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ISO 20000 Cheatsheet: A Quick 
Reference Guide to Achieving ITSM 

Excellence 
 

Simplify ISO 20000 Standards with This Handy Cheatsheet  
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The ISO 20000 Cheatsheet is a concise, easy-to-reference guide that 

simplifies the complex requirements of the ISO 20000 standard.  

Designed for IT professionals and organizations aiming to achieve 

certification, this cheatsheet highlights key elements of the standard, 

offering a quick overview of the most important aspects of IT service 

management (ITSM).  

Whether you're new to ISO 20000 or preparing for an audit, this cheatsheet 

will help you stay on track, ensuring you understand the requirements and 

can implement them effectively. 

 

Why Use the ISO 20000 Cheatsheet? 
 

The ISO 20000 Cheatsheet serves as an essential tool to streamline the 

process of understanding and applying the ISO 20000 standards. Here’s 

why it’s indispensable: 

 

1. Quick Access to Key Information: 

The cheatsheet gives you immediate access to the most crucial 

elements of the ISO 20000 standard, saving you time by eliminating 

the need to sift through the full documentation. 

2. Easy-to-Understand Language: 

This guide simplifies complex ISO 20000 clauses into digestible, 

actionable information, making it accessible for teams at all levels 

within the organization. 

3. Improves Efficiency: 

With all essential information in one place, you can quickly refer to 
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the cheatsheet during audits, meetings, and while implementing 

improvements, ensuring your team stays aligned with ISO 20000 

requirements. 

4. Supports Quick Compliance Checks: 

The cheatsheet helps teams efficiently check whether their IT service 

management practices comply with each requirement of ISO 20000, 

helping to avoid unnecessary delays or missed details. 

 

Key Highlights of the ISO 20000 Cheatsheet 
 

The ISO 20000 Cheatsheet covers the most important aspects of the 

standard, broken down into easy-to-digest sections: 

 

1. General Requirements for IT Service Management (ITSM) 

• Scope of ISO 20000: Covers all aspects of ITSM, from service design 

and delivery to continuous improvement. The standard is applicable 

to organizations providing IT services to customers, regardless of 

size. 

• Leadership Commitment: Top management must be committed to 

the implementation and continual improvement of ITSM processes, 

ensuring alignment with business goals. 

 

2. Service Management System (SMS) 

• Establishing an SMS: The first step is to create a service 

management system that defines policies, objectives, and strategies 

for delivering and managing IT services. 
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• Documentation: An SMS must be documented, detailing processes, 

roles, responsibilities, and procedures that are compliant with ISO 

20000. 

 

3. Service Design and Transition 

• Service Design: Services must be designed with customer 

requirements and compliance in mind. This includes planning, risk 

assessment, and resource allocation. 

• Service Transition: IT services must be smoothly transitioned from 

development to production while minimizing disruption. This 

includes testing, validation, and knowledge transfer. 

 

4. Service Delivery and Operational Support 

• Service Delivery: Ensure that services are delivered according to 

agreed-upon service levels. This includes monitoring performance, 

managing incidents, and handling customer feedback. 

• Incident Management: Define processes for quickly and effectively 

handling incidents and minimizing disruptions to IT services. 

• Problem Management: Identify the root causes of incidents and 

implement solutions to prevent recurrence. 

• Access Management: Control access to IT services and ensure users 

can access only the services they are authorized to use. 

 

5. Continual Service Improvement (CSI) 

• Measurement and Review: Consistently measure the effectiveness 

of the ITSM system, identifying areas for improvement and 

addressing any issues that arise. 
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• Customer Feedback: Use feedback from users to drive 

improvements and ensure services meet evolving needs. 

• Process Improvement: Regularly assess and improve the efficiency 

of ITSM processes to align with business objectives and ISO 20000 

standards. 

 

6. Risk Management and Compliance 

• Risk Assessment: A core aspect of ISO 20000 involves identifying 

potential risks to the delivery of IT services and implementing 

strategies to mitigate those risks. 

• Compliance: Ensure compliance with relevant laws, regulations, and 

contractual obligations, while also adhering to best practices for 

ITSM. 
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Key Clauses of ISO 20000: Quick Overview 
 

1. Clause 4: Context of the Organization 

Understand the organization’s context, the scope of the service 

management system (SMS), and its stakeholders’ needs. 

2. Clause 5: Leadership 

Senior management must ensure commitment to IT service 

management, define roles, and provide necessary resources. 

3. Clause 6: Planning 

Establish objectives and a plan to integrate service management with 

business goals. This includes risk management and defining 

processes. 

4. Clause 7: Support 

Provide the necessary resources, competencies, and awareness for 

successful implementation and operation of IT services. 

5. Clause 8: Operation 

Define the processes for service delivery, including service level 

management, incident management, and customer communication. 

6. Clause 9: Performance Evaluation 

Measure and monitor the effectiveness of IT services and the SMS to 

ensure continuous improvement. 

7. Clause 10: Improvement 

Identify areas for improvement based on performance metrics and 

customer feedback, and implement corrective actions. 
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Tips for Using the ISO 20000 Cheatsheet 
 

1. Use it as a Reference During Audits: 

Keep the cheatsheet handy during ISO 20000 audits to ensure you’re 

addressing all relevant clauses and requirements efficiently. 

2. Share It with Your Team: 

Distribute the cheatsheet to your team members to ensure everyone 

is on the same page and understands the key elements of the ISO 

20000 standard. 

3. Integrate it into Daily Operations: 

Use the cheatsheet as part of your daily ITSM processes to ensure 

compliance and help make continual improvements to your IT 

services. 

4. Keep It Updated: 

As ISO 20000 evolves, so should your cheatsheet. Keep it updated 

with the latest revisions of the standard to ensure you’re always in 

compliance. 

 

The ISO 20000 Cheatsheet is an essential tool for organizations pursuing 

ISO 20000 certification or looking to improve their IT service management 

practices.  

By providing a quick-reference guide to the standard's requirements, it 

helps simplify the auditing process, ensures compliance, and drives 

continual service improvement.  

Use it to enhance your understanding, track your progress, and streamline 

the implementation of ISO 20000’s best practices. 
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DISCLAIMER 
 

 

The templates, articles, and information provided by GSDC on this website 

are for reference only. 

 

While we strive to keep the information up to date and accurate, we make 

no representations or warranties of any kind, express or implied, about the 

completeness, accuracy, reliability, suitability, or availability with respect to 

the website or the information, articles, templates, or related graphics 

contained on the website. 

 

Any reliance you place on such information is therefore strictly at your own 

risk. 
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