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Predhovor

ISO (Medzinarodna organizacia pre normalizaciu)
a |IEC (Medzinarodna elektrotechnickd komisia)
tvoria Specializovany systém celosvetovej norma-
lizacie. Narodné organy, ktoré su ¢lenmi ISO alebo
IEC, zuCastriuju sa na tvorbe medzinarodnych
noriem prostrednictvom technickych komisii zria-
denych tymito organizaciami pre jednotlivé oblasti
technickej €innosti. Technické komisie ISO a IEC
spolupracuju v oblastiach spolo¢ného zaujmu.
SISO a IEC spolupracuju aj iné medzinarodné
vladne alebo mimovladne organizacie. V oblasti
informacnych technolégii ISO a IEC zalozZili spo-
lo€nu technickd komisiu ISO/IEC JTC 1.

Medzinarodné normy sa navrhuju podfa pravidiel
uvedenych v smerniciach ISO/IEC, v Casti 2.

Hlavnou ulohou spolo¢nej technickej komisie je
priprava medzinarodnych noriem. Navrhy medzi-
narodnych noriem prijaté spolo¢nou technickou
komisiou sa predkladaju narodnym ¢lenom na
hlasovanie. Vydanie medzinarodnej normy si vyza-
duje suhlas najmenej 75 % z hlasujucich narod-
nych &lenov.

Upozorfiuje sa na moznost, Ze niektoré ustano-
venia tohto dokumentu moézu byt predmetom
patentovych prav. ISO a IEC nezodpovedaju za
identifikaciu ktoréhokolvek alebo vSetkych takychto
patentovych prav.

Normu ISO/IEC 20000-2 pripravila subkomisia
SC 7 Softvérové inzinierstvo, spolonej technickej
komisie ISO/IEC JTC 1, Informacné technolbgie.

Druhé vydanie ruSi a nahrddza prvé vydanie
(ISO/IEC 20000-2: 2005), ktoré bolo technicky revi-
dované. NajzavaznejSie rozdiely medzi vydaniami
su:

— blizSie prepojenie s normami ISO 9001

a ISO/IEC 27001,

— zmeny v terminoldgii z hladiska medzinarod-
ného pouZzivania;

— nové odporu€ania ohladom kontroly pro-
cesov prevadzkovanych tretimi stranami;

— viac odporu€ani pre definovanie rozsahu
SMS;

— viac odporuc¢ani pre kontinualne zlepSovanie
SMS a sluzieb;

— viac odporuc¢ani ohladom navrhu a precho-
du novych alebo zmenenych sluzieb.
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Foreword

ISO (the International Organization for Standardi-
zation) and |IEC (the International Electrotechnical
Commission) form the specialized system for world-
wide standardization. National bodies that are
members of ISO or IEC participate in the develop-
ment of International Standards through technical
committees established by the respective organiza-
tion to deal with particular fields of technical activity.
ISO and IEC technical committees collaborate in
fields of mutual interest. Other international organiza-
tions, 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 es-
tablished 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 commit-
tee 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 res-
ponsible for identifying any or all such patent rights.

ISO/IEC 20000-2 was prepared by Joint Technical
Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 7, Software and systems engi-
neering.

This second edition cancels and replaces the first
edition (ISO/IEC 20000-2: 2005), which has been
technically revised. The major differences are as
follows:

— closer alignment to 1ISO 9001 and ISO/IEC
27001;

— changes in terminology to reflect internatio-
nal usage;

— new guidance on governance of processes
operated by other parties;

— more guidance on defining the scope of the
SMS;

— more guidance on continual improvement of
the SMS and services;

— more guidance on the design and transition
of new or changed services.
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ISO/IEC 20000 pozostava z nasledujucich casti,
ktoré su pod hlavickou Informaéné technolégie —
manaZzérstvo sluZieb:

— Cast 1: PozZiadavky na systém manaZérstva
sluzieb

— Cast 2: Pokyny na pouZivanie systémov m-
anaZérstva sluZieb

— Cast 3: Névod na definovanie predmetu
a aplikovatelnost ISO/IEC 20000-1 [technic-

ka sprava]

— Cast 4: Referenény model procesu [technic-
ka sprava]

— Cast 5: Priklad plénu implementécie

ISO/IEC 20000-1 [technicka sprava]

Uvod

Tato cast ISO/IEC 20000 poskytuje poradenstvo
ohladom aplikovania systému manazérstva sluzieb
(SMS) zalozenom na ISO/IEC 20000-1. Tato Cast
ISO/IEC 20000 nepridava ziadne poziadavky
stanovené v ISO/IEC 20000-1 a nestanovuje
explicitne ako méze byt evidencia poskytnuta
odhadcovi alebo auditorovi. Z&merom tejto Casti
ISO/IEC 20000 je umoznit organizaciam a jed-
notlivcom presnejSie interpretovat poziadavky
ISO/IEC 20000-1 a tym efektivnejSie ju pouZzivat.

SMS je v ISO/IEC 20000-1 definovany ako mana-
Zérsky systém na riadenie, monitorovanie a kon-
trolu aktivit manazérstva sluzieb poskytovatela
sluzieb. SMS by mala obsahovat poziadavky na
planovanie, navrh, prechod, dodanie a zlep$o-
vanie sluzieb. Minimalne to zahffia politiku mana-
zérstva sluzieb, ciele, plany, procesy, rozhrania
procesov, dokumentaciu a zdroje. SMS ako za-
streSujuci manazérsky systém zahffla vSetky
procesy manazérstva sluzieb ako sucast SMS.

Koordinovana integracia a nasadenie SMS po-
skytuje neustalu kontrolu, vySSiu efektivnost, ugin-
nost a moznosti trvalého zlepSovania. Umozriuje
v ramci zdielanej vizie zvySovat efektivitu prace.
Prevadzka procesov S$pecifikovanych v kapi-
tolach 5 az 9 vyZaduje aby zamestnanci boli dobre
organizovani a koordinovani. Na zabezpecenie
efektivnosti a uCinnosti procesov manazérstva
sluzieb je vhodné pouzivat adekvatne nastroje.
NajuspesnejSie organizacie zvazuju vplyv SMS cez
vSetky etapy zivotného cyklu sluzby od planovania
a navrhu po prechod a prevadzku, vratane trvalého
ZlepSovania.

Tato cast ISO/IEC 20000 poskytuje organizaciam
priklady a odporuc€ania, ktoré umoZznia interpre-
tovat a aplikovat ISO/IEC 20000-1, vratane od-
kazov na ostatné €asti ISO/IEC 20000 a iné adek-
vatne normy.

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 ser-
vice management systems

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

— Part 4: Process reference model [Technical
Report]

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

Introduction

This part of ISO/IEC 20000 provides guidance on
the application of service management systems
(SMS) based on ISO/IEC 20000-1. This part of
ISO/IEC 20000 does not add any requirements to
those stated in ISO/IEC 20000-1 and does not
state explicitly how evidence can be provided to an
assessor or auditor. The intent of this part of
ISO/IEC 20000 is to enable organizations and
individuals to interpret ISO/IEC 20000-1 more
accurately, and therefore use it more effectively.

An SMS is defined in ISO/IEC 20000-1 as a mana-
gement system to direct, monitor and control the
service management activities of the service provi-
der. The SMS should include what is required for
the planning, design, transition, delivery and impro-
vement of services. At a minimum this includes
service management policies, objectives, plans, pro-
cesses, process interfaces, documentation and re-
sources. The SMS encompasses all the processes
as an over-arching management system, with the
service management processes as part of the SMS.

Coordinated integration and implementation of an
SMS provides ongoing control, greater effecti-
veness, efficiency and opportunities for continual
improvement. It enables an organization to work
effectively with a shared vision. The operation of
processes as specified in Clauses 5 to 9 requires
personnel to be well organized and coordinated.
Appropriate tools may be used to enable the service
management processes to be effective and efficient.
The most effectual organizations consider the
impact of the SMS through all stages of the service
lifecycle, from planning and design to transition and
operation, including continual improvement.

This part of ISO/IEC 20000 provides examples and
suggestions to enable organizations to interpret
and apply ISO/IEC 20000-1, including references
to other parts of ISO/IEC 20000 and other relevant
standards.



Pouzivatelia medzinarodnych noriem su zodpo-
vedny za ich spravne aplikovanie. Pre organizacie
a jednotlivcov pouzivajucich ISO/IEC 20000 je
délezité porozumiet’ nizSie uvedenym bodom:

— ISO/IEC 20000-1 neobsahuje vSetky potreb-
né pravne poziadavky alebo poziadavky vy-
plyvajuce z nariadeni a zmluvné povinnosti
poskytovatela sluzieb. Zhoda sISO/IEC
20000-1 sama o sebe neopraviuje nedo-
drziavat’ zakonné a regula¢né poziadavky.

— ISO/IEC 20000-1 je pouzitelna pre internych
a externych, velkych aj malych, komercnych
aj nekomercnych poskytovatelov sluzieb.

— ISO/IEC 20000-1 podporuje osvojenie pri-
stupu integrovanych procesov na planovanie,
zriadenie, implementaciu, prevadzku, monito-
rovanie, meranie, preskumavanie, udrzbu
a zlepSovanie SMS pre navrh, prechod, zlep-
Sovanie a dodavanie sluzieb, ktoré plnia
poziadavky na sluzbu

ISO/IEC 20000 podporuje aplikovanie metodologie
znamej ako Planuj — Urob — Overuj — Konagj
(PDCA) na sluzby a SMS. Metodolégia PDCA
zobrazka 1, je struCne vysvetlend nasledovne:

Planuj: zriadenie, zdokumentovanie a schvalenie
SMS vratane politik, ciefov, planov a procesov
potrebnych pre navrh a dodanie sluzieb v sulade
s potrebami podnikania, poZiadavkami zakaznika
a politikou poskytovatela sluzieb.

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

Overuj: monitorovanie, meranie a preskimavanie
SMS a sluzieb vzhladom na plany, politiku, ciele
a poziadavky na sluzbu a podavanie hlaseni o vy-
sledkoch.

Konaj: vykonavanie aktivit na trvalé zlepSovanie
vykonavania SMS. To zahffia procesy manazér-
stva sluZieb a sluzby.

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

a) pochopenie a splnenie poziadaviek na sluzbu
s cielom dosiahnut’ spokojnost zakaznika;

b) stanovenie politiky a cielov pre manazérstvo
sluzieb;

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

d) monitorovanie, meranie a preskimavanie
vykonnosti SMS a sluzieb;

e) trvalé zlepSovanie SMS a sluzieb zalozené
na objektivnom merani.

STN ISO/IEC 20000-2: 2017

Users of International Standards are responsible
for their correct application. It is important for
organizations and individuals using ISO/IEC 20000
to understand the points listed below.

— ISO/IEC 20000-1 does not purport to include
all necessary statutory and regulatory
requirements, or all contractual obligations of
the service provider. Conformity to ISO/IEC
20000-1 does not of itself confer immunity
from statutory obligations.

— ISO/IEC 20000-1 is applicable to internal and
external, large and small, and commercial
and non-commercial service providers.

— ISO/IEC 20000-1 promotes the adoption of
an integrated process approach when plan-
ning, establishing, implementing, operating,
monitoring, measuring, reviewing, maintai-
ning and improving an SMS for the design,
transition, improvement and delivery of ser-
vices that fulfil service requirements.

ISO/IEC 20000 promotes the application of the me-
thodology known as “Plan — Do — Check -- Act’
(PDCA) to the SMS and the services. The PDCA
methodology, shown in Figure 1, can be briefly
described as follows:

Plan: establishing, documenting and agreeing the
SMS including the policies, objectives, plans and
processes necessary to design and deliver servi-
ces in accordance with business needs, customer
requirements and the service provider's policies.

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 plans, policies,
objectives and requirements and reporting the
results.

Act: taking actions to continually improve perfor-
mance of the SMS. This includes the service
management processes 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 fulfilling the service re-
quirements to achieve customer satisfaction;

b) establishing the policy and objectives for
service 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;

e) continually improving the SMS and the ser-
vices based on objective measurements.
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Ak su pritomné iné manazérske systémy, imple-
mentacia SMS spolu s osvojenim procesného
pristupu a metodolégie PDCA umozfiuje posky-
tovatelovi sluzieb zladit alebo plne spojit viac
manazérskych systémov organizacie. Napriklad je
mozné spojit ISO/IEC 20000 so systémom mana-
Zérstva kvality zalozenom na ISO 9001 a/alebo so
systémom manazérstva informacnej bezpecnosti
zalozenom na ISO/IEC 27001. Pristup integrova-
ného manazérskeho systému zvySuje ucinnost,
vytvara jasnu zodpovednost a sledovatelnost a vy-
lepSuje planovanie, komunikaciu a kontrolu v spo-

lo€nosti.
Pldnuj
{  Systém 3
Manazérstva
SluzZieb

Procesy
Manazérstva
Sluzieb

T

Sluzby

Urob Konaj

Overu;j

Obrazok 1 — Aplikovanie metodolégie PDCA
na manazérstvo sluzieb

Ako je stanovené v norme ISO/IEC 20000-1:
»,Normu ISO/IEC 20000 mbze pouzivat:
a) organizacia hladajiuca sluzby dodavané po-
Sskytovatelmi sluZieb a poZadujluca zaruky,
Ze jej poZiadavky na sluzby budu splnené;
b) organizéacia, 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 splfiajucich po-
ZiadavKy 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 efek-
tivnej implementécii a prevadzke SMS;

f) hodnotitel alebo auditor, ako subor Kkritérii
na urcenie sutladu SMS poskytovatela slu-
Zieb s touto ¢astou ISO/IEC 20000.*

Tato ¢ast normy ISO/IEC 20000 mébze pouzivat
organizacia, ktora hlfada vysvetlenie, ako zlepSovat
manazérstvo sluzieb, &i uz sa zaujima alebo neza-
ujima o certifikaciu.

Where other management systems are present,
the implementation of an SMS, with the adoption of
a process approach and the PDCA methodology,
enables the service provider to align or fully
integrate the organization’s management systems.
For example, it is possible to integrate ISO/IEC
20000 with a quality management system based
upon ISO 9001 and/or an information security
management system based upon ISO/IEC 27001.
An integrated management system approach in-
creases efficiency, establishes clear accountability
and traceability and enhances organizational plan-
ning, communication and control.

Plan

( Service \

Management
System

Service
Management
Do \ \_Processes j

Services
—_—
Chec

Figure 1 — PDCA methodology applied
to service management

As stated in ISO/IEC 20000-1:
“ISO/IEC 20000 can be used by:

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

b) an organization that requires a consistent
approach by all their service providers,
including those in a supply chain;

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

d) a service provider to monitor, measure and
review its service management processes
and services;

e) a service provider to improve the design, transi-
tion, delivery and improvement of services
through the effective implementation and ope-
ration of the SMS;

f) an assessor as the criteria for a conformity
assessment of a service provider’s SMS to the
requirements in this part of ISO/IEC 20000.”

This part of ISO/IEC 20000 can be used by an or-
ganization looking for guidance on how to improve
service management, whether or not it is interested
in seeking certification.

Act
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1 Predmet normy 1 Scope

1.1 VsSeobecne 1.1 General

Tato ¢ast normy ISO/IEC 20000 poskytuje navod  This part of ISO/IEC 20000 provides guidance on
na pouzivanie SMS zalozenym na norme ISO/IEC  the application of an SMS based on ISO/IEC
20000-1. Tato ¢ast normy ISO/IEC 20000 posky- 20000-1. This part of ISO/IEC 20000 provides
tuje priklady a navrhy pre interpretaciu a po- examples and suggestions to enable organizations
uzivanie normy ISO/IEC 20000-1 vratane referen-  to interpret and apply ISO/IEC 20000-1, including
cii na iné casti normy ISO/IEC 20000 a dalSie references to other parts of ISO/IEC 20000 and
relevantné normy. Tato cast normy ISO/IEC other relevant standards. This part of ISO/IEC
20000 je nezavisla od Specifickych metodik, 20000 is independent of specific best practice
ktorych odporicané postupy mdze poskytovatel frameworks and the service provider can apply
sluzieb pouzivat v kombinacii so vSeobecne acombination of generally accepted guidance and

akceptovanym navodom. their own techniques.
Zakaznici Systém manazZérstva sluzieb {SMS) Zakaznici
(aine . Zodpovednost’ ManaZment (ainé A
relevantné manaZmentu Riadenie procesoy dokumentscie relevantné
strany) prevddzkovanych Manazment strany)
Zavddzanie SMS tretimi stranami 2drofov

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

Procesy dodavania sluzieb

ManaZment kapacity ManaZmentdrovne Manaimentinformacnej
sluZieb bezpeénosti

ManaZment kontinuitya Reporting sluZieb Rozpo&tovaniea
dostupnosti sluZieb tictovanie sluZieb

Procesy riadenia

Konfiguraény manazment
Manazment zmien

Manazment vydani

anasadzovania

Procesy
vztahov

Procesy
rieSenia

ManaZment incidentov a Ziadost/ ManaZment vztahov so
o sluZby zakaznikmi
ManaZment problémov ManaZment doddvatel'ov

Obrazok 2 — Systém manazérstva sluzieb

Service Management System (SMS

Customers g Y ( ) Customers

(and other Management responsibilit Governance of processes (and other

interested 9 iy Y operated by other parties interested

parties) Establish the SMS Documentation management parties)
Resource management

| Se“"fe I:> Design and transition of new or changed services I:> Services
Requirements

Service delivery processes

Capacity management Service level management Information security
management
Service continuity & Service reporting Budgeting &

availability management accounting for services

Control processes
Configuration management
Change management
Release and deployment

management
Resolution processes Relationship processes
Incident and service request Business relationship
management management
Problem management Supplier management

Figure 2 — Service management system
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Obrazok 2 vo svojom strede ukazuje procesy z ka-
pitol 6 az 9. Kapitola 5 Navrh a prechod novych
alebo zmenenych sluzieb obkolesuje procesy v ka-
pitolach 6 az 9. To znamena, Ze nové a zmenené
sluzby sa prevadzkuju procesmi zobrazenymi
v strede obrazku. Ak nie su Ziadne nové alebo
zmenené sluzby, na ktoré sa vztahuje kapitola 5,
vSetky sluzby sa moézu dodavat priamo podla
kapitol 6 az 9.

Rozhrania medzi procesmi manazérstva sluzieb
a vztahy medzi réznymi komponentmi SMS
mdézu implementovat rézni  poskytovatelmi
réznym spOsobom. Povaha vztahu medzi posky-
tovatelom sluzieb a zakaznikom mbze ovplyv-
Aovat spdsob implementacie SMS pre napifianie
poziadaviek normy ISO/IEC 20000-1. Z tychto
dévodov nie su rozhrania procesov predmetom
obrazka 2.

1.2 Platnost’

Poskytovatel sluzieb zodpoveda za SMS a preto
neméze poziadat inU stranu o splnenie pod-
mienok kapitoly 4 normy ISO/IEC 20000-1: 2011.
Napriklad poskytovatel sluzieb nemébze poziadat
inG stranu o poskytnutie vrcholového manazmentu,
0 preukazanie zavazku vrcholového manazmentu
alebo o preukazanie kontroly nad procesmi pre-
vadzkovanymi inymi stranami.

Niektoré aktivity uvedené v kapitole 4 mbéze vyko-
navat ina strana, ktoru riadi poskytovatel sluZieb.
Napriklad poskytovatelia sluzieb si mézu najimat
iné strany na vykon internych auditov v ich mene.
Dalsi mozny priklad je, ked poskytovatel sluzieb
poziada ina stranu o vytvorenie Uvodného planu
manazérstva sluzieb. Poskytovatel sluzieb po vy-
tvoreni a odsuhlaseni tohto planu nesie priamu
zodpovednost za plan aj za jeho udrziavanie.
V uvedenych prikladoch poskytovatel sluzieb vy-
uziva iné strany pre konkrétne kratkodobé aktivity.
Poskytovatel sluzieb nesie zodpovednost za SMS.
Poskytovatel sluzieb preto méze preukazat na-
plnenie vSetkych poziadaviek kapitoly 4 normy
ISO/IEC 20000-1: 2011.

Poskytovatel sluzieb méze preukazat splnenie
vSetkych poziadaviek priamo alebo méze preuka-
zat’ splnenie vacsiny poziadaviek priamo a sucas-
ne preukazat kontrolu nad procesmi prevadzko-
vanymi inymi stranami. Ak sa poskytovatel sluzieb
spolicha na iné strany, ktoré zabezpecuju pre-
vadzku vacsiny procesov uvedenych v kapitolach 5
az 9, je nepravdepodobné, Ze tento poskytovatel
preukaze kontrolu nad procesmi. Ked vSak iné
strany prevadzkuju len mensSiu Cast procesov,
poskytovatel sluzieb mdze zvy€ajne preukazat ich
splnenie podla poziadaviek Specifikovanych
v norme ISO/IEC 20000-1.
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Figure 2 shows the processes from Clauses 6 to 9
in the central box. The Clause 5 design and
transition of new or changed services process
surrounds the Clause 6 to 9 processes. This shows
that the new or changed services are operated by
the processes in the central box. When there are
no new or changed services to which Clause 5
applies, all services can be delivered directly by
Clauses 6 to 9.

The interfaces between the service management
processes and the relationships between different
components of the SMS may be implemented
differently by different service providers. The
nature of the relationship between the service
provider and the customer can also influence how
the SMS is implemented to fulfil the requirements
of ISO/IEC 20000-1. For these reasons the
interfaces between processes are not represented
in Figure 2.

1.2 Application

The service provider is accountable for the SMS
and therefore cannot ask another party to fulfil the
requirements of Clause 4 of ISO/IEC 20000-1:
2011. For example, the service provider cannot
ask another party to provide the top management
and demonstrate top management commitment or
to demonstrate the governance of processes
operated by other parties.

Some activities in Clause 4 may be performed by
another party under the management of the service
provider. For example, service providers can en-
gage other parties to conduct internal audits on their
behalf. Another example is where a service provider
asks another party to create the initial service
management plan. The plan, once created and
agreed, is the direct responsibility of and is main-
tained by the service provider. In these examples,
the service provider is using other parties for spe-
cific short-term activities. The service provider has
accountability, authorities and responsibilities for the
SMS. The service provider can therefore demon-
strate evidence of fulfilling all of the requirements of
Clause 4 of ISO/IEC 20000-1: 2011.

The service provider can show evidence of fulfilling
all requirements directly or can show evidence of
fulfilling most of the requirements directly as well
as the governance of processes operated by other
parties. If the service provider relies on other
parties for operation of the majority of the
processes in Clauses 5 to 9, the service provider is
unlikely to be able to demonstrate governance of
the processes. However, if other parties operate
only a minority of the processes, the service
provider can normally fulfii the requirements
specified in ISO/IEC 20000-1.



Definovana, dohodnuta a zdokumentovana zodpo-
vednost za SMS je vzdy pristupna pre posky-
tovatela sluZieb a v8etky relevantné strany. Na
splnenie pozZiadaviek normy ISO/IEC 20000-1 si
mobze poskytovatel sluZieb dohodnut zmeny pod-
mienok existujucich zmluvnych vztahov a inych
zdokumentovanych dohéd.

Norma ISO/IEC 20000 vylucuje Specifikaciu, alebo
konkrétny navod na akykolvek produkt, alebo
nastroj. Organizacie vSak mézu pouzit tuto Cast
normy ISO/IEC 20000 ako pomdcku na vyvoj
produktov a nastrojov, ktoré zabezpecuju podporu
prevadzky SMS.

2 Normativne odkazy

Dalej uvedené dokumenty st nevyhnutné pri uplat-
fovani tohto dokumentu. Pri datovanych odkazoch
sa pouZije len citované vydanie. Pri nedatovanych
odkazoch sa pouzije najnovsie vydanie citovaného
dokumentu (vratane vSetkych dodatkov).

ISO/IEC 20000-1, Informacné technologie. Ma-
naZzérstvo sluzieb. Cast’ 1: Poziadavky na systém
manazérstva sluzieb

STN ISO/IEC 20000-2: 2017

The defined, agreed and documented accoun-
tability, authorities and responsibilities for the SMS
are readily accessible to both the service provider
and other relevant parties. To fulfil the require-
ments of ISO/IEC 20000-1 the service provider can
agree changes to the terms of existing contracts or
other documented agreements.

ISO/IEC 20000 excludes the specification of, or
specific guidance about, any product or tool.
However, organizations can use this part of
ISO/IEC 20000 to help them use or develop
products or tools that support operation of the
SMS.

2 Normative references

The following documents are indispensable for the
application of this document. For dated references,
only the edition cited applies. For undated refe-
rences, the latest edition of the referenced docu-
ment (including any amendments) applies.

ISO/IEC 20000-1, Information technology — Ser-
vice management — Part 1: Service management
system requirements

koniecnahladu -textdalej pokracuje v platenejverzii STN
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