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The "YaSM® - ISO 20000 Bridge" is an
additional component to the
YaSM® Process Map.

The YaSM® -
ISO 20000
Bridge

It specifically addresses the needs of
organizations that wish to achieve

certification against 1ISO/IEC 20000.

ISO 20000 and
YaSM Service Management

1ISO 20000 is the internationally
acknowledged standard for service
management. It sets out “requirements
for establishing, implementing,
maintaining and continually improving a

service management system (SMS)”.

ISO/IEC 20000 requirements

Context of the organization

Leadership
Planning
Support of the SMS
Operation of the SMS
Performance evaluation
Improvement

YaSM° - 1SO 20000 Bridge

Service managementprocesses to meet

the requirements

Related evidence:
documents, policies & records

Checklists
& document templates

YaSM® Process Map

YaSM® - 1SO 20000 Bridge

To meet these requirements, organi-
zations typically have to define and
implement a set of service management
processes that comply with the
standard. But ISO 20000 does not
prescribe specific processes, nor does it
provide detailed descriptions that

organizations could use as guidance.

This is where YaSM service manage-

ment comes into the picture:

The YaSM model is well aligned with
ISO 20000 and offers a complete set of
processes, policies and document
templates which provide a solution for

every ISO 20000 0 requirement.

1) The YaSM® - ISO 20000 Bridge is

based on ISO/IEC 20000:2018, Part 1.

Contents of the
YaSM® - |SO 20000 Bridge

A set of detailed diagrams relates
the standard's 149 requirements to
the 125 process diagrams and

95 document templates of the
YaSM® Process Map.

You are thus able to start from the
ISO 20000 requirements, and to
open the corresponding process
and document templates with a

mouse-click.

So for every ISO 20000 require-
ment you will find a specific
suggestion on how it can be
fulfilled.

In addition, the YaSM® - 1ISO 20000
Bridge contains the complete set of
ISO 20000 requirements as a
sortable and filterable Excel

worksheet.

Benefits of using the
YaSM® - |SO 20000 Bridge

With its unique combination of

ISO 20000 requirements, process
models and document templates, the
YaSM® - |SO 20000 Bridge allows you to
get started quickly and save time and
effort:

— At the beginning of your ISO 20000
initiative, the Bridge enables you to
understand what exactly it means for
your organization to become
1ISO 20000 compliant (what should you
aim for and how much change is

needed?).

— The process templates make the huge
task of designing ISO 20000 compliant
processes for your organization
manageable. Rather than starting
from nothing, you are able to modify

existing process models.

— The YaSM checklists support the
creation of 1ISO 20000 compliant

documents, policies and records.

— The well-structured and profession-
ally designed process models guide
you on your way to creating high-
quality process documentation, which
is the key to successfully completing

your certification audit.

Versions and platforms

The YaSM® - ISO 20000 Bridge is
currently available in English or German
for Microsoft Visio®,

BIC / BIC Process Design and

the ARIS Process Platform™.




YaSM®-1SO 20000 Bridge:

A summary of the features

Color codes Requirements Processes Documents and records

The circles next to the require-
ments can be used for color-coding:
Green circles might, for example,
indicate the requirements which
are already fulfilled.

The "Requirements” column
contains all ISO 20000-1:2018
requirements as an exact copy of
the original standard (Part 1:
Service management system

You are ready for the certification requirements).

audit once all circles are green.

The "Processes" column states for each
requirement which process(es) from the
YaSM® Process Map - when implemented
- fulfill the 1SO 20000 requirement.

A mouse-click takes you right into the

process diagrams of the YaSM® Process
Map where you can explore an 1SO-

The "Comments" column contains

notes on how the YaSM® processes
and information objects relate to a

requirement.

The "Documents and records" column
states which information items (typically,
documents or records) can be used to
demonstrate compliance with a require-
ment. Your auditor will ook for those
documents and records as evidence that
a certain process is actually in use.

You can insert your own comments
- for example further explanations
on how a specific requirement is

20000-compliant process. The shapes are linked with checklists — fulfilled.
documents which describe the typical
contents of the documents and records.
The checklists of the YaSM® Process Map
can be opened with a mouse-click.
Desgn new o harged g
Mandatory I1SO/IEC 20000:2018 Processes which fulfill Related evidence Comments

Requirements

8.3.3 Service level management

8.3.3.1 The organization and the customer shall agree the services to be
delivered.

O 8.3.3.2 For each service delivered, the organization shall establish one or more
SLAs based on the documented service requirements. The SLA(s) shall include
service level targets, workload limits and exceptions.

O 8.3.3.3 At planned intervals, the organization shall monitor, review and report
on:

a) performance against service level targets;

b) actual and periodic changes in workload compared to workload limits in the
SLA(s).

the requirements

Design new or charged
(+]

Manage customer
relationships

G+ S

Design new or charged

Design new or charged

Operate the services.

(documents and records)

The services to be delivered are specified in the service
definitions. The service definitions are integral parts of
the customer service agreements signed with each
customer.

The services to be delivered, including service level
targets, are specified in the service definitions.

The service properties, including service level targets,
are specified in the service definitions. The service
operation process tracks agreed vs. actual service levels
and compiles service quality reports.

Where to learn more about YaSM

If you are looking for an introduction to
YaSM in general, our free YaSM Service
Management Wiki is the best place to

start.

About IT Process Maps GbR

IT Process Maps GbR was founded in 2006 by
Stefan and Andrea Kempter as a privately

held company in Bavaria, Germany.

Its focus is on the provision of process know-
how "out of a box" for service providers. The
company's process models and their officially
accredited ,ITIL® Process Map“ are used by
leading businesses worldwide from all types
of industriesto successfullyimplement
service management best practicesand ISO
20000.

The Wiki includes an overview of the
YaSM processes, a YaSM glossary, and

details on how YaSM is related to other

The company forged a number of partner-
shipsin order to be closer to its customers

from different parts of the world:

USA/ Canada, Middle East, UK, Switzerland

and Scandinavia.

More information

At yasm.com you can learn more about us
and the waysthe YaSM® Process Map can be
applied.

service management frameworks and
standards, such as ITIL®, ISO 20000,
COBIT®, FitSM, VeriSM™ and SIAM®.

IT Process Maps GbR

Stefan Kempter & Dr. Andrea Kempter
Schénauer Str. 57

88131 Lindau (Bodensee)

Germany

Tel. +49 8382 2809303
info@yasm.com

yasm.com

Member of itSMF

YaSM stands for "Yet another Service Management Model". - YaSM® is a registered trademark of IT Process Maps GbR. ITIL® and IT Infrastructure Library® are registered trademarks of AXELOS Limited. -
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