ISO/IEC TS 20000-5:2022-01 (E)

Information technology - Service management - Part 5: Implementation guidance for

ISO/IEC 20000-1

Contents Page
0T =T o iv
L Yo 11T o '
1 £ T o o1 1

2 Normative referenCes ... s 1

3 TermsanddefinitioNs ... e 1

4 Key considerations ... e 1

41 Understanding ISO/IEC 20000-1 ..........ccccoireemrrrreserrrrsssrerssssrerssssnsesssssssesssssnsesssssnsessassnsessasanseneas 1

4.2 Appropriate use of an SMS ... 2
4.3 EST e o o T3 o1 = 1 0 T | PSS 2
4.4 An SMS as a goal-oriented SYStem .........coooi i 3
4.5 Support and coOmMmMItMENt ..........ooiiiiiiiii e ——————————————— 3
4.6 Risk-based thinking ..o 4
4.7 Project readingss ........ccccoiiiiiiiiiiir i 4
4.8 Project tam ...t 5
4.9 Outsourcing some part of implementation ............ooo s 6
4.10 e o 6

4.11 Very small @ntities ... ———— 7

4.12 Integration with other management Systems ... 7

413 Organizational change management .........cccccciiiiicccceirrrin s ccssssrrr s sssmsr e s smne e s essn s nnns 8

5 IMplementation StEPS ..o ——————————————————— 8

5.1 Implementation considerations ... —————————— 8

5.2 Phased implementation ... ——————— 9

5.21 (€71 4 =T - T 9

5.2.2 Approach 1: A subset of SMS processes in each phase ... 10

5.2.3 Approach 2: Evolution of the SMS at three levels ... 13

5.3 0 T 1T o 19

5.3.1 Business case development ... 19

5.3.2 Baseline assessment/gap analysis .......cccceerrrrirrmernnssrerssssne s s e s e e 19

5.3.3 Set target State ........ccccoiicircir e nn e e ans 20

5.4 [ 10 113V S 21

5.5 130 o1 =T 4 0= 01 =1 A o o RSP 22

5.6 Y= 11T 1o o 22

5.7 LT = T3 4 ) o 22

6 Implementation challenges ... —————— 22

7 Post-implementation ... e s 31

71 Monitoring and control of the SMS and improving Services ..........ccccccvrercmrrncsceersseseerssssneenas 31

7.2 Preparation for the certification audit ...........ccoooiiii e ——— 31

7.3 Post-audit aCtioNns ... ———— 31

7.4 Organizations not seeking certification ..........cccccoviccieni s ————— 32

23] o [ TeTe | o 137/ SRR 33



		2026-04-20T04:38:42+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




