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Organisation Address, which
"operates in sector z / is in the business of y"

The Top Management and management of Organisatioy, located at

e and continual

, are committed to the establishment, implementation, main
Within the scope of the SMS, which is r Organisation
Name is committed to delivering service ‘ he requirements

Name will comply with all applica igati d other requirements relative to its
operations and will set, review and mai late service management

This policy is communi€ated within Organisation Name and to all Employees/Staff and,
as appropriate, t o perform work on its behalf. It is available to the public and
interested parties upon request.

1. Top Management responsibilities
Top Management is committed to the SMS and in particular taking accountability for:

e The effectiveness of the SMS;
o Ensuring that the SMS conforms to the requirements specified in ISO/IEC
20000-1:2018; and



o Delivering services in a coordinated way regardless of which party is involved
in performing activities to support the service lifecycle.

Top Management is responsible for:

a. Ensuring that the Service Management Policy and objectives are established for
the SMS and are compatible with the context, purpose and strategic direction of
Organisation Name;

b. Ensuring that the Service Management Plan is maintained in order to support the
Service Management Policy, achieve the service management objectives and meet
applicable requirements;

c. Providing a framework for establishing and reviewing
objectives;

d. Assigning and communicating the roles, responsibilities

Ice management

s of authority for

to define this role. If you do no
to one or more other roles within
Responsibilities Ma

a. The 000-1:20718;

b. All' S res are integrated and support the Service Management Policy and
objective essary this is by delegation of authority by Top Management;

od, documented and met;

standards, statutory, legal and regulatory requirements are met;

etween Organisation Name and another party, the designated individual
contracts and performance of external suppliers ensures the contractual

d. Obligations such as polic
e. When a contract is in pl
responsible for mana
obligations are met;
f. Assets used to deliver services are managed to meet the service requirements and the obligations;
<<g-m removed for sample purposes> >

3. Service Management Policy

“These parameters for a Service Management Policy are typical of what a service provider should be able
to achieve with a fully implemented and operational SMS. In selecting what to include in a Service
Management Policy Organisation Name does so on the basis of the direction required by Top
Management. The Service Management Policy is therefore specific to the Organisation Name's



circumstances.

a. The SMS is effective and fully operational.

b. There is a link between the Service Management Policy(s), processes and procedures.
c. All processes are implemented.

d. Procedures are documented and consistently followed.

e. Measures are available on the operation of the SMS.

<<g-n removed for sample purposes> >

4. General principles

"Organisation Name is aware that:

¢ Top Management provides direction through policies set out;
e Establishing policies is fundamental to the success
e Policies align to the outcome expected of the SMS w
e Policies apply to the operation and improve

e An overall service management p,
a specific policy is going throu i i ents or other major changes;
e <<content removed for sample pu
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