Service management system

If your task at hand is to achieve I1SO
20000" certification, the ITIL® - ISO
20000 Bridge, in combination with the
ITIL® Process Map, offers the ideal way
to get started, keep track of your
progress towards I1SO 20000
compliance, and prepare yourself for

the certification audit.

Target Groups

The ITIL® — ISO 20000 Bridge is designed
for IT organizations or IT service
providers which are preparing them-
selves for a certification according to
ISO/IEC 20000.

1) The ITIL® —1SO 20000 Bridge is based on
ISO/IEC 20000:2011.

Mandatory ISO 20000 Requirements

general requirements

Design and transition of
new or changed services
Service delivery processes
Relationship processes
Resolution processes
Control processes
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The ITIL® - I1SO 20000 Bridge

Benefits of using the ITIL® - ISO 20000
Bridge

Because of its unique combination of
ISO 20000 requirements, process
models and document templates, the
ITIL® - 1ISO 20000 Bridge together with
the ITIL® Process Map allow you to save
time and effort during a typical 1ISO
20000 project:

— At the beginning of your 1ISO 20000
initiative, it makes it possible for you
to understand what exactly it means
for your IT organization to become
ISO 20000 compliant (what should
you aim for and how much change is
needed?).

— The process templates make the
huge task of designing ISO 20000
compliant processes for your IT
organization manageable. Rather
than starting with a blank page, you
are able to modify existing process
models.

— The checklists support the creation
of 1ISO 20000 compliant documents
and records. Again, you are able to
modify existing documents rather
than starting with a blank page.

— Our well-structured and coherent
process models guide you on your
way to creating a high-quality
process documentation which is able
to stand up to a certifier's scrutiny.

— A certifier will check if all IT staff
have a basic understanding of your
processes. The graphical represen-
tation of the processes is a big

advantage in this respect.

Factsheet

Contents of the ITIL® - ISO 20000
Bridge

The ITIL® — ISO 20000 Bridge is designed
to be used in combination with the ITIL®
Process Map. For every requirement
you will find specific suggestions on
how those requirements can be fulfilled
- the ideal way to quickly understand
what exactly it means for your IT
organization to become ISO 20000

compliant.

A set of diagrams relates the standard's
147 single requirements (Part 1: Service
Management System Requirements) to
the ITIL® processes and documents/

records.

You are thus able to start from the ISO
20000 requirements, and to open
compliant process models and

checklists with a mouse-click.

In addition, the ITIL® — ISO 20000 Bridge
contains the original document 1SO/IEC
20000: 2011 Part 1: Service

Management System Requirements.

Versions and Platforms

The ITIL® —1SO 20000 Bridge is designed
for use in combination with our ITIL®
reference process model - the ITIL®
Process Map. It is available in English
and German for the following

platforms:

— Microsoft Visio™, ARIS™, iGrafx®
Flowcharter™/ Process™,
Holocentric™ Modeler (engl.),
Primero™ and IBM® Rational®

System Architect® (engl.).




ITIL® -

ISO 20000 Bridge:

A Summary of the Features

The circles next to the require-

ments can be used for color-coding:

Green circles might, for example,
indicate the requirements which
are already fulfilled.

You are ready for the certification
audit once all circles are green.

The "Requirements" column
contains all 147 1SO 20000:2011
requirements as an exact copy of
the original standard (Part 1:
Service Management System
Requirements).

Mandatory ISO/IEC 20000:2011

The "Processes" column states for
each requirement which
process(es) from the ITIL® Process
Map - when implemented - fulfill
the 1SO 20000 requirement.

A mouse-click takes you right into
the process diagrams of the ITIL®
Process Map where you can see
what an 1S0-20000-compatible
process should be like:
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The "Documents and Records"
column states which information
items (typically, documents or
records) can be used to demon-
strate compliance with a require-
ment. Your certifier will look for
those documents and records as
evidence that a certain process is
actually in use.

The shapes are linked with
checklists — documents which
explain in more detail what your
documents and records should be
like.

The checklists of the ITIL® Process
Map can be opened with a mouse-
click:
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The "Comments" column contains
notes on how the ITIL® processes
and information objects relate to a
requirement. You can also use it to
insert your own comments — for
example further explanations on
how a specific requirement is
fulfilled.

Comments on the State

Change Schedule maintained by the
Change Management process.

i i i
i i i
i i i
. ! . ! ! .
Requirements | the Requirements | (Documents and Records) | of Compliance
| | |
i i i
I I I
Q The success or failure of releases shall be monitored and analysed. | | I (Comments)
> ase: T 3 | Release and | Release Record |
Measurements shall include incidents related to a release in the period | Deployment | |
following deployment of a release. Analysis shall include assessment of the | lapcsnat | |
impact of the release on the customer. The results and conclusions drawn from } } Incident Record }
the analysis shall be recorded and reviewed to identify opportunities for ; ; ;
improvement. | | Incident !
| Change Management | Management Report |
i i i
I = I I
| | Change Evaluation |
I I Report I
| | |
I I I
I I I
I I I
O Information about the success or failure of releases and future release dates } e — } T } Release Management passes Release
shall be provided to the change management process, and incident and service | Deployment | | Records back to Change
request management process. ! panssement ! ! Management, containing the details
| | Change Schedule | of successfully deployed or failed
} - } » } Releases. Incident Management and
| | | Service Request Fulfilment obtain
| Change Management | i N "
1 1 1 information about ongoing or
| = | I planned Releases indirectly, via the
| S E— | |
I I I
| | |
I I I
| | |

IJCENBED PRODUCT

About IT Process Maps GbR

IT Process Maps GbR was founded in 2006 by
Stefan and Andrea Kempter as a privately

The company forged a number of IT Process Maps GbR

Stefan Kempter and Dr. Andrea Kempter
Am Hornle 7

87459 Pfronten

Germany

Tel. + 49 8363 92 73 96

Fax +49 8363 92 77 03
info@it-processmaps.com
WWww.en.it-processmaps.com

partnerships in order to be closer to its

held company in Bavaria, Germany. customers from different parts of the world:

Its focus is on the provision of process know- USA/ Canada, Australia, Middle East, UK,

how "out of a box" for IT organizations. The Switzerland and Scandinavia.

company's flagship product, the ITIL®

Process Map, is a unique ITIL® Reference .
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Process Model, used by leading businesses

worldwide from a broad spectrum of Member of itSMF

At www.en.it-processmaps.com you can
industries to successfully implement ITIL and

1SO 20000.

learn more about us and the ways the ITIL®
Process Map can be applied.
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