IT Ser

Background

IT Infrastructure Library ITIL® has |

for IT Service Manggement. More ¢
compliance to ITIL . Internal IT or sk

are trying to improye service quality |
practices from ITIL . The huge volume
could be daunting for many organization
to audit against ITIL " to certify compliance
standard provides organizations an easy ro
ITSM. It is also possible to audit against this
compliance. This standard has two parts, 20‘,
specifications and 20000-2 provides code of pr

ISO/IEC 20000-2 &

ITIL
g

In-house policies, processes
and procedures

SO/IEC 20000 and ITIL

{ helps IT service organizations identify
improve the quality of IT services being
IS basis, Service Level Agreements (SLAs) can be
rranged with customers. They contain measurable
licators quality objectives, making them
le.

1130 W. Lake Cook Rd. Buffalo Grove

A

 Benefits

ISO/IEC 20000-1 ce

compliance to ITIL &

Competitive advan
Easy roadmap to

Management System

Management
Systems
Solutions

Planning New Services

Service Delivery

. Capacity Management .
Service Level Management

Service Continuity &
Availability Management

Release

Release Management

Incident Management

Problem Management

Service Reporting

Resolution

ork

Information Security
Management

Budgeting and
Accounting for
IT Services




Management

U Systems
Solutions

Roadmap for ISO/IEC 20000-1

1SO/EC 20000

S and its range of services
ic company required for preparation of an offer/q

o

Contract completion

* Finalize assessment scope
e Timeline

System analysis (usually on site)

*  Pre-assessment of the ITSM system

e Review and evaluation of the ITSM system documentation

¢ Explanation of identified weaknesses and necessary actions in ad
system assessment

. Pre assessment on site
P Optional: N *  Evaluation of agreed-upon areas and/or processes
re-assessmen »  Written report stating necessary actions and potential for improvement

System assessment evaluation of the ITSM system for fulfillment of the requirements

sment to ITIL, identification of areas for improvement
cessary actions and highlighting potential for improvement

Evaluation and o A
certificate issue sment results and certification decision by UL DQS, Inc.

n, issuance of certificate with a validity of three years

L)
Advancement assessments

e Conducted on-site before completion o
e Review and evaluation of essential com

15t Advancemtent ITSM system, with an emphasis on the id
assessmen

year
ulfillment of the requirements for the
of potential for improvements

Re-certification *  Re-certification before completion of 3rd y

= =

chk Facts about UL DQS Inc. =

Formed with partnership between The Underwriters Laborateries Inc.
Systems). DQS was founded by DGQ (German Society of uallty) a
*  Global presence: 60 offices in 40 countries
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