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Antes, 5 minutos sobre a Quint




Fundada por 5 soécios
Holanda - 1992

* Holanda (Headquarters)
* Espanha

* Franca

* Italia

* Finlandia

* Alemanha

* Bélgica

* Canada

* EUA

* Mexico

* Arabia Saudita

* Argentina

» Malasia
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Quint — Nossos Objetivos

Determinar a base

dos processos de Tl Trilhar os passos

necessarios
em direcéo ao
aperfeicoamento
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Treinar o seu Staff
nas melhores
praticas de
Governanca

de TI

Implementar
as mudancas
COm sucesso
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Vianagement &
ISO 20000

Benchmarking

Vianagement
ISO27001

(SOx, Baslell)

Pecision
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Quint — Portifolio de Treinamento

ITIL (Fundamentos, Profissional e Master);

ISO 20000 para Consultores e 1ISO 20000 Implementacéo;

00007 J31/08I

COBIT Fundamentos;

Gerenciamento de Seguranca da Informacao;
Gerenciamento de Outsourcing;

Pratica de Implementacao de Processos ITIL;

Simulacéo de Negdcios (Control-IT).

itSMF

The IT Sarvice Mraagamont FForma.
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Quint — Alguns Clientes

AT&T Wireless, BankOne, Capital One, Cisco, City of San Francisco, EDS,
Ernst & Young, General Motors,HP, Intel, Johnson & Johnson, Lucent,
Proctor and Gamble, U.S. Army, Phillips, Schneider Foods, Scripps, Sears,
Siemens, Sprint, State Farm, Wachovia, ABN Amro Bank, KPMG, Dutch
Government, British Government, Local Dutch Governments, Heineken, e
Reed Elsevier, Banco Santander, ING Barings
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BRASIL : Carrefour, Cemig, Veracel, Aracruz, GTech, T-Systems/Gedas,
Telefonica, Vivo, Andrade Gutierrez, Roche, HP, CSC, CPM, CA, EMC,
SUN, ABN Amro Bank, Philips, Roche, Atlas Schindler, Siemens, Gerdau,
Petrobras, Merck, Alcoa, Verisign, Serpro entre outros.
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Agora vamos a ISO/IEC 20000




IT-service
System Orientation




| T-service
Service Orientation




ITIL® and IT Service Management

Information Technology Infrastructure Library (7 bo

Planning To Implement Service Management

m I -

Service
Support

Security
Managemen

<OO0ro0zxTOMmMH

Application Management
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ISO/IEC 20000

Combines and enhances strengths of ITIL and
1ISO9000:2000
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Complementary to existing QM methodologies

Aims for continuous quality improvement (PDCA)
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ISO/IEC 20000

Formal standard to promote the adoption of an integral
process approach to the effective delivery of IT services
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A set of ‘controls’ against which an organisation can be
assessed for effective IT Service Management processes
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ISO/IEC20000: Structure

Management responsibility
Documentation requirements
Competence, awareness & training

Plan, Implement, Monitor, Improve (PDCA)

—
Planning & Implementing new or changed

services

* Service Reporting » Capacity Mgt
* Services Level Mgt _ !  Availability & IT Service
« Budgeting & Accounting for Configuration Management Continuity Mgt

IT Service Change Management « Information Security Mgt

| S —— 1

* Release Management * Business Relationship
Management
» Supplier Management

* Incident Management
* Problem Management

S
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ISO/IEC 20000 and ITIL

All ITIL processes are included within the ISO/IEC 20000

Processes discussed in the ITIL Foundation course
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On a more detailed level, there are some deviations
Grouping of processes
Addition of three processes

No charging in financial process
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Deviations between ISO/IEC 20000 and ITIL
processes

Three new processes
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Reporting
Business relationship management

Vendor management

Service Desk not included

Availability and IT Service continuity
combined

Grouping of processes
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ISO/IEC 20000 and 1SO9000 (1)

ISO/IEC 20000 incorporates the generic quality management
framework as documented in ISO9000:2000
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Aim of ISO 900x (0, 1, 2, 3 and 4):
Demonstrate the level of quality
Make quality predictable
Make sure quality improves constantly

But it does not include:
The quality of the end product
Efficiency of the processes
Motivation of the personnel

Neither does ISO/IEC 20000, so be aware of this
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ISO/IEC 20000: History

First code of practice published by BSi
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First edition of the specification and revised code of practice
published by BSi

Second edition of the specification, including new
management system requirements published by BSi

Certification scheme launched by itSMF

First three companies certified against BS 15000

Publication of ISO/IEC 20000 and withdrawal of BS 15000
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Certified organizations per country

19 countries

Australia
Austria
Brasil
China
Germany
Hong Kong
Hungary
India
Japan
Korea

Netherlands
S. Korea
Singapore
Spain
Switzerland
Taiwan
Thailand

UK

GISYAN
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Certified organizations

Australia
CSC Australia Pty Ltd
Maxxam Computer Systems Pty Ltd
State Revenue Office Victoria

Austria
Salzburg AG
TNT Express Austria GmbH,

China

Huawei Technologies Co Ltd / Huawei
Information Systems Co Ltd

Germany

BT (Germany) GmbH & Co.0HG
anzice Gmb

Siemens AG IT Operations (ITO)

Siemens Business Services Gmb

H &

VOUaic e e
Hong Kong

Hewlett-Packard HK SAR Ltd
Hungary

ING Service Centre Budapest

India
C_ AXA Technology Services India P@

Computers International
CSC Computer Sciences (India)
GE Capital International Services

Hewlet-Packard GlobalSoft Ltd
e U

Network Solutions Private Limited

Tata Iron and Steel Company Ltd -
O yoETvICE

Wipro Technologies Global Command
Centre

Wipro Technologies IT Management Group

Japan

Hitachi Electronics Services Co Ltd
EC Corporation System Manageme|

Support DIVISTOTT

Nihon Unisys Co, Ltd. Outsourcing
Business

Risk Monster.Com
Korea
Benit Company
Posdata Co. Ltd

Nether
Electronic Data Systems(EDS)

S. Korea

Public Procurement Service
Samsung Networks
Samsung SDS Co.Ltd
ernet & Commerce Co Ltd

Singapore
NCS Pte Ltd. Managed Services,
Infrastructure Management

Spain
T-Systems ITC Services Espana SAU

Switzerland

Centris AG

Sohard AG

Taiwan

Information Management Center ,Chung
Shan Institute of Sci &Tec

Thailand
NIT Technologies Limited

Accenture — NHS Services>
Atos Origin

Biwater Treatment Ltd

BT Global Services

Competition Commission IT Dept
CSC Computer Sciences Ltd

English Heritage

Exel plc

G4S Justice Services,Electronic
Mnnifr\rinc

UK

DeI)i/very
Northrop Grumman Information
Technology Ltd
Phoenix IT Group Ltd
Red Squared Plc
SAIC Ltd
Score Group Plc
Softlab Ltd
Specialist Computer Centres Ltd
Yell Limited
USA

Affiliated Computer Services Inc
Affiliated Computer Services Inc.

OutsouitiTy
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ISO/IEC 20000
250% growth in numbers and countries

Certified organisation

Affiliated Computer Services Inc

BT Consuiting and Systems Integration
CSC Computer Sciences (UK)

CSC Computer Sciences (India)

CSG Computer Services GmbH

Exel plc

HCL Comnet

HP Globalsoft

Hitachi Electronics Services Company
IBM UK (MOD LITS)

Infosys Technologies Ltd.

ING Service Centre Budapest
Micromuse Ltd

Risk Monster.Com
SAIC Lid
Securicor Justjp

drganisations (x1)
‘echnologies Global Command Centre
Wipro TechnologiesIT Management Group
Yell Ltd

Hungary
Japan

Germany

United Kingd
USA

United Kingdom
United Kingdom
ermany
United Kingdom

United Kingdom

(India)
(China)
(Japan)

United Kingdom
Posdata Co. Ltd Korea
Public Procurement Service (Korea)
(United Kingdom)

Risk Monster.Com (japan)

(United " ~dom)
Salzburg AG /*
Samsune *h Korea)
Satv- A (India)

\,b‘ qany)

fland)

Q .uputer Centres Ltd (UK)
-Q

.enue Office Victoria (Australia)

(Germany)

(India)
TNT Express Austria GmbH (Austria)
T-Systems ITC Services Espana SAU (Spain)
Vodafone Information Systems GmbH (Germany)
(India)
(India)
(UK)

Ur

Urited Kingdom
United i

United Kingdorn

ed Kingdom
ma
Netherlan
ingdom

®S 22 (Germany)
(Germany)

(China) B0 AG (Switzerland)
pecialist Computer Centres Ltd (UK)
‘State Revenue Office Victoria (Australia)

(India)
TNT Express Austria GmbH (Austria)
T-Systems ITC Services Espana SAU (Spain)
Vodafone Information Systems GmbH (Germany)
(India)
(India)
(UK)
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ITSMF has crucial role

Local ITSMF chapters will push ISO/IEC20000 into
the market

2 itSMF, Espafia - Microsoft Internet Explorer.
Fie £t Vew F

Om - ©- 1

Tnicio Entreqa S0 20000 2 AENOR
23 junio 2006

2Qué e itsif?

Benefisis y etivo a p e gestion e se

Precias . %

Contécte con f A

Nosotros

Ciclo Mesas Redonda:
1S junio 2006
FaQs

5 n rependiente
dasla e 3
: Aoariconss prensa
oo 4 AreieaE 7onio 2008
Wejores précticas abags con U e

Hisién y Objetivos

Noticias 2 marzo 2006
Organizacién

freteedinpstes Nombramiento Presidente.
Reuniones + Honarif

17 enero 2006
Suserbirse

Entrar.
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ISO/IEC 20000 Parts 1 and 2

Part 1 — the Specification
Rules of compliance

Part 2 — the Code of Practice

Guidance and recommendations
regarding implementation of service
management




ISO/IEC20000: Structure




Antes de tudo !

Application
Eligibility and

Scoping




Application of ISO/IEC 20000

Businesses going out to tender for their services

Businesses that require a consistent approach by all service
providers in a supply chain

Demonstrate the ability to meet customer requirements

To improve service through the effective application of
processes to monitor and improve service quality




Benefits of Implementation

Service Quality

Confidence

Reputation and competitiveness

Customer satisfaction

Supplier management

Compliance to legislation e.g. Sarbanes-Oxley




ISO/IEC 20000 certification

Processes are effective?

Step 1
Are you eligible?
Step 2
What is the scope?
Step 3
Do you meet the standard?




1 Eligibility

Depends on the management control of all ISO/IEC 20000
processes

Management control of a process consists of:
Control of inputs

Use and interpretation of outputs
Definition and measurement of metrics
Definition, measurement and review of process improvements




Eligibility example 1

Business unit A Business unit B Business unit C Busine sSs unit D

31

Quint Wellington Redwood ©2002




Eligibility example 2

Business unit A Business unit B Business unit C Busine sSs unit D
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Eligibility example 3

Business unit A Business unit B Business unit C Busine SS unit D
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Eligibility example 4

Business unit A Busir2os unit B Business uine© Busine Ss unit D
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2 Why scope?

The certificate should not imply that the organization has
capabilities over and above those covered by the audit

The customers must be able to rely on the certificate




Developing a scope statement

The scope statement should explicitly cover:

Services encompassed by the audit

Any geographical or location boundaries

Organizational or functional boundaries

Any outsourced process components




Scoping example 1




Scoping example 2




Example scoping statement — 1

The scope of the certification is:

"Provision of Network and Communication Services, IT
infrastructure and Tools, Project support services and
Maintenance of Software applications."

The location covered by the certification is Bali, India




Example scoping statement — 2

The scope of the certification is:

"The IT Service Management System that covers the
provision of IT infrastructure services to its contracted users
within the technical and organizational boundaries of
Company-X Ltd from its premises in India. This includes all
service management planning and implementation activities,
service delivery, relationship, resolution, control and release
processes. In addition, the internal supporting IT function that
provides infrastructure and application management services
that comprise the end-to-end managed service. Thisis in
accordance with the Company-X Ltd catalogue. "

The location covered by the certification is:

Konapana Agrahara, Belmont City, Phase 25, Cherazadr Road,
Bangalore, India
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Certification audit

The Certification Audit will typically comprise
Agree terms of reference and scope
Off-site assessment of process documentation
On-site audit of staff and process compliance
Presentation of the audit findings

If all requirements satisfied, presentation of the ISO/IEC 20000
certificate




After certification

Certificate is valid for three years
Annual surveillance audits are required

Internal audits are required by Part 1 and the certification
scheme

On the third year anniversary, a full re-audit will be carried
out
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Summary ISO/IEC 20000 Processes (EXAMPLE)

* Incident Management
* Problem Management




Resolution Processes
Incident Management (EX AMPLE)

Obijective: To restore agreed service to the business as soon
as possible or to respond to service requests

Record ALL incidents

Procedures for managing the impact of incidents, including:

Recording, prioritization, business impact, classification,
updating, escalation, resolution & formal closure

Keep customer informed of progress

Process SHOULD (Part -2) include:

e 1st line resolution or referral, customer liaison

e Incident tracking




Resolution Processes
Problem Management ( EXAMPLE)

Obijective: To minimize the disruption to the business by
proactive identification and analysis of the cause of incidents
and by managing problems to closure

Procedures for identifying, minimising or avoiding impact of
iIncidents and problems including:

Prioritization, classification, updating, escalation, resolution &
formal closure

Take preventive action
Trend analysis

Process SHOULD (Part -2) include:

» Classification of incidents to help determine the causes of problems

« Communicate progress, workarounds or permanent resolutions to
those affected




Management of change:
Achieving change

Necessity

Getting the right elements in place

Resources

Competence

Resistance

Confusion

Chaos

Frustration




