem prostrednictvim technickych komisi
ustavenych pfislusnymi organiza-

cemi pro jednotlivé obory technické ¢innosti. Technické
komise ISO a IEC spolupracuji v oborech spole¢ného
zajmu. Prace se zUcCastnuji také dalsi vladni a nevladni
mezinarodni organizace, s nimiz ISO a IEC navazaly
pracovni styk. V oblasti informacni technologie zfidily ISO
a IEC spolec¢nou technickou komisi ISO/IEC JTC 1.

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

Hlavnim Ukolem spolecné technické komise je vypracovani
mezinarodnich norem. Navrhy mezi-

narodnich norem pfijaté spolecnou technickou komisi jsou
rozesilany narodnim ¢lenlim 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
a IEC nelze Cinit odpovédnymi za identifikaci jakéhokoliv
nebo vSech patentovych prav.

ISO/IEC 200003:2012 vypracovala spole¢na tech-
nickd komise ISO/IEC JTC 1 Informacni technologie,
subkomise SC 7 Softwarové a systémové inzenyrstvi.
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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 20000-3:2012 was prepared by Joint Technical
Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 7, Software and systems engineering.



Prvni verze ISO/IEC 20000-3 zrusuje a nahrazuje prvni
vydani ISO/IEC TR 20000-3:2009, které bylo tech-
nicky revidovano v souladu s ISO/IEC 20000-1:2011.

ISO/IEC 20000 se sklada z nasledujicich ¢asti s obecnym
nadzvem Informacni technologie - Mana-
gement sluzeb:

« Cést 1: Pozadavky na systém managementu sluZeb

o Cést 2: Pokyny pro pouZiti systémt managementu sluzeb
« Cést 3: Pokyny pro vymezeni rozsahu a pouZzitel-

nosti ISO/IEC 20000-1

« Cést 4: Referenéni model proces(i [Technicka zpraval

« Cést 5: Priklad planu zavedeni pro ISO/IEC 20000-1
[Technicka zprava)]

Cést 7: Pokyny pro pouZiti ISO/IEC 20000-1 v cloudu’

+ C4st 10: Koncept a terminologie [Technicka zprava]?- ™
« C4st 11: Pokyny pro vztah mezi

ISO/IEC 20000-1:2012 a souvisejicimi ramci: ITIL®)
[Technicka zprava]?

Uvod

ISO/IEC 20000-1 stanovuje pozadavky na systém
managementu sluzeb (SMS). Provozovani procest

v urcitém systému nebo prostredi sluzeb vede
pozadavk@m na specifické dovednosti, nastroji

a informace, prestoze se vlastnosti procesu nezméni.
V ISO/IEC 20000-1 neexistuji zadné pozadavky, jez by
souvisely s organizacni strukturou, velikosti a typem
organizace. Pozadavky ISO/IEC 20000-1 se neméni

s organizacni strukturou, technologiemi nebo sluzbami.

Procesy managementu sluzeb mohou presahovat mnoho
organizacnich, pravnich a narodnich hranic, stejné jako
rliznych ¢asovych pasem. Pri dodavce sluZzeb mohou
poskytovatelé sluzeb spoléhat na slozity dodavatelsky
fetézec. Poskytovatelé sluzeb mohou také poskytovat fadu
sluzeb nékolika rdiznym typlm zékaznik, at internim ¢i
externim. SloZity dodavatelsky retézec mize z dohody

a pouzitelnosti rozsahu vytvorit komplikovanou fazi pouziti
ISO/IEC 20000-1 na strané poskytovatele sluzeb.

Tato ¢ast ISO/IEC 20000 obsahuje pfiklady, pokyny

a doporuceni. Neméla by byt citovana jako ustanoveni
pozadavkd. Zvlastni péce by méla byt vénovéana tomu, aby
bylo zajisténo, ze prohlaseni o shodé nejsou zavadéjici.

1 Pfedmét normy

This first edition of ISO/IEC 20000-3 cancels and replaces
the first edition of ISO/IEC TR 20000-3:2009, which has
been technically revised to align with ISO/IEC 20000-
1:2011.

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 20000-1

* Part 4: Process reference model [Technical Report]

* Part 5: Exemplar implementation plan for ISO/IEC 20000-
1 [Technical Report]

Part 7: Guidance on the application of ISO/IEC 20000-1 to
the cloud®

* Part 10: Concepts and terminology [Technical Report]?
* Part 11: Guidance on the relationship between

ISO/IEC 20000-1:2012 and related frameworks: ITIL®3)
[Technical Report]?

Introduction

ISO/IEC 20000-1 specifies requirements for a service
management system (SMS). Operating the processes in

a particular system or service environment will result in
specific skill, tool and information requirements, even
though the process attributes are unchanged. There are no
requirements in ISO/IEC 20000-1 that relate to
organizational structure, size and type of organization. The
requirements in ISO/IEC 20000-1 do not change with
organizational structure, technology or service.

Service management processes can cross many
organizational, legal and national boundaries as well as
different time zones. Service providers can rely on

a complex supply chain for the delivery of services.
Service providers can also provide a range of services to
several different types of customers, both internal and
external. A complex supply chain can make the agreement
and application of scope a complex stage in the service
provider,s use of ISO/IEC 20000-1.

This part of ISO/IEC 20000 takes the form of examples,
guidance and recommendations. It should not be quoted
as if it were a specification of requirements. Particular care
should be taken to ensure that declarations of conformity
are not misleading.
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