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Service Delivery and Relationship Processes

Welcome to your Study Guide. This document is supplementary to the
information available to you online, and should be used in conjunction with the
videos, quizzes and exercises.
After your subscription to the course has finished online, you will still have the study guide to
help you prepare for the Foundation exam - if you’ve not taken the exam by the time your
subscription expires.
Each module of your course has its own study guide, including a review of the module
information, exercise answers and any additional diagrams or material mentioned. By the end
of the course, you’ll have 6 chapters that build up into the full guide.
This chapter contains the Study Guide information for the lessons which form Module 3 – the
Service Delivery and Relationship Processes.
Use this Study Guide in conjunction with your own notes that you make as you progress
through the course. You may prefer to print it out, or use it on-screen.
After each lesson, you can consolidate what you have learnt whilst watching the videos and
taking the quizzes by reading through the chapter of the Study Guide. If you progress on to do
the Foundation exam, your Study Guide will provide you with vital revision information.
Remember, your Study Guide is yours to keep, even after your subscription to the ISO/IEC
20000 Foundation course has finished.

The International Organization for Standardization (ISO) is a non-governmental organization which is
a network of the national standards institutes of 156 countries.
ISO is the owner of the ISO/IEC 20000 standard.
Text in italics is drawn from the standard, and is reproduced under license.
© IT Training Zone Ltd. 2014 unless otherwise stated. All rights reserved
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Study Guide Icons

Watch out for these icons as you use your Study Guide. Each icon highlights an important
piece of information.

Tip – this will remind you of something you need to take note of, or give
you some exam guidance.

Definition – key concept or term that you need to understand and
remember.

Role – a job title or responsibility associated with a process or function.

Exercise Solution – suggested solution to one of the exercises you will
complete throughout the course.

Purpose or Objective – for a particular process or core volume.
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Module Contents

This Module provided an explanation of the requirements for the service
delivery and relationship processes of the ISO/IEC 20000 standard.
We studied:
Lesson 1 – objectives for the service delivery and relationship processes:









Service Level Management
Service Reporting
Service continuity and availability management
Budgeting and accounting
Capacity management
Information security management
Business relationship management
Supplier management

Lesson 2 – detailed requirements for the service delivery processes:




Service Level Management
Service Reporting
Service continuity and availability management

Lesson 3 – detailed requirements for service delivery processes:




Budgeting and accounting
Capacity management
Information security management

Lesson 4 – the relationship management processes:



Business relationship management
Supplier management
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Syllabus reference
The information in this Module relates to specification sheet section 7.4.2,
sections 3 and 4.
Remember, it’s strongly recommended that you carry out further reading in
the book which accompanies this course ISO/IEC 20000:2011 - A Pocket
Guide as part of your exam preparation.
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The Objectives for the Service Delivery and
Relationship Processes
In this first lesson, we explored the processes covered by the standard by
discussing the objectives of each of the service delivery and relationship
processes. These are:

Service Delivery Processes (Clause 6)







Service level management (6.1)
Service reporting (6.2)
Service continuity and availability management (6.3)
Budgeting and accounting (6.4)
Capacity management (6.5)
Information security management (6.6)

Relationship Processes (Clause 7)



Business relationship management (7.1)
Supplier management (7.2)

The number in brackets after each one shows the clause reference of the process in the
standard. We studied the process objectives first.
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Service Delivery Processes (Clause 6)
Service Level Management (6.1)
The objective for the service level management process is to define, agree, record and manage
levels of service. It is important that the services provided match the customer requirement
and are delivered to agreed targets.

Service Reporting (6.2)
The objective for the service reporting process is to produce agreed, timely, reliable, accurate
reports for informed decision making and effective communication.

Service Continuity and Availability Management (6.3)
The objective for the service continuity and availability management process is to ensure that
agreed service continuity and availability commitments to customers can be met in all
circumstances.
It is the responsibility of the service provider to design the service so that it is able to deliver the
level of availability required by the customer (within any cost restraints). IT services are now so
crucial to business survival that the service provider MUST also ensure that the service can still
be provided in the situations where major disruptive events such as fire, floods, power outages
etc. occur.

Budgeting and Accounting (6.4)
The objective for the budgeting and accounting for services process is to budget and account
for the cost of service provision.
It is essential to understand the cost of services, and to budget to ensure that sufficient money
is available to provide the service required. It is also important to be able to track where money
has been spent.

Capacity Management (6.5)
The objective of the capacity management process is to ensure that the service provider has, at
all times, sufficient capacity to meet the current and future agreed demands of the business.
This requires an understanding of the customer’s plans as far as the business is concerned, how
the use of the individual service may increase or decrease, and the individual capacity of the
components which make up the service.
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Information Security Management (6.6)
The objective of the information security management process is to manage information
security effectively within all service activities.
The responsibility for safeguarding the customers’ data is a serious one and information
security management includes ensuring the necessary data protection, as well as ensuring
security awareness amongst staff.
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Relationship Processes (Clause 7)
Business Relationship Management (7.1)
The objective of the business relationship management process is to establish and maintain a
good relationship between the service provider and the customer based on understanding the
customer and their business drivers.
Business relationship management assists in defining the outcomes from services that the
customer requires and communicates these to the service provider. Understanding what the
customers will use the services for assists the provider in prioritizing their activities, adjusting
the services over time and contributing to customer satisfaction.

Supplier Management (7.2)
The objective of the supplier management process is to manage suppliers to ensure the
provision of seamless, quality services. As suppliers are providing an element of the overall
service which the service provider delivers to the customer, it is essential that suppliers are
monitored and managed, as failure by a supplier could result in the failure of the service
provider to deliver the level of service required by the customer
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The Service Delivery Processes

After looking at the process objectives, we moved on to look at the standard’s
requirements for each process in more detail.

The Service Level Management Process
The objective for the service level management process is to define, agree, record and manage
levels of service. It is important than the services provided match the customer requirement
and are delivered to agreed targets.
The service level management process requires that there be a formal agreement between the
service provider and the customer outlining the services to be provided. These services SHALL
be listed in a catalogue of services agreed with the customer and this catalogue SHALL include
the dependencies between services and service components.

Remember
When the standard says SHALL, this is a mandatory requirement, and the
auditor may want to inspect this document, to ensure that it meets the
requirements of the standard.
The document where the required service or services, and the associated targets are captured
is called the Service Level Agreement or SLA. Each service MUST have at least one SLA agreed
with the customer; there may sometimes be more than one.
When creating the SLAs, the service provider MUST consider the requirements of the customer,
which should have been documented in a set of service level requirements or SLRs. It is
important that SLAs are clear and unambiguous, and so they MUST include agreed service
targets, workload characteristics and exceptions. The service provider MUST be clear what level
of service he or she is committing to, and the customer MUST be clear what they are being
promised.
The standard states that, having agreed and signed the SLA, it is essential that the performance
of the service is reviewed with the customer regularly. Whether as part of this customer review,
or as a separate activity, it is mandatory for the service provider to monitor the service and
identify any trends in service performance. This MUST be a planned regular activity.
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The result of the monitoring MUST be recorded and analysed to identify the causes of
nonconformities and opportunities for improvement. This is in line with the Check stage of the
Deming Cycle.
One recurring theme in ISO/IEC 20000 is the requirement for document accuracy. It is
mandatory therefore for updates are made to the documented service requirements, catalogue
of services, SLAs and other documented agreements as required. These updates MUST be
controlled by the change management process, to ensure the impact of the change is assessed
and the necessary level of control is exercised. Similarly, the catalogue of services MUST be
maintained following changes to services and SLAs to ensure that they are aligned. Once again,
the auditor may check for any discrepancies between the services and what is documented in
the catalogue.
The service provider is accountable for the service defined in the SLA. Some components of the
service may be provided by an internal group or the customer. In these cases, the standard
states that the service provider MUST develop, agree, review and maintain a documented
agreement to define the activities and interfaces between the two parties.
As with all other aspects of the service, the service provider MUST ensure that the performance
of the internal group or the customer meets the agreed service targets, and MUST do this at
regular, planned intervals. Results SHALL be recorded and reviewed as before to identify the
causes of nonconformities and opportunities for improvement.

Service Reporting
The objective for the service reporting process is to produce agreed, timely, reliable, accurate
reports for informed decision making and effective communication.
The standard lays down requirements relation to service reporting as regards:




The documented description of service reports
Information required in service reports
The use of service reports to make decisions and take actions

We studied these in more detail.

Page 12 of 35

The ISO/IEC 20000 Foundation Course

The Documented Description of Service Reports
The description of each service report, including its identity, purpose, audience, frequency and
details of the data source(s), SHALL be documented and agreed by the service provider and
interested parties. This helps to prevent the common situation where reports do not satisfy the
intended audience or are produced without any real understanding of their purpose. It also
clarifies where the data used originated, so that any inconsistences between data sources can
be identified.

The Use of Service Reports to Make Decisions and Take Actions
The standard also states that the service provider SHALL make decisions and take actions based
on the findings in service reports, and communicate the agreed actions to interested parties.
By specifying this, the standard ensures that reports are not just produced because they have
always been produced; it ensure that there is a real purpose to service reporting – to
understand what is happening, and to take any necessary actions as a result. This relates to the
Check and Act stages of the Deming Cycle.

Information Required in Service Reports
The standard specifies that service reports SHALL be produced for services using information
from the delivery of services and the SMS activities, including the service management
processes.
Service reporting SHALL include at least:









Performance against service targets
Relevant information about significant events. These could include, as a minimum, any
major incidents, deployment of new or changed services and any instances of the
service continuity plan being invoked
An analysis of workload characteristics including volumes and any periodic changes in
workload
Any nonconformities against the ISO/IEC 20000-1 requirements which have been
detected, along with any nonconformities against the SMS requirements or the service
requirements. The causes for these should also be included, if they have been identified
The reporting should include any trend information
Measurements of customer satisfaction, and any service complaints received should be
reported, along with the results of the analysis of these
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Service Continuity and Availability Management
The objective for the service continuity and availability management process is to ensure that
agreed service continuity and availability commitments to customers can be met in all
circumstances.
It is the responsibility of the service provider to design the service so that it is able to deliver the
level of availability required by the customer (within any cost restraints).

Service Continuity and Availability Management Plans
It is the responsibility of the service provider to understand the risks to availability and service
continuity. From these risks a plan can be drawn up to ensure that the required level of service
can still be provided if the worst happens. This has to be done with the customer and other
interested parties, to ensure that the IT service continuity plan is aligned with the overall
business continuity plan.

Inputs
Other areas to be included in drawing up a plan include:





Applicable business plans
Service requirements
SLAs
Risks

This ensures that the plan suits the business requirement, and takes a realistic view of the risks
for that particular organisation, rather than taking a generic view which may not be appropriate
The standard lays down requirements for the service continuity and availability requirements.
They should include at least:




Access rights to the services
Service response times
End to end availability of services

The service provider SHALL create, implement and maintain a service continuity plan(s) and an
availability plan(s). These documents MUST be kept up to date, and made available to the
auditor. As changes to these plans may have a larger impact, all such changes should be
considered in terms of impact on the service, other processes and so on. This is done by
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ensuring that it is mandatory that such changes are controlled by the change management
process.
The service continuity plan(s), contact lists and the CMDB SHALL be accessible when access to
normal service locations is prevented. It is no use having a plan, if you do not have access to it
when needed. Plans should be available off-site, in the cloud etc.

Minimum Contents
The standard lays down minimum requirements for these plans, which the auditor may check.
The service continuity plan(s) SHALL include at least:
 Procedures to be implemented in the event of a major loss of service, or reference to
them
 Availability targets when the plan is invoked
 Recovery requirements
 The approach for the return to normal working conditions


Note
The service continuity plan(s) and availability plan(s) can be combined into
one document.

Maintenance of the Plan(s)
It is essential that the plans do not get out of date. The service provider SHALL assess the
impact of requests for change on the service continuity plan(s) and the availability plan(s). This
ensures that any change which could affect the plans is given the appropriate scrutiny.
Availability of services SHALL be monitored, the results recorded and compared with agreed
targets. Unplanned non-availability SHALL be investigated and necessary actions taken. These
last 2 steps are aligned with the CHECK and ACT stages of the Deming cycle.
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Testing
The plans need regular testing to ensure that they provide what is required.
Service continuity plans SHALL be tested against the service continuity requirements.
Availability plans SHALL be tested against the availability requirements. Service continuity and
availability plans SHALL also be re-tested after major changes to the service environment in
which the service provider operates.
The results of the tests SHALL be recorded. Reviews SHALL be conducted after each test and
after the service continuity plan has been invoked. Where deficiencies are found, the service
provider SHALL take necessary actions and report on the actions taken. Again, the auditor may
ask to see evidence of the recording of the test results, the analysis that was done on these and
the action plan to deal with any issues.
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Exercise – Service delivery Processes (part 1)
This lesson included an exercise to look at the service delivery processes of:




Service level management
Service reporting
Service continuity and availability management

If you didn’t have time to complete the exercise during the Lesson, why not attempt it now?

Exercise
We are going to prepare for an audit against the standard at Seylon Ordnax.
Following on from the exercises in the previous module, this exercise considers the evidence an
auditor would expect to find for compliance to clause 6.
In this exercise, identify the evidence that an auditor would expect to find to demonstrate
compliance for:




Service level management
Service reporting
Service continuity and availability management

Exercise Solution
The sections we have covered in this lesson are:




Service level management
Service reporting
Service continuity and availability management

Auditors will look for the following types of evidence:
Service level management
Documented:





Service level management policy
Service catalogue of operational services
Service level agreements
Operational level agreements
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Contracts for engagement of third party suppliers
Service level targets
Service review schedule
Service review meeting minutes
Service management reports
Monitoring service level targets

Service reporting
Documented:












Description of the service reports
Including:
o Identity
o Purpose
o Frequency
o Details of the data source(s)
Action taken as a result of reporting results
Performance against service targets
Relevant information about significant events
An analysis of workload characteristics
Any nonconformities against the ISO/IEC 20000-1 requirements
Trend information
Measurements of customer satisfaction
Service complaints received

Service continuity and availability management
Documented:






Service continuity plan
o Procedures to be implemented in the event of a major loss of
service, or reference to them;
o Availability targets when the plan is invoked;
o Recovery requirements;
o The approach for the return to normal working conditions.
Availability plan
o Availability targets
o Monitoring requirements
o Roles and responsibilities
Testing of both service continuity and availability plans
o Results of tests
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o Actions relating to the results of tests
Please also check your exercise booklet for an extract from the standard.
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Budgeting and Accounting
The objective for the budgeting and accounting for services process is to budget and account
for the cost of service provision.
It is essential to understand the cost of services, and to budget to ensure that sufficient money
is available to provide the service required. It is also important to be able to track where money
has been spent.
IT accounts for a significant amount of every organisation’s expenditure. The financial controls
and governance put in place for managing the financial affairs of the organisation apply equally
to IT expenditure. The standard states that there shall be a defined interface between the
budgeting and accounting for services process and other financial management processes.
The standard says that there shall be policies and documented procedures for:




Budgeting and accounting for service components
Apportioning indirect costs and allocating direct costs to services, to provide an overall
cost for each service
Effective financial control and approval

With these three areas under control the service provider will have a detailed understanding of
all the costs involved in providing each service, will be able to explain where money has been
spent, and will have ensured that all expenditure was authorised according to the rules of the
organisation.

Remember
The auditor may ask not only to see the documents such as policies which
fulfil this requirement but also the records that show that the policies are
actually adhered to.
The budgeting and accounting for service components MUST be detailed, to include all of the
cost elements shown here:








Assets — including licences — used to provide the services
Shared resources
Overheads
Capital and operating expenses
Externally supplied services
Personnel
Facilities
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As previously stated, the standard states that costs shall be budgeted to enable effective
financial control and decision-making for services delivered. To ensure that costs remain under
control, the service provider shall monitor and report costs against the budget, review the
financial forecasts and manage costs. Change management will be provided with financial
information so that the real costs of RFCs are understood.

Note
Many service providers charge for their services, but not all of them. For
example, internal service providers may be centrally funded by the
organisation. Because charging isn’t generic across all service providers, the
scope of the budgeting and accounting for services process excludes it.
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Capacity Management
The objective of the capacity management process is to ensure that the service provider has, at
all times, sufficient capacity to meet the current and future agreed demands of the business.
This requires an understanding of the customer’s plans as far as the business is concerned, how
the use of the individual service may increase or decrease, and the individual capacity of the
components which make up the service.
The standard states that the service provider shall identify and agree capacity and performance
requirements with the customer and interested parties. Following this, the service provider
shall create, implement and maintain a capacity plan.

Remember
The existence of the plan itself may not be sufficient to satisfy the auditor;
he or she may want evidence regarding how the customer and interested
parties were consulted.

The service provider shall create, implement and maintain a capacity plan taking into
consideration human, technical, information and financial resources. Changes to the capacity
plan shall be controlled by the change management process.

Remember
The auditor does not just want to know that there IS a capacity plan, but
that it is being consulted and used.
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Capacity Plan Contents
The capacity plan shall include at least:







Current and forecast demand for services
Expected impact of agreed requirements for availability, service continuity and service
levels
Time-scales, thresholds and costs for upgrades to service capacity
Potential impact of statutory, regulatory, contractual or organizational changes
Potential impact of new technologies and new techniques
Procedures to enable predictive analysis, or reference to them

The service provider shall monitor capacity usage, analyse capacity data and tune performance.
The service provider shall provide sufficient capacity to fulfil agreed capacity and performance
requirements. These will have been agreed in the SLA.
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Information Security Management
The objective of the information security management process is to manage information
security effectively within all service activities. The responsibility for safeguarding the
customers’ data is a serious one and information security management includes ensuring the
necessary data protection, as well as ensuring security awareness amongst staff.

The Information Security Policy
Management with appropriate authority shall approve an information security policy taking
into consideration the service requirements, statutory and regulatory requirements and
contractual obligations.

Note
The standard says “management with appropriate authority”; it is necessary
to show that information security management is taken seriously within an
organisation that senior management are involved, or appoint someone
with their delegated authority to carry out this essential role.
The standard lays down a series of management responsibilities. It states, for example, that
management shall:



Communicate the information security policy and the importance of conforming to the
policy to appropriate personnel within the service provider, customer and suppliers
Ensure that information security management objectives are established

These are important, as many security breaches occur due to a lack of awareness, rather than
deliberate wrong-doing, so the communication of the policy and its importance to all is
essential if this is to be avoided. It is important that the objectives for the process are set out
clearly.
Managing information security is about assessing and managing risks to that information
security, assessing the risk, and setting out the overall approach to the risk.
Management MUST also ensure that information security risk assessments are conducted at
planned intervals. The auditor may ask to see the schedule for assessment, or the output of the
previous assessment.
The standard states that management shall ensure that internal information security audits are
conducted and that the results from these are reviewed to identify opportunities for
improvement. This relates to the CHECK and ACT stages of Deming.
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The service provider shall implement and operate physical, administrative and technical
information security controls in order to:





Preserve confidentiality, integrity and accessibility of information assets
Fulfil the requirements of the information security policy
Achieve information security management objectives
Manage risks related to information security

It is the management’s responsibility to ensure sufficient controls are in place to ensure that
the policy is being adhered to and the objectives achieved.
These information security controls shall be documented and shall describe the risks to which
the controls relate, their operation and maintenance. The service provider shall review the
effectiveness of information security controls and shall take necessary actions and report on
the actions taken. Again we can see that to have a document stating good intentions is not
enough to meet the requirements of the standard. An organisation needs to show evidence of
review and improvement (CHECK and ACT).

Note
Many organisations allow third parties access to their data, and this is a
potential security risk. The standard says that the service provider shall
identify external organizations that have a need to access, use or manage
the service provider's information or services.
They MUST then document, agree and implement information security
controls with these external organizations.

Managing Changes which Impact Information Security
Requests for change can be a danger to information security; each MUST be assessed to
identify:



New or changed information security risks
Potential impact on the existing information security policy and controls

The auditor may therefore examine the change management process to ensure that the
information security requirements are being adhered to.
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Managing Information Security Breaches
Information security incidents shall be managed using the incident management procedures,
with a priority appropriate to the information security risks. It is essential that the service desk
agents are aware of these risks, and the appropriate priorities.
As before, each process MUST have CHECK and ACT stages. The service provider shall analyse
the types, volumes and impacts of information security incidents (CHECK). Information security
incidents shall be reported and reviewed to identify opportunities for improvement (ACT)

Note
The ISO/IEC 27000 family of standards specifies requirements and provides
guidance to support the implementation and operation of an information
security management system.

Exercise – Service Delivery Processes (part 2)
This lesson included an exercise to look at the service delivery processes of:




Budgeting and accounting
Capacity management
Information security management

If you didn’t have time to complete the exercise during the lesson, why not attempt it now?

Exercise
We are going to prepare for an audit against the standard at Seylon Ordnax.
Following on from the exercises in the previous module, this exercise considers the evidence an
auditor would expect to find for compliance to clause 6.
In this exercise, identify the evidence that an auditor would expect to find to demonstrate
compliance for:




Budgeting and accounting
Capacity management
Information security management
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Exercise Solution
The sections we have covered in this lesson are:




Budgeting and accounting
Capacity management
Information security management

Auditors will look for the following types of evidence:
Budgeting and accounting
Documented:




Budgeting and accounting for service components
Apportioning indirect costs and allocating direct costs to services, to
provide an overall cost for each service
Effective financial control and approval

Auditors will look for records of the use of these things, to demonstrate
financial controls over the following:








Assets — including licences — used to provide the services
Shared resources
Overheads
Capital and operating expenses
Externally supplied services
Personnel
Facilities

Capacity management
Documented:


Created, implemented and maintained capacity plan including:
o human, technical, information and financial resources
o Current and forecast demand for services
o Expected impact of agreed requirements for availability,
service continuity and service levels
o Time-scales, thresholds and costs for upgrades to service
capacity
o Potential impact of statutory, regulatory, contractual or
organizational changes
o Potential impact of new technologies and new techniques
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o Procedures to enable predictive analysis, or reference to
them
Capacity monitoring
Analysis of data
Performance monitoring and tuning

Information security management
Documented:






Information security management policy including:
o Service requirements
o Statutory and regulatory requirements
o Contractual obligations
Implemented physical, administrative and technical information
security controls in order to:
o Preserve confidentiality, integrity and accessibility of
information assets
o Fulfil the requirements of the information security policy
o Achieve information security management objectives
o Manage risks related to information security
Records relating to information security:
o Incidents
o Changes
o Problems
o Known errors

Please also check your exercise booklet for an extract from the standard.
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The Relationship Processes

Business Relationship Management
The objective of the business relationship management process is to establish and maintain a
good relationship between the service provider and the customer based on understanding the
customer and their business drivers.
Business relationship management assists in defining the outcomes from services that the
customer requires and communicates these to the service provider. Understanding what the
customers will use the services for assists the provider in prioritizing their activities, adjusting
the services over time and contributing to customer satisfaction.
The standard states that the service provider SHALL identify and document the customers,
users and interested parties of the services. For each customer, the service provider SHALL have
a designated individual who is responsible for managing the customer relationship and
customer satisfaction. This is the business relationship manager role.
There may be several people carrying out this role, each with responsibility for one or more
customers. This means that the customer has a known, named individual, with whom they can
build up a relationship. The business relationship manager is able to gain a detailed
understanding of the customer requirements and strategy, and to provide advice and
suggestions regarding how IT could help the strategy be realised. Because the business
relationship manager understands the capabilities of the IT department, he or she will be able
to make appropriate suggestions. IT departments can often be too inward-facing or technologyfocussed; the business-focus of the business relationship manager helps to counteract this.
The standard states that the service provider SHALL establish a communication mechanism with
the customer. By setting up a regular communication with the customer, the service provider
improves their understanding of the business environment and the requirements for new or
changed services. Such information enables the service provider to respond to these
requirements more quickly and more accurately. Business relationship management helps the
alignment of IT and the business.
The service provider SHALL review the performance of the services at planned intervals, with
the customer. The Business relationship manager may identify changes to the documented
service requirements; any updates to these will be carried out using change management.
Changes to SLAs SHALL be co-ordinated with the service level management process. It is
important to understand that the business relationship manager does not replace the service
level manager; their roles are complementary. The business relationship manager helps to
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identify new or changed requirements, and the service level manager ensures that these can be
met through SLAs, OLAs and underpinning contracts.

Customer Complaints
An important element of the work of the business relationship manager is that of dealing with
customer complaints.
The standard states that the service provider MUST agree the definition of a service complaint
with the customer. The business relationship manager MUST then follow a documented
procedure to manage such complaints. The procedure MUST include the service provider
recording, investigating, acting upon or escalating the complaint as required, then closing and
reporting on all service complaints.

Note
Where a service complaint is not resolved through the normal channels,
escalation SHALL be provided to the customer.

Measuring Customer Satisfaction
Measuring customer satisfaction is a requirement for business relationship management.
The standard specifies that the service provider SHALL measure customer satisfaction at
planned intervals based on a representative sample of the customers and users of the services.
The results SHALL be analysed and reviewed to identify opportunities for improvement. It is
important that the basis for choosing who to sample, and when, is specified in the
documentation.
The checking of satisfaction levels and the implementation of any required actions is part of the
Check and Act stages of the Deming cycle. The auditor may ask to see agreed actions and their
outcomes from previous reviews.
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Supplier Management
The objective of the supplier management process is to manage suppliers to ensure the
provision of seamless, quality services. As suppliers are providing an element of the overall
service which the service provider delivers to the customer, it is essential that suppliers are
monitored and managed, as failure by a supplier could result in the failure of the service
provider to deliver the level of service required by the customer

The service provider may use suppliers to implement and operate some parts of the service
management processes. This may result in some complex supply chain relationships, where the
failure of a supplier impacts the service provided to the customer. An example of supply chain
relationships is shown below.

Important suppliers, who provide a major part of the service, may have delegated some
elements to sub-contracted suppliers, as you can see here.
Supplier management MUST be assured that ALL suppliers are being effectively managed, to
reduce any risk to the service from poor supplier performance. The service provider SHALL
agree with the supplier service levels to support and align with the SLAs between the service
provider and the customer. These underpinning contracts MUST support the achievement of
the SLA with the customer.
The failure of a sub-contracted supplier could endanger the achievement of the SLA targets.
The responsibility for meeting those targets lies with the service provider. It is a service
provider responsibility therefore to ensure that roles of, and relationships between, lead and
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sub-contracted suppliers are documented, and to verify that lead suppliers are managing their
sub-contracted suppliers to fulfil contractual obligations.

The Role of the Supplier Manager
For each supplier, the service provider SHALL have a designated individual who is responsible
for managing the relationship, the contract and performance of the supplier. This means
holding regular reviews, assessing the performance against the contract, and agreeing action
plans where performance has not bet the contract, or is deteriorating so that the targets
agreed are in danger of being breached. In some cases, this may include terminating the
contract and finding a replacement for the supplier.

The Contract
The service provider and the supplier SHALL agree a documented contract. The standard
defines several mandatory items to be contained within, or referred to by the contract. These
are:













The scope of the services to be delivered by the supplier
Any dependencies between services, processes and the parties
The requirements to be fulfilled by the supplier
The service targets to be met
Interfaces between service management processes operated by the supplier and other
parties
Integration of the supplier's activities within the SMS
Workload characteristics
Contract exceptions and how these will be handled
The authorities and responsibilities of the service provider and the supplier
The reporting and communication to be provided by the supplier
The basis for charging
The activities and responsibilities for the expected or early termination of the contract
and the transfer of services to a different party

The auditor may ask to examine any contracts the organisation seeking certification has with
any of its suppliers. He may also seek evidence that these items are being fulfilled, and if not,
that they have been raised and an action plan agreed during a review.
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Monitoring and Reviewing Performance
Monitoring and reviewing supplier performance at planned intervals is a mandatory
responsibility of the service provider.
The performance SHALL be measured against service targets and other contractual obligations.
Results SHALL be recorded and reviewed to identify the causes of nonconformities and
opportunities for improvement. As with many of the other processes covered by the standard,
it is necessary to be able to prove (with evidence) not only that a policy exists, but that it is
being reviewed and improved.
Through discussion at the service review, it may become apparent that the current contract no
longer reflects what is required. Any changes to the contract, such as changing its scope, service
targets or services supplied SHALL be controlled by the change management process, so that a
complete impact assessment is carried out before any changes are made.
Inevitably there will be failures to agree between a supplier and the service provider from time
to time. The standard ensures that a documented procedure to manage contractual disputes
between the service provider and the supplier is in place.

Exclusions
Finally, it is important to realise that the scope of the supplier management process excludes
the selection of suppliers and the procurement of services.
Following on from the earlier discussion about supply chain relationships, you may find it useful
to look at the further examples shown in ISO/IEC TR 20000-3.
.
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Exercise – Relationship Processes
This lesson included an exercise to look at the relationship processes of:



Business relationship management
Supplier management

If you didn’t have time to complete the exercise during the lesson, why not attempt it now?

Exercise
We are going to prepare for an audit against the standard at Seylon Ordnax.
Following on from the exercises in the previous module, this exercise considers the evidence an
auditor would expect to find for compliance to clause 7.
In this exercise, identify the evidence that an auditor would expect to find to demonstrate
compliance for:



Business relationship management
Supplier management

Exercise Solution
The sections we have covered in this lesson are:



Business relationship management
Supplier management

Auditors will look for the following types of evidence:
Business relationship management
Documented:







Customers of the service provider
Individual contact for the customer
Performance reviews including:
o SLA targets
o Objectives and outcomes from the service(s)
Customer complaints procedure
Customer satisfaction surveys including
o Analysis of the results
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o Resultant actions to address any identified issues
Supplier management
Documented:




Contracts with suppliers including:
o The scope of the services to be delivered by the supplier
o Any dependencies between services, processes and the
parties
o The requirements to be fulfilled by the supplier
o The service targets to be met
o Interfaces between service management processes operated
by the supplier and other parties
o Integration of the supplier's activities within the SMS
o Workload characteristics
o Contract exceptions and how these will be handled
o The authorities and responsibilities of the service provider
and the supplier
o The reporting and communication to be provided by the
supplier
o The basis for charging
o The activities and responsibilities for the expected or early
termination of the contract and the transfer of services to a
different party
Monitoring and reviewing performance
o SLA targets supported by the contract
o Manage contractual disputes

Please also check your exercise booklet for an extract from the standard.
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