ISO/IEC TS 33074:2020-05 (E)

Information technology - Process assessment - Process capability assessment
model for service management

Contents Page
Foreword
Introduction
1 Scope
2 Normative references
3 Terms and definitions
4 Overview of the process assessment model 2
4.1 2
4.2 Structure of the process asseSSMENt MOAEL ... 3
/0 R - 1 V=) - Y SO 3
4.2.2  Processes 3
4.2.3  Process dimension 4
424  Capability dIMENSION ... 4
43 Assessment indicators 6
4.3.1  General.... s .. 6
4.3.2  Process capability INAICATOTS ... 7
4.3.3  Process performance iNdiCators ... 9
4.4 Measuring ProCess CaPADILIEY .. ... 9
5 The process dimension and process performance indicators (level 1) ... 11
5.1 GBIETAL ..
5.2 COM.01 Communication management...................
5.3 COM.02 Documentation management...................

5.4 COM.03 Human resource management
5.5 COM.OZ NPT OVEINIEIIE .o
5.6 COM.OS5 INEEINIAL QUATT. ..ot
5.7 COM.06 Management review
5.8 COM.07 Non-conformity management

5.9 COM.08 Operational PIANIIIG . ... ...
5.10 COM.09 Operational implementation and control...

5.11 COM.10 Performance evaluation................

512 COM.11 RiSK MANAZEIMIEIIT ....cooioioeeiiieiieeee et
5.13 RAA.1 Business relationship management. ...
5.14 RAA.2 Service level management

515  RAA.3 SEIVICE T@POTEINE ..o
516 RAA.4 SUPPHETr MANAZEIMIEIIE . ..oooccoooieeeeeee e
5.17 RAA.5 Service catalogue management...............

5.18 RAF.1 Incident management ...,

5.19 RAF.2 Service request management................

5.20 RAF.3 Problem management............coosns

5.21 SAD.1 Budgeting and accounting for services

5.22  SAD.2 DemMand MANAZEIMIEIIT ... eereereereieeiseeesieeeseees e
5.23  SAD.3 Capacity MaNQZEIMIEINIE ... e
5.24 SAS.1 Service availability management...................

5.25 SAS.2 Service continuity management...................

5.26 SAS.3 Information security management

5.27 SDB.1 Service requirements definition..................

5.28 SDB.2 Service desSign..........c.iiiciiicii

5.29 SDB.3 Service build and tranSition ...



5.30

SDB.4 Release and deployment Management. ... 56

5.31  SDE.1 SEIVICE AEIIVEITY ...oooooioiiiieiei et
5.32  SPC.1 Change Mana@EIMIENT ... ..ccceieeiieerieeiseeessieeseess e
5.33 SPC.2 Configuration management
5.34  TOP.OT LEAAETSIID oot
6 Process capability INAICATOTS ...
6.1 Introduction
6.2 Process capability levels and process attributes.....
6.2.1  General....iii e
6.2.2  Process capability Level 0: Incomplete ProCess. ...
6.2.3  Process capability Level 1: Performed proCess ...,
6.2.4  Process capability Level 2: Managed process....
6.2.5  Process capability Level 3: Established process
6.2.6  Process capability Level 4: Predictable process
6.2.7  Process capability Level 5: Innovating process.......
6.3 Related processes for process attriDULES . ...
Annex A (informative) Conformity of the process assessment model................nn 86
Annex B (informative) Input and output characteriSticCs ... 92

Annex C (informative) Mapping between base practices and ISO/IEC 20000-1 requirements...... 142

Bibliography



		2026-06-12T07:52:11+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




