
Implementing Service Quality Based
On Iso Iec 20000 2nd Edition

Implementing Service Quality Based
on ISO/IEC 20000-2:2018
In today's competitive landscape, delivering exceptional service quality is paramount
for success. Many organizations strive to achieve this, and a robust framework like
the ISO/IEC 20000-2:2018 standard offers a proven path. This article delves into
implementing service quality based on ISO/IEC 20000-2nd edition, exploring its
benefits, practical application, and common challenges. We'll examine key aspects
like service level management, incident management, and problem
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management, all crucial components of a successful implementation.

Benefits of Implementing ISO/IEC 20000-2:2018
Adopting the ISO/IEC 20000-2:2018 standard offers numerous advantages for
organizations of all sizes. These benefits extend beyond simply meeting compliance
requirements and encompass substantial improvements in operational efficiency and
customer satisfaction.

Improved Service Delivery: The standard provides a structured approach to
service management, leading to more consistent and reliable service delivery.
By defining clear processes and responsibilities, organizations can minimize
disruptions and ensure services meet customer expectations. This directly
impacts customer satisfaction and loyalty.

Enhanced Efficiency and Productivity: ISO/IEC 20000-2:2018 promotes
process optimization. By streamlining workflows and automating tasks,
organizations can significantly improve efficiency and productivity within their
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IT service departments. This leads to cost savings and better resource
allocation.

Reduced Operational Costs: Improved efficiency translates directly into cost
reductions. By minimizing incidents, resolving problems quickly, and optimizing
resource utilization, organizations can significantly lower their operational
expenses. This includes reducing downtime, minimizing support calls, and
preventing costly errors.

Increased Customer Satisfaction: The focus on service level management
(SLM) ensures services meet or exceed customer expectations. By proactively
managing service levels and addressing customer concerns, organizations build
trust and improve customer satisfaction. This leads to improved customer
retention and advocacy.

Improved Risk Management: The standard encourages a proactive approach
to risk management. By identifying and mitigating potential risks, organizations
can minimize disruptions and ensure business continuity. This is particularly
critical for organizations relying heavily on IT services.
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Implementing ISO/IEC 20000-2:2018: A Practical
Approach
Implementing the ISO/IEC 20000-2:2018 standard requires a systematic and phased
approach. It's not a one-size-fits-all solution; adaptation to your organization's
specific context is crucial.

Phase 1: Assessment and Planning:

Gap Analysis: Begin by assessing your current service management practices
against the requirements of the standard. Identify gaps and areas needing
improvement.
Define Scope: Clearly define the scope of your implementation, specifying
which services and departments will be included.
Resource Allocation: Allocate sufficient resources (personnel, budget, time)
to the implementation project.
Team Formation: Establish a dedicated implementation team with
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representatives from various departments.

Phase 2: Process Implementation:

Process Design & Documentation: Design and document processes based on
the ISO/IEC 20000-2:2018 framework. This includes processes related to
service level management (SLM), incident management, problem management,
change management, and release management. Consider using a process
mapping tool for visualization.
Training: Provide comprehensive training to all personnel involved in service
management. This ensures everyone understands their roles and
responsibilities.
Tool Selection: Implement appropriate IT Service Management (ITSM) tools
to support the implemented processes.

Phase 3: Implementation and Monitoring:

Pilot Testing: Pilot test the implemented processes in a controlled
environment before full-scale deployment.
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Monitoring and Measurement: Establish key performance indicators (KPIs)
to monitor the effectiveness of the implemented processes. Regularly review
and adjust processes based on performance data.
Auditing: Conduct regular audits to ensure compliance with the standard and
identify areas for improvement. Consider external audits for certification
purposes.

Phase 4: Continuous Improvement:

The ISO/IEC 20000-2:2018 standard emphasizes continuous improvement. Regularly
review and update processes to reflect changing business needs and technological
advancements. Use feedback from customers, staff, and audits to drive
improvements.

Addressing Common Challenges in Implementation
Implementing ISO/IEC 20000-2:2018 presents certain challenges:
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Resistance to Change: Overcoming resistance to change within the
organization is crucial. Clear communication, training, and engagement are
vital.
Integration with Existing Systems: Integrating the new processes with
existing systems and tools can be complex. Careful planning and selection of
appropriate tools are necessary.
Resource Constraints: Lack of sufficient resources (budget, personnel, time)
can hinder implementation efforts.
Maintaining Compliance: Continuous effort is required to maintain
compliance with the standard.

Conclusion
Implementing service quality based on ISO/IEC 20000-2:2018 is a significant
undertaking but offers substantial rewards. By establishing a robust service
management framework, organizations can improve service delivery, enhance
efficiency, reduce costs, and boost customer satisfaction. Remember that successful
implementation requires a phased approach, diligent planning, commitment to
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continuous improvement, and the active involvement of all stakeholders.

Frequently Asked Questions (FAQ)
Q1: What is the difference between ISO/IEC 20000-1 and ISO/IEC 20000-2?

A1: ISO/IEC 20000-1 specifies the requirements for a service management system
(SMS). ISO/IEC 20000-2 provides guidance on how to implement and manage that
SMS. Think of 20000-1 as the "what" and 20000-2 as the "how."

Q2: Is ISO/IEC 20000-2:2018 certification mandatory?

A2: Certification is not mandatory, but it provides independent verification that your
organization meets the standard's requirements. It can enhance credibility and
provide a competitive advantage.

Q3: How long does it typically take to implement ISO/IEC 20000-2:2018?

A3: The implementation timeframe varies depending on the size and complexity of



Implementing Service Quality Based On Iso Iec 20000 2nd Edition

Implementing Service Quality Based On Iso Iec 20000 2nd Edition
9

the organization and its existing service management practices. It can range from
several months to over a year.

Q4: What are the key performance indicators (KPIs) for measuring success?

A4: Key KPIs include customer satisfaction scores, incident resolution time, mean
time to recovery (MTTR), service availability, and cost per incident.

Q5: What are the costs associated with implementation?

A5: Costs vary depending on the size of the organization, the scope of
implementation, and whether external consultants are used. Costs include consultant
fees, training costs, software licenses, and internal staff time.

Q6: How does ISO/IEC 20000-2:2018 relate to ITIL?

A6: While not directly related, ISO/IEC 20000-2:2018 aligns well with ITIL best
practices. Many organizations use ITIL as a framework for implementing the
standard's requirements.
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Q7: Can smaller organizations benefit from ISO/IEC 20000-2:2018?

A7: Absolutely. Even smaller organizations can benefit from the improved efficiency
and service quality offered by the standard. The implementation can be scaled to fit
the organization's size and resources.

Q8: What happens after certification?

A8: Certification is not a one-time event. Ongoing monitoring, audits, and continuous
improvement are required to maintain compliance and reap the long-term benefits of
the standard.

Elevating Service Excellence: Implementing Service
Quality Based on ISO/IEC 20000-2 2nd Edition
The demand for high-quality service delivery is unyielding in today's dynamic market.
Organizations across numerous sectors appreciate that offering premier services is
not merely a beneficial trait, but a vital factor for growth. ISO/IEC 20000-2, the
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updated standard for IT service management (ITSM), provides a comprehensive
framework to attain this aim. This article will investigate how to efficiently implement
service quality based on ISO/IEC 20000-2, modernizing your service delivery.

The second edition of ISO/IEC 20000 introduces several significant improvements
over its predecessor. It emphasizes a more process-driven approach, integrating best
practices and matching with other applicable IT standards like ITIL. This integrated
view enables organizations to more effectively manage their IT services, leading to
improved service quality and increased customer contentment.

Core Elements for Implementing ISO/IEC 20000-2 for Service Quality:

Implementing ISO/IEC 20000-2 successfully requires a methodical approach. Here
are some essential elements:

1. Understanding the Standard: Thorough grasp of the norm's requirements is
paramount. This includes acquainting yourself with the precise clauses, explanations,
and best practices. Training sessions and certified consultants can significantly assist
in this process.
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2. Gap Analysis: Conduct a thorough gap analysis to determine the differences
between your current ITSM practices and the requirements of ISO/IEC 20000-2. This
appraisal will highlight areas that need improvement or establishment of new
procedures. Use this as a guide for your deployment strategy.

3. Process Design and Implementation: Based on the gap analysis, design and
establish the required processes. This includes defining roles and responsibilities,
documenting procedures, and creating a system for monitoring and assessing
performance. Consider using ITSM tools to optimize these processes.

4. Service Level Management: Efficiently managing service levels is vital for
achieving service quality. This entails defining clear service level deals (SLAs) with
customers, monitoring performance against those SLAs, and taking remedial action
when required. Regular assessments of SLAs are essential to guarantee they stay
relevant.

5. Continuous Improvement: ISO/IEC 20000-2 stresses the value of continuous
improvement. This demands a culture of regular monitoring, evaluation, and analysis
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of processes. Periodic audits and management reviews are vital for identifying areas
for optimization. This could involve implementing new technologies, refining existing
processes, or delivering additional training to staff.

Illustrative Example: Imagine a credit union aiming to improve its customer service
for online banking. By implementing ISO/IEC 20000-2, they can define clear SLAs for
response times to customer queries, measure these times through monitoring tools,
and identify bottlenecks in their service offering. Periodic reviews and corrective
actions can then guarantee that service levels satisfy customer expectations.

Practical Benefits and Implementation Strategies:

Implementing ISO/IEC 20000-2 offers various benefits, including improved service
quality, increased customer satisfaction, reduced operational costs, and enhanced
risk management. Success depends on strong leadership commitment, dedicated
resources, and a environment of continuous improvement. Gradual implementation
can be advantageous for extensive organizations.

Conclusion:
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Implementing service quality according to ISO/IEC 20000-2 2nd edition is a strategic
initiative that can substantially better an organization's ability to deliver high-quality
IT services. By adopting the phases outlined in this article, organizations can
revitalize their ITSM practices, achieving a competitive benefit in the market. The
key is to embrace a integrated approach, focusing on continuous improvement and
customer contentment.

Frequently Asked Questions (FAQs):

1. Q: Is ISO/IEC 20000-2 certification mandatory? A: No, ISO/IEC 20000-2
certification is not mandatory. However, it can show to clients and stakeholders a
resolve to high-quality service delivery and enhanced risk management.

2. Q: How much does ISO/IEC 20000-2 implementation cost? A: The cost differs
based on the size and complexity of the organization, as well as the level of support
required from external consultants.

3. Q: How long does it take to implement ISO/IEC 20000-2? A: The
implementation timeline also differs considerably, according to the organization's



Implementing Service Quality Based On Iso Iec 20000 2nd Edition

Implementing Service Quality Based On Iso Iec 20000 2nd Edition
15

size, existing ITSM maturity, and resources assigned to the project.

4. Q: What are the main benefits of using an ITSM tool for ISO/IEC 20000-2
implementation? A: ITSM tools automate many of the processes needed by ISO/IEC
20000-2, enhancing efficiency, reducing errors, and simplifying monitoring and
reporting.
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