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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members 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. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, 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 established a joint technical committee,
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2016(E)

This document can assist readers in relating the requirements specified in ISO/IEC 20000-1:2011 to
supporting text in one of the most commonly used service management frameworks, CMMI-SVC.
Service providers can refer to this guidance as a cross-reference between the two documents to help
them to plan and implement a service management system (SMS).

ISO/IEC 20000-1:2011 is the International Standard for service management and specifies requirements

that can be used as the basis of a conformity assessment. ISO/IEC 20000-1:2011 can be used in different
WFs i“nlnpli“g:
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as a source of requirements for service providers on the design, transitionsdeli
improvement of services and service management capabilities;

including those in its supply chain;

as an unbiased basis to assess, measure and report service delivery and’'management cz
including performance of specific service management processes;

management processes.

D/IEC 20000-1:2011 specifies an integrated process approach when the service provig
Lablishes, implements, operates, monitors, reviews, maifitains and improves an SMS. The se
delivered to internal or external customers.

[SO/IEC 20000-1:2011, a service is defined as)a“means of delivering value for the cug
ilitating results that the customer wants to:achieve. The definition further notes that a
herally intangible and that a service can also’be delivered to the service provider by a sy
ernal group or a customer acting as a supjplier.

e Capability Maturity Model Integration for Services (CMMI-SVC) draws on concepts and

from other CMMI models and otherservice-focused frameworks and models. The CMMI-S
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vers the activities required to-~establish, deliver, and manage services. As defined in {
htext, a service is an intangible;non-storable product. The CMMI-SVC model has been develg
mpatible with this broad.définition.

Fvice providers can-implement and improve the SMS using the requirements spg
D/IEC 20000-1, thesguidance in the other parts of the ISO/IEC 20000 series and CMMI-SVC
D/IEC 20000 series and CMMI-SVC provide guidance to identify, plan, design, deliver, anc
vices that deliver value to the business and its customers.

D/IEC 20000 consists of the following parts, under the general title Information technology -
inagement:

Part 1: Service management system requirements

very and

to establish a consistent approach for an organization to use with all of.its“service providers,

pabilities

as a set of criteria for audit and assessment of a service(provider’s SMS, including service

ler plans,
'vices can

tomer by
service is
pplier, an

practices
VC model
he CMMI
ped to be

cified in
Both the
| improve

— Service

Part 2: Guidance on the application of service management systems
Part 3: Guidance on scope definition and applicability of ISO/IEC 20000-1
Part 4: Process reference model [ Technical Report]

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

Part 6: Requirements for bodies providing audit and certification of service management systems!)

Part 9: Application of ISO/IEC 20000-1 to cloud services [ Technical Report]

1y

To be published.
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— Part 10: Concepts and terminology [ Technical Report]

Part 11: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management
frameworks: ITIL®2) [Technical Report]

Part 12: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management
frameworks: CMMI-SVC®3) [Technical Report]

2) ITIL®is aregistered trademark of AXELOS.
3) CMMI® and CMMI-SVC® are registered trademarks of the CMMI Institute.
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Information technology — Service management —

Part 12:
Guidance on the relationship between ISO/IEC 20000-
1:2011 and service management frameworks: CMMI-SVC ®
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Scope

is document provides guidance on the relationship between ISO/IEC 20000-1:2011 and (
.3 (through Maturity Level 3). Service providers can refer to this guidance-as a cross-
tween the two documents to help them to plan and implement an SMS. An_organization ¢
b practices in the indicated CMMI-SVC process areas can conform‘to many of the 3
D/IEC 20000-1 requirements.

e guidance in Clause 4 describes how CMMI-SVC can support-the demonstration of conf
D/IEC 20000-1:2011. A description of the purpose and content.of both publications in 4.1

lowed by Clause 5, which relates process areas in CMMI-SV( to clauses in ISO/IEC 20000-1:
bles in Annexes A and B relate terms, clauses, and paragraphs in ISO/IEC 20000-1:2011

C. Table B.1 is a simplified summary of the correlationsseen in Table 3 for those readers wh
erview. The tables indicate those aspects of ISO/IE€20000-1:2011 and CMMI-SVC that rep}
patest link between the two sets of documents, from the perspective of a service provider.

is document can be used by any organization or person who wishes to understand how (
h be used with ISO/IEC 20000-1:2011, including the following:

a service provider that intends to demonstrate conformity to the requirements of ISO/I}
1:2011 and is seeking guidance owthe use of CMMI-SVC to establish and maintain the SM
services;

a service provider that has{demonstrated conformity to the requirements of ISO/IEC 200
and is seeking guidance . on ways to use CMMI-SVC to improve the SMS and the services;

a service provider ‘that already uses CMMI-SVC and is seeking guidance on how (
can be used to-support efforts to demonstrate conformity to the requirements sp
ISO/IEC 20000:+:2011;

an appraiser or assessor who wishes to understand the use of CMMI-SVC as suppo
requirements specified in ISO/IEC 20000-1:2011.

is docirment can also be used with the other parts of the ISO/IEC 20000 series.

MMI-SVC
reference
mploying
ssociated

prmity to
hnd 4.2 is
P011. The
to CMMI-
D want an
‘esent the

MMI-SVC

C 20000-
S and the

D0-1:2011

MMI-SVC
bcified in

"t for the

2

Normative references

The following documents are referred to in the text in such a way that some or all of their content
constitutes requirements of this document. For dated references, only the edition cited applies. For
undated references, the latest edition of the referenced document (including any amendments) applies.

ISO/IEC 20000-1:2011, Information technology — Service management — Part 1: Service management
system requirements
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3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO/IEC 20000-1:2011 and
ISO/IEC/TR 20000-10:2015 apply.

ISO and [EC maintain terminological databases for use in standardization at the following addresses:

— IEC Electropedia: available at http://www.electropedia.org/

— ISO Online browsing platform: available at http://www.iso.or

4 Use pfISO/IEC 20000-1:2011 and CMMI-SVC

4.1 Introduction to ISO/IEC 20000-1:2011

ISO/IEC |20000-1:2011 specifies the general requirements for an SMS jd jClause 4. |In
ISO/IEC 20000-1:2011, Clauses 5 to 9, it specifies the service management processes, as shown|in
Table 1.

Table 1 — Service management processes in ISO/IEC 20000-1:2011

A
Process group Clause Ppeé}ss
— 5 Design and transition ef new or changed services

Service level management

Service reporting

) i Service contihtity and availability management
Sefvice delivery processes 6 ) ] )
Budgeting-and accounting for services
Capagity management

Information security management

) ) Business relationship management
Relationship processes 7 )
Supplier management

] Incident and service request management
Rejsolution processes 8
Problem management

Configuration management

Copntrol processes 9 Change management

Release and deployment management

ISO/IEC 30000-1:204% requires the application of the methodology known as “Plan-Do-Check-A¢t”
(PDCA) t¢ all pants,of the SMS and the services. Figure 1 illustrates how the PDCA methodology dan
be applie% to theSMS, including the service management processes specified in ISO/IEC 20000-1:2011,
Clauses 5[to/9\and the services. The PDCA methodology can be briefly described as follows:

Plan: estabtishing, documenting and agreeing the SMS—The SMSInciudes the poticies, objectives, plans
and processes to fulfil the service requirements.

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

Act: taking actions to continually improve performance of the SMS and the services.

2 © ISO/IEC 2016 - All rights reserved
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Plan

Service
management
system

| Service |
management

Do l processes l Act

( Services )
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Figure 1 — PDCA methodology applied'to service management

Figure 2 illustrates an SMS, including the service{management processes. The service mapagement
prpcesses and the interfaces between the processes can be implemented in different ways by different
service providers. The nature of the relationship between a service provider and the custjomer, the

sefrvice management objectives, and the scope“of the SMS will influence how the service mahagement
prpcesses are implemented.

Customers Service Management System (SMS) Customers
(and other Management responsibility Governance of processes (and other
interested operated by other parties interested

parties) Establish the SMS Documentation management parties)

Resource management

Service . . .
. Design and transition of new or changed services 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

amet-deptoyment

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

Problem management Supplier management

Figure 2 — Service management system

ISO/IEC 20000-1:2011 supports the integration of an 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.

© ISO/IEC 2016 - All rights reserved 3
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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.

For the service provider, the benefits of the SMS are in its application towards fulfilling servi
requirements and providing services with value both to customers and the service provider.

ce

The ISO/IEC 20000 series contains requirements in ISO/IEC 20000-1:2011 and guidance in other parts.
ISO/IEC 20000-2:2012 is an important reference for a service provider implementing the requirements

of ISO/IEC 20000-1:2011. Guidance on the way an organization can implement ISO/IEC 20000-1:2011

phases is provided in ISO/IEC/TR 20000 5 2013 Extenswe gu1dance is also prov1ded in the other parts
- e apehits

of the ISO
own expe

4.2 Introduction to CMMI-SVC

in

continuity. A PA is the major organizing component of every CMMI model, anddn. CMMI-SVC, these PAs

are used for defining and delivering services, improving processes, evaluating'erganizational capabil
or maturity, and benchmarking.

All CMMImodels include core PAs (for example, Risk Management) thatare common to all CMMI mode

and speciffic PAs (for example, Service Continuity) that are relatedto one of the three disciplines that

CMMI coyers: acquisition, development, and services. In addition;, CMMI models have generic practic

es

(for exanjple, “Train the people performing or supporting the’process as needed.”). These genefic

practices|can be used to foster improvement by using themd@lone or with PAs and applying them to
work or gart of an organization. Generic goals (for example, “Institutionalize a Managed Process”) a

practicesfare also applied during CMMI appraisals to make judgments about organizational capabilit.

y
d

CMMI PAp have goals, practices, and guidance to-use as references when developing and improving
processeqd, but they are not processes or process descriptions. Further, a CMMI appraisal is not an
assessmeht of processes. The guidance (alsg;¢alled “informative content” by CMMI users) for using

goals and|practices accompanies the expression of goals and practices (CMMI experts refer to these
normative content) and this guidance appéears throughout the CMMI document. Guidance or informat
CMMI material is integrated rather thdn separated from normative material.

Because LMMI is used to improveé practices and evaluate organizational capability, the CMMI h
multiple yays to use PAs. All<CMMI documents organize the PAs in alphabetical order by acronym
ease of reference. Organizations can use PAs in prescribed maturity levels, allowing organizatig
to benchmark by using the CMMI appraisal method. This grouping of PAs is called the “stag
represenffation” in CMML. Organizations can also choose PAs relevant to their business and use t

way of using PAs.is ¢alled the continuous representation in CMMI. In addition, Table 2 groups the 24
in CMMI-FVC according to business activities (Doing the Work); this grouping is used in training a
overviews,

generic practices taimprove and evaluate their capability on the topics most important to them. TPES

as
ve

as
for
ns
ed
he

s
d
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Table 2 — CMMI-SVC Process Areas

Doing the Work Process Area

Service Delivery (SD)

Requirements Management (REQM)
Work Planning (WP)

Service System Development (SSD)

Define, Establish, and Deliver Services

Capacity and Availability Management (CAM)

Monitor and Control Service and VWorkK rFroducts Work Monitoring and Lontrol (WNMU)

Configuration Management (CM)

Incident Resolution and Prevention.(IRP)
Risk Management (RSKM)
Service Continuity (SCON)

Ensure Service Mission Success

Service System Transition)(SST)

Measurement and Analysis (MA)

Organizational Process Performance (OPP)
Make Work Explicit and Measureable QuantitativeWork Management (QWM)
Causal Analysis and Resolution (CAR)

Organizational Performance Management
(OPM)

Supplier Agreement Management (SAM)

Manage Decisions, Suppliers, and Standard Decision Analysis and Resolution (DAR)

Services
Strategic Service Management (STSM)
Process and Product Quality Assurance (PPRA)
Organizational Process Definition (OPD)
Create a Culture to Sustain Service Excellence Integrated Work Management (IWM)

Organizational Training (OT)

Organizational Process Focus (OPF)

Service providers choosing to use CMMI-SVC as their guide to implementing service maphagement
prpcesses can support the demonstration of conformity against the requirements spg¢cified in
ISO/IEC 20000-1;20%1. To demonstrate conformity to the requirements specified in ISO/IFC 20000-
1:2011, the serwice provider should implement an SMS that encompasses the following requirgments of
ISQ/IEC 20000+1:2011, Clauses 4 to 9.

a)| The<SMS general requirements, specified in ISO/IEC 20000-1:2011, Clause 4, demdnstrating
management commitment, governance of processes operated by other parties, control and
management of service management documentation and management of resourcgs. These
requirements include the operation of continual improvement of the SMS using the PDCA
methodology.

b) Management of the service lifecycle including the design, development, and transition of new
services, changing services, closure of services or transfer of services to others in a controlled
manner, as specified in ISO/IEC 20000-1:2011, Clauses 5 to 9.

c) For the service management processes specified in ISO/IEC 20000-1:2011, Clauses 5 to 9
all processes should be in place and their documented and measurable performance should
demonstrate conformance with the requirements specified in these clauses.

The ISO/IEC 20000 series can be used by an organization looking for guidance on how to improve
service management, whether or not it is interested in seeking certification. Regardless of the intended

© ISO/IEC 2016 - All rights reserved 5
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application of ISO/IEC 20000-1:2011, CMMI-SVC can support a service provider to design, transition,
deliver and improve the SMS and services.

4.3 Relationships between ISO/IEC 20000-1:2011 and CMMI-SVC

ISO/IEC 20000-1:2011 and CMMI-SVC through Maturity Level 3 demonstrate similarities in their
structure and content. Both can be used to demonstrate conformity. In the case of ISO/IEC 20000-
1:2011, it is the SMS that is assessed. In the case of CMMI-SV(, it is the capability or maturity of the
organization that is assessed.

ISO/IEC Z0000-1:201T and CMMI-SVC rely on system concepts. The ISO/TEC 20000 series has the-SMS
and CMM[-SVC has the service system. The components of these systems have a strong similarity:Bqth
systems have requirements and guidance regarding continuity, incidents, service requests,capacity,
and availability, as demonstrated in the correlation Tables A.1 and B.1.

ISO/IEC 20000-1:2011 is a management system standard that specifies requirements fot.an SMS. CMMI-
SVC is a model of organizational capability. As a model, it presents a framework for-developing apd
delivering services and for improving processes. CMMI-SVC is interpreted by the userto determine what
is needed| to successfully enable the service system. ISO/IEC 20000-1:2011 specifies the requirements
for the SNIS; CMMI-SVC users derive their organizational requirements from'goals and practices. This
differenc¢ carries with it architecture, scope, and purpose differences in_each document. CMMI-SVC
provides detailed guidance on organization-level activities, measuremént of services and processgs,
decision aking and risk management. These are core properties of (CMMI that could also be usefullin
the implementation of an SMS that is based on ISO/IEC 20000-1:2011.

o

While th¢ content of ISO/IEC 20000-1:2011 and CMMI-SVC is,largely consistent, topics are organized
into different groups, and the detail in accompanying explanations and guidance varies. ISO/IEC 20000-
1:2011 specifies requirements for the SMS and other_parts of the ISO/IEC 20000 series, including
ISO/IEC 20000-2, contain guidance on many aspects of-sérvice management. In contrast, CMMI modgls
have guidance integrated throughout a single document.

Many organizations use both the ISO/IEC 20000-series and CMMI-SVC and find value in using th¢m
together.

5 Correlation of CMMI-SVC toJSO/IEC 20000-1:2011

The corrglation of ISO/IEC 20000-1:2011 clauses to process areas and associated goals and practiges
in CMMI-$VC is intended to provide a view of the relationships between the two references. Althoulgh
this corrdlation cites normafive clauses of ISO/IEC 20000-1:2011 and aligns them with CMMI-SVC gogls
and pracffices, the correlatien itself is informative, not normative. The user should consult the soufce
documents to determine the applicability of requirements and informative guidance. Not all CMMI-
SVC goalg and practices referenced in this annex are necessary to fulfil the requirements specified
in ISO/IEC 20000-1:2011. Not all the requirements specified in ISO/IEC 20000-1:2011 are coverjed
completely in each of the associated CMMI-SVC process areas.

ISO/IEC 40000-1:2011 specifies requirements for an SMS. ISO/IEC 20000-1:2011 is the International
Standard for service management and specifies requirements that can be used as the basis of a
conformity assessment. It can be used for improvement, benchmarking and for demonstrating
conformity to an SMS.

CMMI-SVC enumerates practices and activities specific to process areas within the process area, similar
to the ISO/IEC 20000-1:2015 consideration of processes within the SMS. In ISO/IEC 20000-1:2015,
activities that enable the service organization to establish central processes, practices, tasks, and
procedures are expressed in clauses. This similar content in CMMI is expressed as institutionalization
in the generic practices and organizational PAs such as OPD and OPF.

Table 3 shows the correlation to CMMI-SVC through Maturity Level 3 (by process area, with specific
goals and practices when relevant) for ISO/IEC 20000-1:2011, Clauses 4 to 9, respectively. For clarity of
correlation, the connections are made at the level of subclauses.

6 © ISO/IEC 2016 - All rights reserved
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To aid users in finding the correlations, whenever possible, CMMI-SVC correlations are listed in order of
greatest correlation or in generally the same order as the information in the clauses. If this ordering is
not obvious, then service-specific PAs are listed first and are followed by core PAs.

When an entire PA applies to the sub clause, only the PA abbreviation, or abbreviation and goal, appears
(for example, SD SG2; SD is the abbreviation for Service Delivery, and SG2 indicates Specific Goal 2 of
Service Delivery). If it is best to look at a specific practice for the correlation rather than at the entire
PA or goal, the specific practice (SP) will be indicated along with the PA (for example, SD SP2.1, which
indicates Service Delivery Specific Practice 2.1, the first practice under Specific Goal 2). When a Generic

Goal or Generic Practice is the correlated CMMI content, this is indicated as GG 2, for example, if the

e c Gene 0al applies, and as GP 2.1, for exampic, CTIC PT2 S cClea rrelation.
Grey shading identifies labels that are included for title only. The capitalization of ISO/IEC200p0-1:2011
text is based on normal ISO editorial rules. The capitalization of CMMI-SVC text is thatused|in CMMI-
SVIC. When text is directly quoted from CMMI-SVC, style guidelines for CMMI are maintainefl, such as
spelling, use of punctuation, and italics.
Table 3 — Correlation of ISO/IEC 20000-1:2011, Clauses 4 to 9to CMMI-SVC
SO/IEC CMMI-SVC A
20000-1: ISO/IEC 20000-1:2011 PA/Goal/ CMMI-SVC goal and practice
2011 paragraph summary p . Q/ description
ractice \\
clause (-\\
Service management \%V
4 system general X
requirements o ®)
4.1 Management responsibility /\<O\
Practices associated with Generic Goals 2 arjd 3
. GG 2 describe management commitments to instifutional-
4.1 Management commitment o : . .
GG 3 izing managed and defined processes used ip deliver-
ing service.
Establish and maintain an organizational pdlicy for
planning and performing the process.
4.1L.2 Service management policy |GP 2.1
For additional information, see the elaborations for
service-specific PAs.
Assign responsibility and authority for perf¢rming
GP 2.4 the process, developing the work products, dnd pro-
viding the services of the process.
Authority) responsibility Identify and involve the relevant stakeholdefs as the
4.3 o GP 2.7 ;
and commmunication process is planned.
Review the activities, status, and results of the pro-
GP 2.10 s :
cess with higher level management and resolve issues.
Collect process related experiences derived from
planning and performing the process to support the
GP 3.2 ) LI P
future use and improvement of the organizafion’s
PrOCESSES and Process assets.
Assign responsibility and authority for performing
the process, developing the work products, and pro-
P 2.4 viding the services of the process.
' Note that SD and SSD PAs could also include manage-
4.1.4 Management representative ment representatives in definitions of service and
service system.
Establish and maintain process action plans including
OPF SG2 resources to address performance improvements and
implementation of process actions.
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Table 3 (continued)

ISO/IEC
20000-1: | ISO/IEC 20000-1:2011 ‘;,“X%'oi‘l’/c CMMI-SVC goal and practice
2011 paragraph summary P p description
ractice
clause
SAM SP 1.3 Establish and maintain supplier agreements.
SAMSP 2.1 Perform a}ctivities with the supplier as specified in
the supplier agreement.
4.2 Governance of processes Collect and transform stakeholder needs, expecta-
' operated by other parties tions, constraints, and interfaces into prioritized
SSDSP 1.1 stakeholder requirements.
This includes identifying standards and pro¢edures
to be followed.
. , 2
43 Documentation QQ
management o
SDSP1.2 Establish and maintain the servicelagreement.
SDSP 2.1 Establish and maintain the approach for service
delivery.
STSM SP 2.2 |Establish and maintaifidescriptions of the organiza
tion’s defined standard’services.
431 Establish and maintain GP2.1 Establish and maintain policy.
documents
GP 2.2 Establish-and’maintain the plan for performing the
process:
WP SP 2.3 Plan for the management of data.
OPDSP 1.1 Establish and maintain the organization’s set of
standard processes.
IWM SP 1.1 |Establish and maintain the defined process from
startup and throughout the work.
CM SP2.2 Control changes to configuration items.
GR2.6 Place selected work products of the process under
appropriate levels of control.
4.3.2 Control of documents WP SP 2.3 Plan for the management of data.
WMCSP 1.4 |Monitor the management of data against the work plgn.
CMSP 2.2 Control changes to configuration items.
4.3.3 Control of records GP 2.6 Place selected work products of the process under
appropriate levels of control.
WP SP 2.3 Plan for the management of data.
WMCSP 1.4 |Monitor the management of data against the work plgn.
4.4 \QR}gource management
Establstramdmmaimtaimrastrategy forcapacttyamd
CAMSP 1.1 |availability management.
See the subpractices of SP 1.1 for detail.
4.4.1 Provision of resources WP SP 2.4 Plan for resources to perform the work.
Provide adequate resources for performing the pro-
GP 2.3 cess, developing the work products, and providing the
services of the process.
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Table 3 (continued)

2016(E)

and process assets.

ISO/IEC
20000-1: | ISO/IEC 20000-1:2011 %’X/Méoi‘{f CMMI-SVC goal and practice
2011 paragraph summary Practice description
clause
GP 2.5 Train the people performing or supporting the pro-
' cess as needed.
4.4 Human resources OT SG 2 Training for individuals to perform their roles effec-
o tively is provided. (Includes records and assessment.)
WP SP 2.5 Plan for knowledge and skills needed toperform
' the work.
Establish and improve the q>)
4P SMS T
.
WP SP 1.2 Establish a top-level work breakdown strucfure
' (WBS) to estimate the scopé.of the work.
4E1 Define scope Multiple practices in each.of these PAs cover|specif-
SD and SSD ic items mentioned in-4.571, including locatidns and
technologies to beAised. The practices in these PAs
provide input to-the scope and operation of gn SMS.
SDSP 2.1 Establish and'maintain the approach to be uped for
. _ _ ' service delivery and service system operatiqns.
4p.2 Spéisinclen;gnzr;ggn:rgzi?entmg WP SP 2.7 Establistithe overall work plan.
$SD SG 2 Service system components are selected, degigned,
ifaplemented, and integrated.
SSDSP 2.4 Implement the service system design.
4p.3 Isrl\r;I%lement and operate the SSTSP 2.1 Deploy service system components.
SDSP3.2 Operate the service system.
4p.4 Monitor and review the SMS| \'\(\v
CAM SG 2 Capacity and availability are monitored andjanalyzed
45.41 General to manage resources and demand.
MA Measure and analyze the service performanfe.
Objectively evaluate adherence of the procefs and
GP 2.9 selected work products against the process|de-
) scription, standards, and procedures, and agldress
4p.4.2 Internal audit noncompliance.
PPQA Provide staff and management with objectivie insight
into processes and associated work product.
OPF SP 1.2 Appraise the organization.
GP 2.10 Review the activities, status and results of the process
i ' with higher level management and resolve igsues.
4p.4.3 Management review - -
WMC Monitor actual progress and performance against the
work p]:\n
Maintain and improve the
4.5.5 SMS
OPF SP 1.3 Identify improvements to the organization’s process-
' es and process assets.
4.5.5.1 General Establish and maintain an organizational policy for
GP 2.1 planning and performing the process.
See OPF elaboration for additional detail.
Establish and maintain process action plans to ad-
OPFSP 2.1 dress improvements to the organization’s processes
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Table 3 (continued)

ISO/IEC
20000-1: | ISO/IEC 20000-1:2011 ‘;,“X%'oi‘l’/c CMMI-SVC goal and practice
2011 paragraph summary P p description
ractice
clause
Management of Organizational process assets are deployed across
4.5.5.2 : 8 OPF SG 3 the organization and process-related experiences are
improvements ; . o
incorporated into organizational process assets.
Collect process related experiences derived from
ptanmimgamd performmng the process tosupporttie
future use and improvement of the organization’s
GP 3.2 processes and process assets.
For improvement, this GP would be appliedjin‘conceft
with STSM, SSD, SST, and SD.
5 Design and transition of Q\)
new or changed services (\Q
STSM SP 1.1 Gather anq far}alyze data abopt the strategic needs
and capabilities of the organization.
51 General Establish a defined progéss.
GP 31 For design or transition’of new or changed service
system, this GP would be applied in concert with SSI,
SD, and SST.
REQM SP 1.3 |Manage changes to requirements as they evolve.
Collect,and transform stakeholder needs, expecta-
SSDSP1.1 tionssconstraints, and interfaces into prioritized
stakeholder requirements.
Plan new or changed Establish and maintain the approach to be used for
5.2 . SDSP 2.1 : ; . :
services service delivery and service system operations.
WPSP 2.2 Identify and analyze risks.
SST SG& Preparation for service system transition is conductgd.
. SSHSP 2.1 SelecF service system solutions from alternative
53 Design and development of. solutions.
' new or changed services Develop designs for the service system and service
SSDSP 2.2
system components.
Transition of new 6 The service system is deployed to the delivery envi-
5.4 . SST SG2
changed services ronment.
6 Service delivG)\forocesses
STSM SP 2.1 E;tabllsh properties of standard services and ser-
vice levels.
SDSP 1.2 Establish and maintain the service agreement.
Requirements are managed and inconsistencies with
REQMSG 1 plans and work products are identified
6.1 Service level management |CAM SG2 Capacity and availability are monitored and analyzed
to manage resources and demand.
Operate the service system to deliver services in
SDSP 3.2 : 4
accordance with service agreements.
IRPSP 3.1 Analyze the underlying causes of selected incidents.
SAM SG 2 Satisfy supplier agreements.
CAMSP 2.3  |Report capacity and availability management data.
6.2 Service reporting SD SP 3.2 Operate the service system.
Monitor progress and performance against the
WMC
work plan.
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Table 3 (continued)

ISO/IEC
20000-1: | ISO/IEC 20000-1:2011 %’X/Méoi‘{f CMMI-SVC goal and practice
2011 paragraph summary p p description
ractice
clause
Communicate results of measurement and analysis
MASP 2.4 activities associated with service performance are
provided.
6.3 Service continuity and
’ dVdild‘UiliLy IIIdIIdgCITIICIIT -
Identify and prioritize the essential funétiot]s that
SCONSP 1.1 . -
must be performed to ensure service-cantingity.
Service continuity and Identify and prioritize the essential resourc¢s re-
6.B.1 s ; SCON SP 1.2 . . -
availability requirements quired to ensure service continuity.
CAMSP 1.1 Estgbligh and maintain a strategy for capacify and
availability management(
Establish and maintain se€rvice continuity plans that
) o SCON SP 2.1 |enable the organizdtion to resume performihg essen-
6B.2 Ser\_nce_c_ontmulty and tial functions.
availability plans - F— - -
Establish and‘ maintain service system repregentations
CAMSP 1.3 . oy
to supporttapacity and availability managenent.
Select m€asures and analytic techniques to pe used
Service continuity and CAMSP 1.2 ig mahaging the capacity and availability of|the ser-
6.B.3 availability monitoring d@ye system.
and testing CAM SP 2.2 {Monitor and analyze availability against targets.
SCON SG 3 The service continuity plan is verified and validated.
WP SP-12 Establish a top-level work breakdown strucfure
’ (WBS) to estimate the scope of the work.
Establish and maintain an organizational pdlicy for
GP2.1 . :
planning and performing the process.
Budgeting and accounting Establish and maintain estimates of work prjoduct
6.4 . WP SP 1.3 .
for services and task attributes.
WPSP 2.1 Establish and maintain the budget and schedqule.
Establish and maintain the defined process for start-
IWMSP 1.1 up and throughout the work.
WMC SP 1.1 Monitor actual values of planning parametefs against
the work plan.
Review all plans that affect the work to undgrstand
WP SP 3.1 . . : .
work commitments aligned with requirements.
Preparation for capacity and availability mallagement
CAMSG1 .
is conducted.
6.p Capacity management CAMSP 2.1 |Monitor and analyze capacity.
REQM SP 1.1 |Understand requirements.
REQM SP 1.3 |Manage changes to requirements as they evolve.
6.6 Information security
' management
SMSP1.1 Establish security objectives.
6.6.1 Information security policy |SM SP 1.2 Establish an approach to threat assessment.
SMSP 1.6 Obtain commitment to the security management plan.
_ . SMSP 1.3 Identify security threats.
6.6.2 Icré;qcl;r:l;;tlon security SMSP 1.4 Evaluate and prioritize security threats.
SMSP 1.5 Establish a security management plan.
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Table 3 (continued)

ISO/IEC
20000-1: | ISO/IEC 20000-1:2011 ‘;,“X%'oi‘l’/c CMMI-SVC goal and practice
2011 paragraph summary P p description
ractice
clause
6.6.3 Information security SMSP2.1 Operate the security management system.
o changes and incidents SM SP 2.2 Monitor the security management system.
7 Relationship processes
Identifuv andinualue the reloavant stakohalders of th
GP 2.7 v
process as planned.
WP SP 2.6 Plan stakeholder involvement.
SDSG 1 Service agreements are established and maintained
71 Business relationship WMCSP 1.6 Peri(_)dically review the work progress, performancg,
management and issues.
REQM SP 1.3 |Manage changes to requirements as-they evolve.
STSM SP 1.1 Gather anq gr_lalyze data abogt t}_le strategic needs
and capabilities of the orgdnization.
IRPSG 1 Preparation for incident rgsolution and prevention if
conducted.
Stakeholder needs, expectations, constraints, and
SSDSG 1 interfaces are collected, analyzed, and transformed
into validatedwrequirements.
Assign résponsibility and authority for performing
GP 2.4 the proecess, developing the work products, and pro-
viding the services of the process.
GP 2.2 Establish and maintain the plan for performing the
' process.
Assign responsibility and authority for performing
GP 2.4 the process, developing the work products, and pro-
viding the services of the process.
SAM SP 1.3  |Establish and maintain supplier agreements.
72 Supplier management SAMSP 2.1 Perform activities with the supplier as specified in
the supplier agreement.
SAMSP 2.2 Ensure_ that the suppller agreement is satisfied befofe
accepting the acquired product.
SAMSP 2.3 Ensur:e the transition of products acquired from the
supplier.
Collect process related experiences derived from
planning and performing the process to support the
GP 3.2 : T
future use and improvement of the organization’s
processes and process assets.
8 \s esalution processes.
IRPSP 2.1 Identify incidents and record information about them.
IRPSP 1.1 Est.abhsh and maintain an approach to incident reso-
lution and prevention.
Establish and maintain an incident management sys-
IRPSP 1.2 : S : d
tem for processing and tracking incident information.
8.1 Incident and service IRP SP 2.5 Communicate the status of incidents.
request management
SD SP 2.3 Establish and maintain a request management system.
SDSP 3.1 Receive and process service requests.
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Table 3 (continued)

ISO/IEC
20000-1: | ISO/IEC 20000-1:2011 %“;/Méoin CMMI-SVC goal and practice
2011 paragraph summary p . description
ractice
clause
Establish and maintain an incident management sys-
IRPSP 1.2 . C : )
tem for processing and tracking incident information.
GP 2.7 Identify and involve the relevant stakeholders of the
' process as planned.
IRPSP 2.4 Monitor the status of incidents to closure,
IRP SG 2 Individual incidents are identified, controlled, and
addressed.
IRP SG 1 Preparation for incident resolutien @nd preveention is
conducted.
s Problem management IRP SG 3 Causes and impacts of selected incidents arq analyzed
and addressed.
Collect process relatéd.experiences derived from
planning and perférming the process to support the
GP 3.2 : N P
future use and improvement of the organizafion’s
processes and{rocess assets.
9 Control processes ,.O\
CMSG1 Baselines’of identified work products are esfablished.
Changes to the work products under configyration
CM SG 2
management are tracked and controlled.
9.IL Configuration management |CM SG 3 Integrity of baselines is established and maiptained.
WP SP 2 Establish a top-level work breakdown strucfure
) (WBS) to estimate the scope of the work.
GP 27 Identify and involve the relevant stakeholdel's of the
' process as planned.
SDSP 2.1 Establish and maintain the service delivery gpproach.
REQM SP 1.3 |Manage changes to requirements as they ev¢lve.
9b Change manageso&at SSTSP 1.2 Establish a_nd maintain plans for specific transitions
of the service system.
SSTSP 1.3 Prepare 1_‘elevant stakeholders for changes i services
and service systems.
SST SG 2 The service system is deployed to the delivery envi-
ronment.
CMSP 2.2 Control changes to configuration items.
Collect process related experiences derived from
planning and performing the process to support the
GP 3.2 : N P
future use and improvement of the orgamzaltlon s
nrocesses and nrocess assets
Analyze the functionality, quality attributes, and com-
SSTSP 1.1 patibility of the current and future service systems to
minimize impact on service delivery.
Release and deployment Establish and maintain plans for specific transitions
9.3 SSTSP 1.2 .
management of the service system.
SST SG 2 The service system is deployed to the delivery envi-
ronment.
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ISO/IEC
20000-1: | ISO/IEC 20000-1:2011 %ﬂ%oi‘l’/c CMMI-SVC goal and practice
2011 paragraph summary P . description
ractice
clause
Establish and maintain an approach and an environ-
SSDSP 3.1 e s A
ment for verification and validation.
CMSP 3.1 Establish and maintain records describing configura-
tion items.
Collect process related experiences derived from
planning and performing the process to supportthe
GP 3.2 : O\
future use and improvement of the organization’s
processes and process assets.
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Correlation of ISO/IEC 20000-1:2011 to CMMI-SVC — Terms and

definitions

THhe correlation of ISO/IEC 20000-1:2011 to CMMI-SVC is based on comparison of terms and dlefinitions

used in ISO/IEC 20000-1:2011 and in the CMMI-SVC Glossary. The correlation of these t
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initions is reflected in Table A.1.

st terms in ISO/IEC 20000-1:2011 are undefined. In accordance with ISO Directives, undefi

D/IEC 20000-1:2011 facilitates understanding and translation across many-languages and
e correlation of terms in ISO/IEC 20000-1:2011 used with a common English dictionary de
'ms specially defined in CMMI-SVC is in Table A.2.

e CMMI-SVC Glossary does not include terms that use the commion English dictionary (
some of these cases, a term can be defined in the introduction to a PA. CMMI-SVC uses
brvice” and “product” with similar meaning and states in'its introduction, a “service” is
bduct... Many people routinely think of products and seryvices as two mutually exclusive catg
[MI models... products and services are not disjoint categories; a service is considered to bg
iety of product (Reference [18], page 12, emphasesin original).

e CMMI-SVC Glossary includes some extended‘explanations of concepts and practices
b initial definition. Table A.1 includes as mughyof the explanation as is relevant to the comj
finitions. Quotations from CMMI-SVC are exact and include some uses of “must”, and of ital
e not normally found in ISO documents:

brms and

ned terms

e their common English dictionary definitions. This use of common English dictionary definitions in

cultures.
finition to

lefinition.
he terms
a kind of
gories. In
a special
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Table A.1 — Correlation of ISO/IEC 20000-1:2011 terms to CMMI-SVC Glossary terms

I1SO/IEC

20000-1:2011, Clause 3

terms and definitions

CMMI-SVC Glossary
terms and definitions

Commentary

3.1 availability

ability of a service or service
component to perform its required
function at an agreed instant or
over an agreed period of time

NOTE Av. i]ahi]ify is nnrmq"y ox-

availability

The term is not defined in the
CMMI-SVC Glossary, but defined
in the PA text.

The definitions have the same meaning
but different wording is used.

The CMMI-SVC definition is found in the
PA text:

“Availability” is the degree to which

somethingis accessible and usahle
5

time that
available.

pressed af a ratio or percentage of
the time that the service or service
component is actually available for
use by the

customer to the agreed
the service should be

when needed. In the context of servies
es, availability can refer to the set of
times, places, and other circunistance
in which services are to be delivered,
service requests are to be honored, or
other aspects of a service/agreement
are to be valid.”

CMMI-SVC adds thesconcept that avail
bility is a quality-attribute.

designate
ing a serv
nent’s life

NOTE1C

plus appr
baselines

configura
NOTE 2 A

configura

IEEE 2476

3.2 configuration baseline

Fion information formally
d at a specific time dur-
ce or service compo-

bnfiguration baselines,
ved changes from those
constitute the current
kion information.

Hapted from ISO/IEC/
5:2010.

configuration baseline

The configuration information
formally designated at a specific
time during a product’s or prod-
uct component’s life.

Configuration baselines plus
approved changes from thdse
baselines constitute the crrent
configuration information.

The definitions have the same meanin
but différent wording is used.

8]

CI

in ordert
services

3.3 configuration item

element that needs to be controlled

deliver a service or

configuration-item

An aggregation of work products
that issdesignated for configura-
tiolmanagement and treated as
asingle entity in the configura-
tion management process.

ISO/IEC 20000-1:2011 refers to the
need to control the CI for service delivf
ery. CMMI-SVC refers to the handling af
the CI in the configuration management
process.

database
CMDB

utes of co

lifecycle

data store

relationsh
ration items, throughout their

3.4 configuration management

used to record attrib-
hfiguratien'items, and the
ips between configu-

This term is not defined in the
CMMI-SVC Glossary.

The term is used in CMMI-SVC withou
a special definition. CMMI-SVC PA text]
defines configuration management as
follows:

A discipline applying technical and ad
ministrative direction and surveilland
to (1) identify and document the func-
tional and physical characteristics of g

anficration 1o (D))

D

|
O Crages

to those characteristics, (3) record and
report change processing and imple-
mentation status, and (4) verify compli-
ance with specified requirements.

Note that CMMI-SVC uses both terms,
CM and CMDB, but does not define
either. A CM system can include CMDB,
but CMMI-SVC does not use the term
CMDB exclusively.

CoOTITg T atrOTr TeCTIL, (=) COTIeT
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ISO/IEC 20000-1:2011, Clause 3
terms and definitions

CMMI-SVC Glossary
terms and definitions

Commentary

3.5 continual improvement

recurring activity to increase the

NOTE Adapted from
[S0 9000:2005.

ability to fulfil service requirements

process and technology im-
provements

Incremental and innovative
improvements to processes and
to process, product, or service
technologies

CMMI-SVC does not define the term “con-
tinual improvement” but defines “process

and technology improvements
cremental activity. ISO/IEC 200
emphasizes the relationship

improvement and fulfilling service re-
quirements. Improvementusing the CMMI

” as an in-
00-1:2011
between

process improvement

a program of activities designed

model can be either continte
tinual, either without interruy

1S or con-
tion or at

adtion to eliminate the cause or re-
a fletected nonconformity or other
undesirable situation

NPTE Adapted from
IS|0 9000:2005.

duce the likelihood of recurrence of

Acts or deeds used to remedy a
situation or remove an error.

to improve the pr - regular intervals, according to|the needs
O Improve the process pe of the organization.
formance and maturity of the
organization’s processes, and the
results of such a program.
3.p corrective action corrective action The definitions have the samemeaning

but different wording is used.

The definition in CMMI-SVC d
mention reducing the likelihd
recurrence. However, both th|
CAR PAs have practices and i
tive material that make it exp
reducing the likelihood of red

oes not
od of

e IRP and
hforma-
licit that
urrence

o1| external to the service provid-
erf's organization.

NQTE 2 Adapted from
[S|0 9000:2005.

DTE 1 A customer can be internal

ing paymient.

The customer is external to the
project or work group (except
possibly in certain project
Structures in which the custom-
er effectively is on the project

of incidents or adverse outcojnes is
the goal.
3. customer customer The definitions have the samemeaning
orlganization or part of an organi- |The party responsible for accept- but different wording is used.
zdtion that receives a service(s) ing the product or for authoriz- |[ISO/IEC 20000-1:2011 refers tp receiv-

ing a service; CMMI-SVC refers
cepting a product. However, Cl

also defines service as “A product that

is intangible and non-storable
words, in CMMI-SVC, a service|
special variety of a product” r§

to ac-
MMI-SVC

"In other
is “a
ther than

information and'its supporting
medium

[150 9000:2005]

EXAMRLE Policies, plans, process
dgsecriptions, procedures, service

A collection of data, regardless
of the medium on which it is
recorded, that generally has
permanence and can be read by
humans or machines.

Documentsinclude both naner
r=r

. rate from a pr [18], p{12
team or in the work group) but separate from a product
not necessarily external to the
organization.
3.B document document The definitions have the samemeaning

but different wording is used.

level agreements, contracts or
records.

NOTE 1 The documentation can be
in any form or type of medium.

NOTE 2 In ISO/IEC 20000-1:2011,
documents, except for records,
state the intent to be achieved.

and electronic documents.
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Table A.1 (continued)
ISO/IEC 20000-1:2011, Clause 3 CMMI-SVC Glossary Commentary
terms and definitions terms and definitions
3.9 effectiveness This term is not defined in the CMMI-SVC uses this term without a
extent to which planned activities CMMI-SVC Glossary. special definition.
are realized and planned results
achieved
[ISO 9000:2005]
3.10 incidprt fTcident Thedefimitions trave the same mearting
unplannedl interruption to a ser- An indication of an actual or but different wording is used.

vice, areduction in the quality of |potential interference with a
a service ¢r an event that hasnot |service.

yetimpacted the service to the The word “incident” can be used

customer : “ o N
in place of “service incident” for
brevity when the context makes
the meaning clear.
3.11 information security This term is not defined in the CMMI-SVC uses.this term without a

preservatlion of confidentiality, Glossary. special definition.

integrity pnd accessibility of in-
formation

NOTE 1 Iy} addition, other proper-
ties such gs authenticity, accounta-
bility, norf-repudiation and reliabil-
ity can aldo be involved.

NOTE 2 The term “availability”
has not bden used in this defini-
tion becayse it is a defined term in
this part ¢f ISO/IEC 20000 which
would nof{ be appropriate for this
definition

NOTE 3 Afapted from ISO/
[EC 27000:2009.

3.12 information security incident |This term is not defined in the See 3.10 “incident” in this table.
CMMI-SVC Glossary. CMMI-SVC does not distinguish infor-

single or g series of unwanted or

unexpect¢d information security mation security incidents from other
events that have a significant prob- incidents. More detail on security inci
ability of gompromising business dents is visible in the Security Managg-
operationf and threatening infor- ment PA.

mation segurity
[ISO/IEC 27000:2069]
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ISO/IEC 20000-1:2011, Clause 3
terms and definitions

CMMI-SVC Glossary
terms and definitions

Commentary

orjganization that enters into a
dgcumented agreement with the
sqrvice provider to contribute to
the design, transition, delivery
and improvement of a service or
sdrvices

NQTE The internal group is
outside the scope of the service
pijovider’s SMS.

3.13 interested party stakeholder The definitions have the same meaning
person or group having a specific |A group or individual that is but different wording is used.
interest in the performance or affected by or is in some way

success of the service provider’s accountable for the outcome of

activity(ies) an undertaking.

EXAMPLE Cnstomers_owners Stakeholders can include pro-

mpnagement, people in the service |ject or work group members,

pilovider’s organization, suppliers, |suppliers, customers, end users,

bgnkers, unions or partners. and others.

NOTE 1 A group can comprise an

o1lganization, a part thereof, or

mpre than one organization.

NQTE 2 Adapted from

IS|0 9000:2005.

3.4 internal group This term is not defined in the CMMI=SVC does not use this tefm.
part of the service provider’s CMMI-SVC Glossary. However, it uses the term “supplier,”

which is defined as “(1) An ent
ering products or performing
es being acquired. (2) An indiy
partnership, company, corpor3
association, or other entity hay
agreement with an acquirer fo
design, development, manufac
maintenance, modification, or

items under the terms of an agreement.”

This definition holds true for h
nal and external suppliers.

ity deliv-
bervic-
idual,
ition,
ing an

I the
fure,

supply of

oth inter-

3.IL5 known error

cquse or a method of reducing ot
eljminating its impact on a sexvice
by working around it

pifoblem that has an identified root

Thisterm is not defined in the
€MMI-SVC Glossary.

The term is used in CMMI-SVC
special definition.

without a

3.]L6 nonconformity
ngn-fulfilment of arequirement
50 9000:2005]

This term is not defined in the
CMMI-SVC Glossary.

The term nonconformance is
CMMI-SVC without a special d

The term “noncompliance issul

fined in the PPQA PA: “Nonconppliance

issues are problems identified
ations that reflect a lack of adh
applicable standards, process
tions, or procedures.”

sed in
bfinition.

es” is de-
in evalu-

erence to
Hescrip-
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Table A.1 (continued)
ISO/IEC 20000-1:2011, Clause 3 CMMI-SVC Glossary Commentary
terms and definitions terms and definitions
3.17 organization organization The definitions have the same mean-

s . o : : ing but different wording is used. ISO/
group of people and facilities with |An administrative structure in IEC 20000-1:2011 indicates that an

an arrangement of responsibilities, |which people collectively man-
authorities and relationships age one or more projects or work
groups as a whole, share a senior
manager, and operate under the
Same policies.

organization has facilities. CMMI-SVC

states that organizations manage pro-
jects or work groups and have a senior
manager and policies

EXAMPLE Company, corporation,
firm, ente prise_institution chari-
ty, sole trgder, association, or parts
or combirjation thereof. However, the word “organiza-
tion” as used throughout CMMI
models can also apply to one per-

NOTE 1 The arrangement is gener-

ally orderty. o
son who performs a function in a

NOTE 2 Ah organization can be small organization that might be

public or private. performed by a group of people

[1S0 9000}:2005] in a large organization.

3.18 prevé¢ntive action This term is not defined in the CMMI-SVC dees.use the terms preventp-
CMMI-SVC Glossary. tive actiomand preventive or preventa

action to gvoid or eliminate the

causes or keduce the likelihood of tive maintenance, but without special
occurrende of a potential noncon- defipiidis.

formity or other potential undesir- Examples of proposed preventative ac
able situation tions include changes to the process in
NOTE Addpted from question, training, tools, methods, and
1S0 9000:2005. work products.

3.19 problem This term is not defined\in'the | The term is used in CMMI-SVC without a

o CMMI-SVC Glossary. special definition.
root causg¢ of one or more incidents
NOTE Thd root cause is not usu-
ally known at the time a problem
record is ¢reated and the problem
managemient process is responsible
for furthey investigation.

3.20 procg¢dure Thisterm is not defined in the The term is used in CMMI-SVC withouf a

specified pvay to carry out an activ- CMMI-SVC Glossary. special definition.

ity or a prpcess
[[SO09000:2005]

NOTE Prdcedures can be docu-
mented of not.

3.21 procgss process The definitions have the same meanin
but different wording is used.

gy

set of inteyrelated or interacting set of interrelated activities,
activities whichtransforms inputs |which transform inputs into out- [CMMI-SVC adds the concept that a pro

i ts puts toachieve a given nurnose. lcess has a purnase
Into outpu puts, g purp purp

[1SO 9000:2005]
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Table A.1 (continued)
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2016(E)

ISO/IEC 20000-1:2011, Clause 3
terms and definitions

CMMI-SVC Glossary
terms and definitions

Commentary

3.22 record

document stating results achieved
or providing evidence of activities
performed

[ISO 9000:2005]

This term is not defined in the
CMMI-SVC Glossary.

CMMI-SVC notes that, a “written” re-
cord need not be contained in a single
document or other artifact. Also, it can
be extremely brief for some types of
services (e.g. a receipt that identifies a
service, its price, its recipient).

»

regports, training records or min-

E%AMPLI: Audit reports, imcident
utles of meetings.

This concept is consistent with [SO/

IEC20000-1:2011.

The term is used in CMMI-SVC
places, in varying contexts, wi
special definition. ‘Record” is

ered under the<‘data” definitid
CMMI-SVC Glossary. Data is de]
follows:

“Recorded information.

Recorded information can incl
technical data, computer softy
documents, financial informat]

agement information, represemtation of

facts, numbers, or datum of an
that can be communicated, stqg
processed.”

at several
thout a
COV-

n in the
fined as

ude
Fare
ion, man-

y nature
red, and

3.3 release

cqllection of one or more new or
changed configuration items de-

a fesult of one or more changes

plpbyed into the live environment as

This term is not défined in the
CMMI-SVC Glossary.

The term is used in CMMI-SVC
special definition.

without a

3.24 request for change

pijoposal for a change to be made
tola service, service component or
thle SMS

NOTE A change to a service
includes the provision of a new
sdrvice or the removalefa service
which is no longerregquired.

Thisterm is not defined in the
CMMI-SVC Glossary.

CMMI-SVC uses the term “char

quest” without a special definition.

gere-
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Table A.1 (continued)

CMMI-SVC Glossary
terms and definitions

ISO/IEC 20000-1:2011, Clause 3
terms and definitions

3.25risk
effect of uncertainty on objectives

NOTE 1 An effect is a deviation
from the expected — positive and/
or negative.

Commentary

This term is not defined in the
CMMI-SVC Glossary.

CMMI-SVC defines risk management in
the text as follows:

“An organized, analytic process used to
identify what might cause harm or loss
(identify risks); to assess and quantify

the identified risks; and to develop and,

ferent asgects (such as financial,
health angl safety, and environmen-
tal goals) pnd can apply at different
levels (su¢h as strategic, organi-
zation-wigle, project, product and
process).

NOTE 3 Rfsk is often characterized
by refererce to potential events
and consgquences, or a combina-
tion of thgse.

NOTE 4 Rjsk is often expressed
in terms df a combination of the
consequehces of an event (includ-
ing changps in circumstances)
and the agsociated likelihood of
occurrende.

[1SO 31000:2009]

NOTE 2 (%J]ectlves can have dil-

1T needed, implement an appropriate
approach to prevent or handle causés
of risk that could result in signjficant
harm or loss.”

ISO/IEC 20000-1:2011 covers positive
as well as negative effects of deviation
whereas CMMI-SVC gnly includes “harj
or loss.”

CMMI maintains-the distinction in ris}h
management discipline between hazaj
risk andsspeculative risk. The Risk Ma
agement\PA is about hazard risk.

However, the CAR PA allows for positiy
effects of deviation.

Im

d

e

3.26 service

means of flelivering value for the

tangible.

NOTE 2 Alservice can also be de-
livered tofthe service provider by
a supplier} an internal group or a
customerfacting as a supplier.

Service

“A product that jsdntangible and

have been designed to satisfy
serviee requirements.”

The definitions have similar meaning
but different wording is used. [SO/

meant to bring about a useful result tg
customers.

Also note that CMMI-SVC uses the tern
“service” and “product” with similar
meaning and states in its introduction|
a “service” is a kind of product... Many
people routinely think of products and
services as two mutually exclusive
categories. In CMMI models... product
and services are not disjoint categorie
a service is considered to be a special
variety of product (Reference [18] pag

customer|by facilitating results the [non-storable. LEC 20000'1:201} eXpla,Il,r}llS tdh.at SEIVICES

customer|wants to achieve avea customer_ ocus. 1he discus-
Services arédelivered through |[sion of “service” in the front matter of

NOTE 1 Service is generally in- the use of'service systems that |CMMI-SVC makes clear that services afe

2}

197

12, emphases in original).
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Table A.1 (continued)

ISO/IEC TR 20000-12:2016(E)

ISO/IEC 20000-1:2011, Clause 3
terms and definitions

CMMI-SVC Glossary
terms and definitions

Commentary

3.27 service component

single unit of a service that when
combined with other units will
deliver a complete service

EXAMPLE Hardware, software,

toals qpp] ications documentation

service system component

“Aresource required for a
service system to successfully
deliver services.

The word “component” can be
used in place of “service system

The definitions have similar meaning
but different wording is used.

Service system components can include
processes and people, work products,
facilities, tools, and consumables.

Note thatin CMMI-SVC_service systems

information, processes or support-
injg services.

NOTE A service component can
cdnsist of one or more configura-
tipn items.

component” for brevity when
the context makes the meaning
clear.”

and components can be at afi-qrganiza-
tional level or at the levelofa dpecific
service.

ISO/IEC 20000-1:201¥also exjplains the
relationship of sexvice compornents with
configuratiop.items.

In the textyofCM, CMMI-SVC dé¢scribes
how torselect configuration itgms.
These can be components.

3.P8 service continuity

cdpability to manage risks and
eyents that could have serious
inipact on services in order to

cdntinually deliver services at

agreed levels

This term is not defined in the
CMMI-SVC Glossary.

ISO/IEC 20000-1:2011 includep the con-
cept of unbroken delivery of afp agreed
level of service and the capability of
managing risks and events. CMMI-SVC
says that service continuity priepares
and applies mitigations and thpt ser-
vices can be degraded when sgrvice
continuity mitigations are in use.

3.29 service level agreement
SLA

dgcumented agreement between
thle service provider and customer
that identifies services and ser-
vice targets

NQTE 1 A service level agreement
cqdn also be established between
the service provider and a sapplier,
a1 internal group or a customier
adting as a supplier.

DTE 2 A service levelagreement
cqn be included in a“contract

o1 another typeof documented
agreement

service level agreement

“A service agreement that spec-
ifies delivered services; service
measutes; levels of acceptable
and@nacceptable services;

and expected responsibilities,
liabilities, and actions of both
the provider and customer in
anticipated situations. The use
of the term “service agreement”
always includes “service level
agreement” as a subcategory and
the former may be used in place
of the latter for brevity. However,
“service level agreement” is the
preferred term when it is desired
to emphasize situations in which
distinct levels of acceptable
service exist, or other details of

acaryicalaval ogran Sva

The definitions are similar in Illean-
ing. CMMI-SVC adds the concept that
the SLA includes service measfpires, as
well as responsibilities, liabilifies, and
expected actions for both the gervice
provider and the customer.

ISO/IEC 20000-1:2011 adds the con-

cept of targets in the definition of SLA.
In CMMI-SVC, targets are discjussed in
the CAM PA.

a-servicelevelagreementare
likely to be important to the
discussion.”

3.30 service management

set of capabilities and processes to
direct and control the service pro-
vider’s activities and resources for
the design, transition, delivery and
improvement of services to fulfil
the service requirements

This term is not defined in the
CMMI-SVC Glossary.

CMMI-SVC uses the term without a spe-
cial definition.
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Table A.1 (continued)

ISO/IEC 20000-1:2011, Clause 3
terms and definitions

CMMI-SVC Glossary
terms and definitions

Commentary

3.31 service management system

Service system is defined as

The definitions have the same meaning

service of

NOTE1A
or extern

zation thdt manages and delivers a

services to the customer

customer can be internal
1] to the service provid-

er’s organfization.

(SMS) follows: but different wording is used.
management system to directand |“An integrated and interdepend- |To include some of the sense of manage-
control the service management ent combination of component  |ment, GPs in GG2 and PAs such as OPF
activities of the service provider |resources that satisfies service |and OPD would also be used. A service
NOTE 1 A manasement system js | cduirements. system includes management functions

. © : . , Including policy and objectives and th
a set of inferrelated or interacting |A service system encompasses . 4

[ . . : . capacity to achieve them.
elements fo establish policy and everything [emphasis in source
objectived and to achieve those text] required for service deliv-
objectiveq. ery, including work products,
NOTE 2 The SMS includes all processes, facilities, tools, con- )
. N sumables, and human resources.
service mpnagement policies,
objectiveq, plans, processes, docu-
mentation and resources required
for the defpign, transition, delivery
and imprgvement of services and
to fulfil tHe requirements in this
part of ISO/IEC 20000.
NOTE 3 Afapted from the defini-
tion of quality management system
in IS0 90(00:2005.
3.32 service provider This term is not defined in the CMMI-SVC uses the term without a spg-
. . |CMMI-SVC Glossary. cial definition.

organizatjon or part of an organi-

The introduction to CMMI-SVC ex-
plains that a service provider does the
following:

— “institutionalizes selected Project
and Work Management, Support, and
Service Establishment and Delivery
processes

— establishes agreements with
customers and develops and manages
customer and contractual requiremenits

— develops the capability to measurg
and analyze process performance

|

— ensures that processes are planne
in accordance with policy

— provides adequate resources,
assigns responsibility for perform-
ing the process, trains people on the

PrOCESS, amd ensures the desigmated
work products of the process are under
appropriate levels of configuration
management” (Reference [16], punctua-
tion appears as in original)

3.33 service request

request for information, advice,
access to a service or a pre-ap-
proved change

service request

a communication from a custom-
er or end user that one or more
specific instances of service
delivery are desired.

The definitions are similar in meaning.
ISO/IEC 20000-1:2011 specifies thata
service request is one of four types.

24
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Table A.1 (continued)

ISO/IEC TR 20000-12:

2016(E)

ISO/IEC 20000-1:2011, Clause 3
terms and definitions

CMMI-SVC Glossary
terms and definitions

Commentary

3.34 service requirement service requirements The definitions have the same meaning
needs of the customer and the the complete set of requirements but different wording is used.
users of the service, including that affect service delivery and
service level requirements, and the |service system development.
needs of the service provider
3.35 supplier supplier The meaning is similar. ISO/IEC 20000-
orjganization or part of an or- (1) An entity delivering products 11m2/211v1egetf}i?§3 t}}:g;: ,E)hr:jfgrisi t;ellir;g
gdnization that is external to the |or performing services being cvele includinggdesign Sansition. de-
sqrvice provider’s organization acquired. (2) An individual, li}\,/er’ and improveme;lt CMMI-S\’/C PAs
and enters into a contract with the |partnership, company, corpora- such};s SSD and SD maké it clehr that
sqrvice provider to contribute to tion, association, or other entity supplier can be favolved throushout the
thle design, transition, delivery and |having an agreement with an serr')\?ice life coele o
imiprovement of a service or servic- |acquirer for the design, devel- yge
eqd or processes opment, manufacture, mainte-
NOTE Suppliers include desig- n?pce, mod(ijfica';lion, or supfply
ngted lead suppliers but not their ofitems under the terms of an
. agreement.

syb-contracted suppliers.
3.B6 top management higher level management The meaning is similar. ISO/IEC 20000-

N 1:2011 refers to the highest leyel of
pgrson or group of people who The person or persons who management. CMMI-SVC says policy
direct and control the service pro- |provide the policy and overall and guidance. can be provided fit levels
vider at the highest level guidance for the procé€ss but do above those providing service|monitor-
NOTE Adapted from EOt prov¥de t.he dlr(;Ct day-‘lclo.- ing and control, though not negessarily
150 9000:2005. ay monitoring ahd controlling |y ¢ piopest evel.

of the process. {See also “senior

manager.”)

Such persons belong to a level

of managément in the organiza-

tion@pove the immediate level

responsible for the process and

can be (but are not necessarily)

senior managers.”

senior manager

“A management role at a high

enough level in an organization

that the primary focus of the

person filling the role is the long-

term vitality of the organization

rather than short-term concerns

and pressures.
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Table A.1 (continued)
ISO/IEC 20000-1:2011, Clause 3 CMMI-SVC Glossary Commentary
terms and definitions terms and definitions

A senior manager can be any
manager who satisfies this de-
scription, including the head of
the organization. Synonyms for
senior manager include “exec-
utive” and “top-level manager.”
However, to ensure consistency

and usability, these synonyms
are not used in CMMI models.”

3.37 trangition

live envirpnment

activities finvolved in moving a new | This term is not defined in the
or changed service to or from the |CMMI-SVC Glossary. In the Ser-

transition The meaning is similar. ISO/IECI2000(
1:2011 refers to a change tg orfrom a
live environment, whereas CMMI-SVC
. 2 refers to deployments®oor from the
vice System Transition Process . P

operational state. The.definition in
Area, CMMI-SVC states: «

the process area states, “Deployments|
In this process area, the term generally fallifite one of three catego-
“transition” refers to the com- ries: new installation, replacement, or
prehensive process of preparing |retirement.”
for, executing, and confirming
a deployment of service system
components to a fully opera-
tional state while maintaining
service delivery.

To undergtand the relationship of concepts in ISO/IEC 2Q0000-1:2011 and in CMMI-SVC, it is importgnt
to recognjze when the same terms have different definitions. Table A.2 lists terms defined in the CMMI-
SVC Glosgary that appear in ISO/IEC 20000-1:2011, ‘but are not specially defined there. These terms
are not dpfined in ISO/IEC 20000-1:2011 as it uses’common English dictionary definitions. Commjn

dictionary definitions can differ from the specified CMMI-SVC definitions.

Table A.2 — CMMI-SVC Glossary terms used in ISO/IEC 20000-1:2011

ISO/IEC 20000-1:2011
(use as de¢fined in
common English dic-
tionary)

N

CMMI-SV] i c"m defined in the CMMI-SVC Glossary

“ .

acceptande criteria

The-¢riteria that a deliverable must satisfy to be accepted by a user, customer, or
other authorized entity.

An objective examination of a work product or set of work products against specifi
criteria (e.g. requirements).

audit
This is a term used in several ways in CMM]I, including configuration audits and prad-
cess compliance audits.
A set of specifications or work products that has been formally reviewed and agreefd
baseline on, which thereafter serves as the basis for further development, and which can be

changed only through change control procedures.

catalogue of services

Service catalog:

Alist or repository of standardized service definitions.

change management

Judicious use of means to effect a change, or a proposed change, to a product or service.

A discipline applying technical and administrative direction and surveillance to (1)
identify and document the functional and physical characteristics of a configura-

configuration tion item, (2) control changes to those characteristics, (3) record and report change

management . . . : : . e
processing and implementation status, and (4) verify compliance with specified
requirements.

data Recorded information.
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