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Predhovor

ISO (Medzinarodna organizacia pre normaliza-
ciu) a IEC (Medzinarodna elektrotechnicka ko-
misia) vytvaraju Specializovany systém celosve-
tovej normalizacie. Narodné organy, ktoré su
Clenmi ISO alebo IEC, sa zuc€astnuju na tvorbe
medzindrodnych noriem prostrednictvom tech-
nickych komisii ustanovenych tymito organiza-
ciami pre jednotlivé oblasti technickej €innosti.
Technické komisie ISO alEC spolupracuiju
v oblastiach spolo¢ného zaujmu. SISO alEC
spolupracuju aj iné medzinarodné vladne a mi-
movladne organizacie. V oblasti informaénych
technologii ISO a IEC zalozili spolo¢nd tech-
nicku komisiu ISO/IEC JTC 1.

Medzinarodné normy sa navrhuju podla pravi-
diel uvedenych v smerniciach ISO/IEC, Cast’ 2.

Hlavnou ulohou spolo¢nej technickej komisie je
priprava medzindrodnych noriem. Navrhy me-
dzinarodnych noriem prijaté spolo¢nou technic-
kou komisiou sa rozosielaju narodnym ¢lenom
na hlasovanie. Vydanie medzinarodnej normy si
vyZaduje suhlas najmenej 75 % hlasujucich na-
rodnych ¢lenov.

Upozorfiuje sa na moznost, ze niektoré cCasti
tohto dokumentu mézu byt predmetom patento-
vych prav. ISO a IEC nezodpovedaju za identi-
fikaciu ktoréhokolvek ani vSetkych takychto
patentovych prav.

Normu ISO/IEC 20000-1 pripravila spolo€na
technicka komisia ISO/IEC JTC 1 Informacné
technoldgie, subkomisia SC 7 Softvérové a sys-
témové inZinierstvo. Toto druhé vydanie rusi
a nahradza prvé vydanie (ISO/IEC 20000-1:
2005), ktoré sa technicky revidovalo. Hlavné
rozdiely su najméa:

— vacSia zhoda s 1ISO 9001,
vacsia zhoda s ISO/IEC 27001,

— zmena terminolégie v zmysle medzinarod-
ného pouzivania,

— pridanie mnohych dalSich definicii, aktualiza-
cii niektorych definicii a odstrdnenie dvoch
definicii,

— zavedenie pojmu ,systém manazérstva slu-
Zieb® (SMS),

— zluCenie kapitol 3 a4 normy ISO/IEC
20000-1: 2005 a umiestnenie vSetkych po-
ziadaviek na systém manazérstva do
jednej kapitoly,

— objasnenie poziadaviek na kontrolu nad pro-
cesmi prevadzkovanymi tretimi stranami,

— objasnenie poziadaviek na definiciu rozsa-
hu SMS,

STN ISO/IEC 20000-1: 2014

Foreword

ISO (the International Organization for Standardiza-
tion) and IEC (the International Electrotechnical
Commission) form the specialized system for world-
wide standardization. National bodies that are mem-
bers 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. 1ISO and IEC
technical committees collaborate in fields of mutual in-
terest. Other international organizations, govern-
mental and non-governmental, in liaison with ISO and
IEC, also take part in the work. In the field of informa-
tion 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 Internatio-
nal Standards adopted by the joint technical
committee are circulated to national bodies for vo-
ting. Publication as an International Standard re-
quires 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 pa-
tent rights. ISO and IEC shall not be held responsible
for identifying any or all such patent rights.

ISO/IEC 20000-1 was prepared by Joint Technical
Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 7, Software and systems enginee-
ring. This second edition cancels and replaces the
first edition (ISO/IEC 20000-1:2005), which has been
technically revised. The main differences are as fol-
lows:

— closer alignment to 1ISO 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 20000-
1:2005 to put all management system require-
ments into one clause;

— clarification of the requirements for the gover-
nance of processes operated by other parties;

— clarification of the requirements for defining the
scope of the SMS;
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— objasnenie toho, Zze metodoldgia PDCA sa
aplikuje na SMS vratane procesov manaz-
mentu sluzieb a sluzieb,

— zavedenie novych poZiadaviek na névrh
a prechod novych a zmenenych sluzieb.

ISO/IEC 20000 pozostava z nasledujucich €asti
pod v8eobecnym nazvom Informac¢né technold-
gie — ManaZérstvo sluZieb:

— Cast 1: PoZiadavky na systém manaZér-
stva sluZieb

— Cast 2: Ndvod na aplikovanie systému ma-
nazérstva sluzieb "

— Cast 3: Ndvod na definovanie predmetu
a aplikovatelnost ISO/IEC 20000-1 (tech-
nicka sprava)

— Cast’ 4: Referenény model procesu (tech-
nicka sprava)

— Cast 5: Priklad planu implementécie
ISO/IEC 20000-1 (technicka sprava)

Model posudenia procesu pre manazérstvo slu-
zieb bude predmetom buducej ¢asti 8.

" Bude vydana. (Technicka revizia ISO/IEC 20000-2: 2005.)

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 require-
ments

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

Part 3: Guidance on scope definition and appli-
cability of ISO/IEC 20000-1 [Technical Report]

Part 4: Process reference model [Technical Re-
port]

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

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

1)

To be published. (Technical revision of ISO/IEC 20000-2:2005.)



Uvod

Poziadavky tejto €asti ISO/IEC 20000 sa tykaju
navrhu, prechodu, dodavania a zlepSovania slu-
Zieb, ktoré spifaju poziadavky na sluzbu
a poskytuju hodnotu ako pre zakaznika tak aj pre
poskytovatela sluzieb.

Tato ¢ast ISO/IEC 20000 vyzaduje celkovy pro-
cesny pristup, na zaklade ktorého poskytovatel
sluzieb planuje, zriaduje, implementuje, prevadz-
kuje, monitoruje, preskimava, udrziava a zlep-
Suje systém manazérstva sluzieb (SMS).

Koordinovana integracia aimplementacia SMS
poskytuje stalu kontrolu a moznost trvalého zlep-
Sovania, zvySovania efektivnosti a ucinnosti. Pre-
vadzkovanie procesov tak ako je Specifikované
v tejto Casti ISO/IEC 20000 vyzaduje dobru or-
ganizéciu a koordinaciu personalu. Na zabez-
peCenie efektivnosti a ucinnosti procesov sa
odporuca pouzitie vhodnych néstrojov.

NajefektivnejSi poskytovatelia sluzieb zvazuju
vplyv na SMS v ramci vSetkych etap Zzivotného
cyklu sluzby od stratégie, cez navrh, prechod
a prevadzku vratane trvalého zlepSovania.

Téato ¢ast ISO/IEC 20000 vyzaduje pouzitie me-
todolégie znadmej ako PDCA: planuj — urob —
kontroluj — konaj pre vSetky oblasti sluzieb a sys-
tému manazérstva sluzieb. Metodolégiu PDCA,
tak ako sa aplikuje v tejto ¢asti ISO/IEC 20000, je
mozno stru¢ne popisat takto:

Planuj: zriadenie, zdokumentovanie a schvélenie
SMS. SMS obsahuje zamery, ciele, plany a pro-
cesy pre splnenie poziadaviek na sluzby.

Urob: implementacia a prevadzka SMS pre ob-
lasti — navrh, prechod, dodavanie a zlepSovanie
sluzieb.

Overuj: monitorovanie, meranie a preskumavanie
SMS a sluzieb vzhladom na z&mery, ciele, plany
a poziadavky na sluzbu a reportovanie vysled-
kov.

Konaj: vykondvanie aktivit na trvalé zlepSovanie
SMS a sluzieb.

NajdblezitejSie oblasti integrovaného procesného
pristupu a metodolégie PDCA v ramci vyuzivania
SMS su:

a) pochopenie a splnenie poziadaviek na sluzbu
s cielom dosiahnut spokojnost zdkaznika

b) stanovenie pravidiel a cielov pre manazér-
stvo sluzieb

c) navrh a poskytovanie sluzieb na zaklade
SMS, ktoré su prinosom pre zakaznika

d) monitorovanie, meranie a preskimavanie
vykonnosti SMS a sluzieb

STN ISO/IEC 20000-1: 2014

Introduction

The requirements in this part of ISO/IEC 20000 in-
clude the design, transition, delivery and impro-
vement 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, re-
views, maintains and improves a service manage-
ment 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 to-
ols 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 require-
ments.

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, objecti-
ves, plans and service requirements and reporting
the results.

Act: taking actions to continually improve perfor-
mance 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:

a) understanding and fulfiling the service requi-
rements to achieve customer satisfaction;

b) establishing the policy and objectives for servi-
ce management;

¢) designing and delivering services based on the
SMS that add value for the customer;

d) monitoring, measuring and reviewing perfor-
mance of the SMS and the services;
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e) trvalé zlepSovanie SMS a sluzieb zalozené
na objektivnom merani.

Obrazok 1 znazornuje, ako mbéze byt metodolé-
gia PDCA pouzitd na SMS, vratane procesov
manazérstva sluzieb Specifikovanych v kapito-
lach 5 az 9 ako aj na sluzby. Kazdy krok meto-
dologie PDCA je dblezitou sucastou UspesSnej
implementacie SMS. Proces zlepSovania pouzity
v tejto Casti ISO/IEC 20000 je zaloZzeny na meto-
dolégii PDCA.

Planuj

Systém
manazérstva
sluzieb

Procesy
manaZmentu

sluzieb Konaj

Urob

Obrazok 1 — Aplikovanie metodolégie PDCA
na manazeérstvo sluzieb

Této Cast ISO/IEC 20000 umoziiuje poskytovate-
lovi sluzieb spojit SMS s ostatnymi systémami
manazérstva v jeho organizacii. Osvojenie integ-
rovaného procesného pristupu a metodologie

PDCA umoznuje poskytovatelovi sluzieb zladit

alebo plne spoijit' viac noriem systémov riadenia.
Napriklad SMS moéze byt spojeny so systémom
manazeérstva kvality zalozenom na ISO 9001 ale-
bo so systtmom manazérstva informacnej bez-
pecnosti zalozenom na ISO/IEC 27001.

ISO/IEC 20000 je zdmerne nezavisla od Speci-
fickych odportc€ani inych noriem. Poskytovatel
sluzieb méze pouzivat kombinaciu vSeobecne
akceptovanych odporucani a svojich vlastnych
skusenosti.

e) continually improving the SMS and the servi-
ces based on objective measurements.

Figure 1 illustrates how the PDCA methodology can
be applied to the SMS, including the service mana-
gement processes specified in Clauses 5 to 9, and
the services. Each element of the PDCA methodo-
logy 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 methodo-

logy.

Plan
Service
Management
System

Servnce
Management
Processes

Do ACt

1l

Services ’
Check
Figure 1 — PDCA methodology applied
to service management

This part of ISO/IEC 20000 enables a service pro-
vider 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 spe-
cific guidance. The service provider can use
a combination of generally accepted guidance and
its own experience.



Pouzivatelia medzindrodnej normy su zodpoved-
ni za jej spravne pouzitie. Medzinarodna norma
nemusi obsiahnut vSetky nevyhnutné zakonné
aregulatné poziadavky azmluvné povinnosti
poskytovatela sluzieb. Zhoda s medzinarodnou
normou sama o sebe neopravnuje nedodrziavat
zakonné a regulacné poziadavky.

Na ucely vyskumu noriem manaZzérstva sluzieb, vy-
zyvame pouzivatelov, aby sa podelili o svoje nazo-
ry ohfadom ISO/IEC 20000-1 a o svoje priority na
zmeny zvySnych Casti ISO/IEC 20000. Na priesku-
me sa mOzete zucastnit prostrednictvom odkazu.

ISO/IEC 20000-1 online survey

1 Predmet normy
1.1

Tato ¢ast’ ISO/IEC 20000 je normou systému ma-
nazérstva sluzieb (SMS). Definuje poziadavky pre
poskytovatela sluzieb na planovanie, zriadovanie,
implementaciu, prevadzku, monitorovanie, posu-
dzovanie a vylepSovanie SMS. Poziadavky zahf-
naju navrh, prechod, dodavku a zlepSovanie slu-
Zieb na splnenie poziadaviek na sluzby. Tuto cast
normy ISO/IEC 20000 mbze pouzivat:

Vseobecne

a) organizacia hladajuca sluzby dodavané po-
skytovatelmi sluzieb a pozadujuca zaruky,
Ze jej poziadavky na sluzby budu spinené;

b) organizacia, ktora pozaduje konzistentny
pristup od vSetkych poskytovatelov sluzieb,
vratane dodavatelov;

c) poskytovatel sluzieb, ktory chce preukazat
svoje schopnosti v navrhu, prechode, do-
davke a zlepSovani sluzieb spifajicich
poziadavky na sluzby;

d) poskytovatel sluzieb na monitorovanie, me-
ranie a posudzovanie svojich sluzieb a pro-
cesov riadenia sluzieb;

e) poskytovatel sluzieb na zlepSovanie navrhu,
prechodu a dodavky sluzieb vdaka efektivnej
implementacii a prevadzke SMS;

f) hodnotitel alebo auditor, ako subor kritérii
na uréenie suladu SMS poskytovatela slu-
Zieb s touto ¢astou ISO/IEC 20000.

Obrazok 2 znazoriuje SMS vratane procesov ma-
nazérstva sluzieb. ROzni poskytovatelia sluZieb
mozu procesy manazérstva sluzieb a vztahy medzi
procesmi implementovat ré6znym spésobom. Typ
vztahu medzi poskytovatelom sluzieb a zakazni-
kom ovplyviiuje spOsob implementacie procesov
riadenia sluzieb.
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Users of an International Standard are responsib-
le for its correct application. An International
Standard does not purport to include all necessa-
ry 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 regu-
latory requirements.

For the purposes of research on service management
standards, users are encouraged to share their views
on ISO/IEC 20000-1 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

This part of ISO/IEC 20000 is a service manage-
ment system (SMS) standard. It specifies re-
quirements for the service provider to plan,
establish, implement, operate, monitor, review, ma-
intain and improve an SMS. The requirements
include the design, transition, delivery and impro-
vement of services to fulfil service requirements.
This part of ISO/IEC 20000 can be used by:

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

General

b) an organization that requires a consistent ap-
proach by all its service providers, including
those in a supply chain;

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

d) a service provider to monitor, measure and re-
view its service management processes and
services;

e) a service provider to improve the design, trans-
ition and delivery of services through effective
implementation and operation of an SMS;

f) an assessor or auditor as the criteria for a con-
formity 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 pro-
cesses can be implemented in different ways by
different service providers. The nature of the rela-
tionship between a service provider and the
customer will influence how the service manage-
ment processes are implemented.
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Zakaznici (a Systém manaZérstva sluZieb (SMS) Zakaznici (a
iné relevantné Zodpovednost Managment iné relevantné
strany) manaZmentu Kontrola nad procesmi  9okumenticie strany)
. . prevddzicovanych
Zriadenie SMS tretimi stranami M:z::;::nt

PoZiadavky Dizajn a prechod novych, alebo zmenenych sluZieb Sluzby
na sluzby

Procesy dodavania sluZieb

Procesy
rieenia

ManaZment kapacity ManaZi t ManaZment informaénej
sluZieb bezpeénosti

ManaZment kontinuitya Reporting siuZieb Rozpodtovanie a

dostupnosti sluZie| dé&tovanie sluzieb

Procesy riadenia

Konfiguraény manaZment
ManaZment zmien
Manazment vydani a
nasadzovania
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vztahov

o sluzby
ManaZment problémov

Manaimentincidentov a Ziadosti

ManaZment vztahovse
zdkaznikmi
ManaZment doddvatefov

Obrazok 2 — Systém manazeérstva sluzieb

Service Management System (SMS)

Customers Customers
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inter ested operated by other parties inter ested
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Requirements :> Design and transition of new or changed services :> Services
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Incident and service request
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Figure 2 — Service management system

1.2 Platnost’

V8etky poziadavky tejto Casti ISO/IEC 20000 su
vSeobecné a su pouzitelné pre vSetkych poskyto-
vatelov sluzieb bez rozdielu typu, velkosti
a povahy poskytovanych sluzieb. Ak poskytovatel
sluzieb vyhlasuje sulad stouto Castou ISO/IEC
20000, nezavisle od typu organizacie poskytovate-
la sluzieb, nie je pripustné vyligenie Ziadnych
poziadaviek uvedenych v kapitolach 4 az 9.

Sulad s poziadavkami uvedenymi v kapitole 4
méze poskytovatel sluzieb preukazat len dob-
kazmi o splneni v3etkych poziadaviek v kapitole
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1.2 Application

All requirements in this part of ISO/IEC 20000 are
generic and are intended to be applicable to all
service providers, regardless of type, size and the
nature of the services delivered. Exclusion of any
of the requirements in Clauses 4 to 9 is not accep-
table when a service provider claims conformity to
this part of ISO/IEC 20000, irrespective of the na-
ture of the service provider's organization.

Conformity to the requirements in Clause 4 can
only be demonstrated by a service provider sho-
wing evidence of fulfilling all of the requirements in



4. Poskytovatel sluzieb nembze preukazat spl-
nenie poziadaviek uvedenych v kapitole 4 dé-
kazom o kontrole nad procesmi, ktoré pre-
vadzkuje ind strana.

Sulad s poziadavkami v kapitolach 5 az 9 moze
poskytovatel sluzieb preukazat dékazmi o spl-
neni vSetkych poziadaviek. Alternativne moze
poskytovatel sluzieb preukazat sulad prostred-
nictvom vlastnych dbkazov o splneni vacsiny
poziadaviek a dékazmi o kontrole nad procesmi,
ktoré prevadzkuje ina strana, alebo Casti proce-
sov, ktoré poskytovatel sluzieb priamo nepre-
vadzkuje.

Predmetom tejto Casti ISO/IEC 20000 nie je
Specifikacia produktu, alebo nastroja. Organiza-
cie vSak mOzu vyuzit' tuto ¢ast ISO/IEC 20000
ako pomécku pri vyvoji produktov, alebo nastro-
jov, ktoré podporuju prevadzku SMS.

POZNAMKA. — ISO/IEC TR 20000-3 poskytuje navod
na definiciu rozsahu a uplatnenie tejto Casti ISO/IEC
20000. Zarover obsahuje dalSie vysvetlenia o kontrole
nad procesmi prevadzkovanymi inymi stranami.
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Clause 4. A service provider cannot rely on evi-
dence of the governance of processes operated
by other parties for the requirements in Clause 4.

Conformity to the requirements in Clauses 5 to 9
can be demonstrated by the service provider sho-
wing evidence of fulfilling all requirements.
Alternatively, the service provider can show evi-
dence of fulfilling the majority of the requirements
themselves and evidence of the governance of
processes operated by other parties for those pro-
cesses, or parts of processes, that the service
provider does not operate directly.

The scope of this part of ISO/IEC 20000 excludes
the specification for a product or tool. However,
organizations can use this part of ISO/IEC 20000
to help them develop products or tools that sup-
port the operation of an SMS.

NOTE ISO/IEC TR 20000-3 provides guidance on scope
definition and applicability of this part of ISO/IEC 20000.
This includes further explanation about the governance of
processes operated by other parties.

koniecnahladu - text dalej pokracuje vplatenejverzii STN

3 Bude vydana.
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