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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,
ISO/IEC]TC 1.

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives. Pa-t 2.

The main task of the joint technical committee is to prepare International Standards. Draft Interi aticnal
Standards adopted by the joint technical committee are circulated to national bodi‘s ior v _ting.
Publication as an International Standard requires approval by at least 75 % of the nacnai vodies
casting a vote.

In exceptional circumstances, when the joint technical committee has collected data o'z different kind
from that which is normally published as an International Standard (“state of the a.*”, for example), it
may decide to publish a Technical Report. A Technical Report is entirely inforzi:ativ2in nature and shall
be subject to review every five years in the same manner as an Internationa. Stai dard.

Attention is drawn to the possibility that some of the elements of tlis ¢ ocument may be the subject of
patent rights. ISO and IEC shall not be held responsible for identifying a v or all such patent rights.

ISO/IEC TR 20000-10 was prepared by Joint Technical Committe~ IS?/ECJTC 1, Information technology,
Subcommittee SC 7, Software and systems engineering.

ISO/IEC 20000 consists of the following parts, under the Jeneral title Information technology —
Service management:

— Part 1: Service management system requiremer..c

— Part 2: Guidance on the application of ser'icc management systems

— Part 3: Guidance on scope definition aad vnplicability of ISO/IEC 20000-1

— Part 4: Process reference model {T>chi..cal Report]

— Part 5: Exemplar implement: tion pian for ISO/IEC 20000-1 [ Technical Report]

The following parts are under p "eparation:

— Part 6: Requireme:i.= for bodies providing audit and certification of service management systems
— Part 8: Guidanc: on the application of service management systems for smaller organizations

— Part 9: Guiance on the application of ISO/IEC 20000-1 to the cloud

— Par10: “onc :pts and terminology

— «Par.11: Guidance on the relationship between ISO/IEC 20000-1:2011 and service management frameworks
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Introduction

This part of ISO/IEC 20000 provides an overview of the concepts and the terminology of ISO/IEC 20000. It
establishes a common framework for helping organizations to understand the purpose of all the parts of
ISO/IEC 20000 and the relationships between the parts. This part of ISO/IEC 20000 is intended to become
the authoritative source for definitions used in all the parts of ISO/IEC 20000. Terms defined in this part
of ISO/IEC 20000 will be removed from other published parts of ISO/IEC 20000 as they are updated.

This partof ISO/IEC 20000 identifies other documents thathave relationships with ISO/IEC20000-1:2( 1
and identifies common areas with related International Standards to aid the use and integraticn or
multiple International Standards in organizations.

This part of ISO/IEC 20000 can be used by any organization or individual involved in “he planning,
design, transition, delivery and improvement of services using ISO/IEC 20000-1:2011. It ccn a’so be used
for those involved in the assessment or audit of service management systems (SM3), prov.ding details
of all parts of ISO/IEC 20000 and how they can be used. More specifically, this part ¢€1Su, [EC 20000:

a) defines the terms used in ISO/IEC 20000;

b) promotes cohesion between the parts of ISO/IEC 20000 by explaining the ~onc :pts and terminology
used across all parts;

c) contributes to the understanding of ISO/IEC 20000 by clarifying the 1 2!2ionships between all the parts;

d) clarifies the possible interfaces and integration betweei. i~ service provider’s SMS and other
management systems;

e) provides an overview of other International Sta:da.ds which can be used in combination with
ISO/IEC 20000;

f) identifies common areas between ISO/IEC 200051 and other International Standards.

Figure 1 represents an overview of the relat'onsnips between the parts of ISO/IEC 20000 as well as
frameworks and other external influencas.
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Figure 1 — Overview of parts of ISO/IEC 20002 addressed in ISO/IEC TR 20000-10
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Information technology — Service management —

Part 10:
Concepts and terminology

1 Scope

This part of ISO/IEC 20000 describes the core concepts of ISO/IEC 20000, identifying how the different
parts support ISO/IEC 20000-1:2011 as well as the relationships between ISO/IEC 26?00 and other
International Standards and Technical Reports. This part of ISO/IEC 20000 also exp’ain_ the cerminology
used in ISO/IEC 20000, so that organizations and individuals can interpret the concents correctly.

This part of ISO/IEC 20000 is for:

a) service providers considering using any part of ISO/IEC 20000 and lnoki ~g fo - guidance on how to
use the different parts of ISO/IEC 20000 to achieve their goal;

b) service providers that wish to understand how ISO/IEC 20000 ¢ be used in combination with
other International Standards;

c) practitioners, auditors and other parties who wish to gain an understanding of ISO/IEC 20000.

2 Terms and definitions
For the purposes of this document, the following ternis and definitions apply.

NOTE Terms and definitions used in ISO/T%C 200¢0 but not included in this part can be found in standard
English dictionaries.

21

availability

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

Note 1 to entry: Availabilit_*is nurmally expressed as a ratio or percentage of the time that the service or service
component is actually ~viilac'e for use by the customer to the agreed time that the service should be available.

2.2
configuratior. boseline
configuratinn 1. formation formally designated at a specific time during a service or service component’s life

Note 1 {» entry: Configuration baselines, plus approved changes from those baselines, constitute the current
cenfigirasion information.

Ivate 2 %0 eatry: Adapted from ISO/IEC/IEEE 24765:2010.

2.3

configuration item

CI

element that needs to be controlled in order to deliver a service or services
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