
 

 - 1 -

ISO/IEC TR 20000-10:2013-11 (E) 
 
 
Information technology - Service management - Part 10: Concepts and terminology 
 
 

Contents            Page 
 
 
Foreword  ......................................................................................................................................................... iv 
 
Introduction  ...................................................................................................................................................... v 
 
1 Scope  ............................................................................................................................................... 1 
 
2 Termsanddefinitions  ...................................................................................................................... 1 
 
4 Service management systems  ...................................................................................................... 7 
4.1 General  ............................................................................................................................................ 7 
4.2 What is an SMS  ............................................................................................................................... 7 
4.3 The integrated process approach  ................................................................................................ 8 
4.4 Continual improvement  ................................................................................................................. 8 
4.5 What constitutes an effective SMS  ............................................................................................... 9 
4.6 Benefits of an SMS  ......................................................................................................................... 9 
 
5.1 General  .......................................................................................................................................... 10 
 
IEC 20000-1  .................................................................................................................................................... 12 
 
6 Other related International Standards and Technical Reports  ................................................ 14 
6.1 Closely related International Standards and Technical Reports  ............................................ 14 
6.5 Supporting International Standards  ........................................................................................... 16 
 
Bibliography  ................................................................................................................................................... 20 
 


		2026-06-10T12:27:08+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




