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1. Purpose, scope and users

The aim of this document is to define the purpose, scope, principles and activities of the Continual
Service Improvement (CSI) process.

This document is applied to all processes and activities within the SMS.

Users of this document are all employees of [[organization name[l, as well as all external parties who
have a role in the SMS.

2. Reference documents

e |SO/IEC 20000-1:2018, clause 10.2
e (Sl references to all processes within the scope of the SMS

3. Process overview
The purpose of this policy is to ensure that the service improvement process is set and managed.

Objectives of the CSI process are to:
L]
L]
L]

suppliers, documentation,
communication, methodologies, and personnel)

Improvements can include reactive and pro-active actions such as

3.1. Reference to the processes

The following process resources may be used as an input for identifying improvement opportunities

Commented [20A4]: Please include the name of your
company.

Process Resource
Service Level Management Service Level Reports
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Problem Management Problem Records

Commented [20A5]: These are only examples; you can adapt
this list according to your company practices.

Process managers of the processes within the scope of the SMS define targets for each of their
respective processes

e Quality
e Value

All targets defined must have a clear and measurable Key Performance Indicator (or other suitable

periodically monitoring both:

e The current achievement
e The projected trend analysis for the remaining period

3.2. Review

The Continual Service Improvement Manager performs regular review of processes, policies, plans,

[ Commented [20A6]:

Commented [20A7]:

Each process manager is responsible to revise the processes, policies, plans, and process activities
that he manages under any of the following conditions:
e Aftera major incident

° Commented [20A8]:

3.3. Improvement evaluation criteria
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e The CSI Manager evaluates all improvement opportunities, before the approval, against the
following criteria:

Commented [20A9]:

3.4. Improvement prioritization criteria
The CSI Manager uses the following criteria to prioritize improvement opportunities:

. k:riticality - i.e., business-critical services have a higher priority

| Commented [20A10]:

4. Process activities

4.1. Identification and submission of a new improvement opportunity

Improvement opportunities may be identified at any step in the service lifecycle and may involve any
aspects of the SMS included in the scope of this document (see Section 3).

improvement opportunity, the initiator is responsible for reviewing the current contents of the CSI
Register (in order to avoid any duplicates).

4.2. Documenting a new improvement opportunity

The CSI Register must contain the following mandatory fields:

Commented [20A11]:
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7. Priority of the proposed improvement (possible values: Immediate, High, Medium,
Low). The initial value of this field will be the priority suggested by the improvement
initiator. The priority may be modified later during the CSI process.

8. Metric(s) - a list of metrics that can be used to measure the progress of the
improvement initiative —including the metric target(s)

9t

10.

11.

4.3.  Evaluation of the improvement opportunity

[bnce a weeld], the Continual Service Improvement Manager (CSI Manager) will review all the new

entries in the CSI Register.

Regardless of their approval status, all improvement opportunities will be retained in the CSI
Register.

4.4. Prioritization and planning of the improvement opportunity

After the evaluation of the improvement opportunities, all new entries in the CSI Register that have
been approved will be prioritized by using the criteria established in section 3.4 of this document.

otherwise, the CSI Manager modifies the date to reflect the new priority and will be documented in
the register.

The new priority and target completion date will be communicated by the CSI Manager to the

4.5. Implementation of the improvement

The CSI Manager will supervise and monitor the actual implementation of the improvement initiative

progress, issues, delays, or changes in status to the CSI Manager.

4.6. Measuring and reviewing of the implemented improvements
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After improvements have been implemented, the CSI Manager is responsible to:
L]
L]
o Notify the Improvement Owner and Improvement Initiator
o Together with the Improvement Owner, Improvement Initiator, and any other
relevant interested parties:

e Report to the Improvement Owner, Improvement Initiator, and any relevant interested
parties when the implementation is finished

5. Roles and responsibilities

5.1.  Continual Service Improvement Manager

Ci ted [20A14]: Please insert the appropriate job

The Continual Service Improvement Manager role is assigned to [[iob titlé].

Responsibilities of the CSI Manager are:
. bverall responsibility for carrying out activities within the scope of CSI

5.2. Improvement Initiator

Responsibilities of the Improvement Initiator:

. |Identifies the improvement opportunity
L]

according to your organization practices, e.g.: ClO, IT Director, IT
Manager, etc.

Commented [20A15]: These are best practice examples; you
can delete some or include additional ones according to your
company practice.
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5.3. Improvem

ent Owner

Responsibilities of the Improvement Owner:

. [Participates, together with the CSI Manager and any relevant interested parties, in the
evaluation, approval, prioritization, planning, monitoring, and reviewing of all submitted

6. Measurement and reporting

The Continual Service Improvement Manager is responsible to:

e Define and review [[annuallyﬂ the Critical Success Factors (CSFs) that support the current SMS

Whenever the SMS objectives are updated in the SMS Plan, the Continual Service Improvement

7. Managing records kept on the basis of this document

Commented [20A17]: These are best practice examples; you
can delete some or include additional ones according to your
company practice.

Commented [20A18]: You can change the frequency according
to your company practices.

-| Commented [20A19]:

Commented [20A20]: You can change the frequency according
to your company practices.

“{ Commentaa[20821]:

[ Commented [20A22]: You can change the frequency according

to your company practices.

Record name Storage location Person responsible Controls for record Retention time

for storage protection
Continual [tool name / [h’ob titIe]] FESI Ma nager\ The contents Commented [20A23]: Overall responsibility for Incident
Service storage location] of the CSI Records: Usuallyjincident Mansger;
Improvement Register are [ Commented [20A24]: Change if needed. ]
Register never

deleted.
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Corrective or [name of filing [job title] KSI Manager Records are [Commented [20A25]: Change if needed. ]
Preventive folder, in which kept for [|3
Action Form cabinet] yea rs]]. [ Commented [20A26]: You can adapt the retention period ]
[intranet folder according to your company practices.
name]
Measurement [tool name / [h’ob title]] [Process Manager Reports are [Commented [20A27]: Overall responsibility for Incident ]
Reports storage location] where measurement | kept for [[3 fecorge ey alvincioeneNanges
has been performedl years]]. : [Commented [20A28]: Change if needed. ]
[ C ted [20A29]: You can adapt the retention period ]
according to your company practices.

8. Validity and document management

This document is valid as of [date].

Owner of this document is [[job title], who must check and, if necessary, update the document at ) C ted [20A30]: Please insert the appropriate job title
I t b 1 from the top management according to your organization practices,
€as nce a year, I e.g.: CEO, CIO, IT Director, IT Manager, etc.

Commented [20A31]: This is only a recommendation; adjust
frequency according to your company practices.

9. Appendices

e Appendix 1 — Continual Service Improvement Register
e Appendix 2 — Corrective or Preventive Action Form

[Job title]

[Name]

[Signature]\ Commented [20A32]: Only necessary if the Procedure for
Document and Record Control prescribes that paper documents
must be signed.
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