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National foreword

This British Standard reproduces verbatim ISO/IEC 20000-1:2005 and 
implements it as the UK national standard. It supersedes BS 15000-1:2002 
which is withdrawn.

The UK participation in its preparation was entrusted by Technical Committee 
IST/15, Software and systems engineering, to Subcommittee IST/15/-/8, 
IT service management, which has the responsibility to: 

A list of organizations represented on this subcommittee can be obtained on 
request to its secretary.

BS ISO/IEC 20000 is based on the knowlege and experience gained by experts 
working in the field. It can be used in conjunction with a number of best 
practice publications, listed in the national annex NA.

Cross-references

The British Standards which implement international publications referred to 
in this document may be found in the BSI Catalogue under the section entitled 
“International Standards Correspondence Index”, or by using the “Search” 
facility of the BSI Electronic Catalogue or of British Standards Online.

This publication does not purport to include all the necessary provisions of a 
contract. Users are responsible for its correct application. 

Compliance with a British Standard does not of itself confer immunity 
from legal obligations.

— aid enquirers to understand the text;

— present to the responsible international/European committee any 
enquiries on the interpretation, or proposals for change, and keep  
UK interests informed;

— monitor related international and European developments and 
promulgate them in the UK.
Summary of pages

This document comprises a front cover, an inside front cover, the ISO/IEC title 
page, pages ii to v, a blank page, pages 1 to 17 and a back cover.

The BSI copyright notice displayed in this document indicates when the 
document was last issued.
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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 JTC 1. 

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2. 

The main task of the joint technical committee is to prepare International Standards. Draft International 
Standards adopted by the joint technical committee are circulated to national bodies for voting. Publication as 
an International Standard requires approval by at least 75 % of the national bodies casting a vote. 

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent 
rights. ISO and IEC shall not be held responsible for identifying any or all such patent rights. 

ISO/IEC 20000-1 was prepared by BSI (as BS 15000-1) and was adopted, under a special “fast-track 
procedure”, by Joint Technical Committee ISO/IEC JTC 1, Information technology, in parallel with its approval 
by national bodies of ISO and IEC. 

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

⎯ Part 1: Specification 

⎯ Part 2: Code of practice 
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Introduction 

This part of ISO/IEC 20000 promotes the adoption of an integrated process approach to effectively
deliver managed services to meet the business and customer requirements. For an organization to function 
effectively it has to identify and manage numerous linked activities. An activity using resources, and managed
in order to enable the transformation of inputs into outputs, can be considered as a process. Often the output
from one process forms an input to another.  

Co-ordinated integration and implementation of the service management processes provides the ongoing 
control, greater efficiency and opportunities for continual improvement. Performing the activities and 
processes requires people in the service desk, service support, service delivery and operations teams to be 
well organized and co-ordinated. Appropriate tools are also required to ensure that the processes are effective 
and efficient.  

It is assumed that the execution of the provisions of this part of ISO/IEC 20000 is entrusted to appropriately
qualified and competent people. 

An International Standard does not purport to include all necessary provisions of a contract. Users of 
International Standards are responsible for their correct application. 

Compliance with an International Standard does not of itself confer immunity from legal obligations. 
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