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Introduction 
 

Achieving ISO 20000 certification is a crucial milestone for organizations 

that want to ensure their IT service management (ITSM) processes meet 

international standards.  

The ISO 20000 Gap Analysis Template serves as an essential tool to guide 

your organization through this process.  

It allows you to assess your current ITSM practices against the ISO 20000 

standard and identify gaps that need to be addressed before achieving 

certification. 

This template provides a structured, easy-to-use framework for evaluating 

your organization's readiness for ISO 20000.  

By systematically comparing your existing processes with the ISO 20000 

clauses, you can pinpoint areas that require improvement, prioritize 

actions, and ensure alignment with the standard's requirements.  

With this clear roadmap, you can streamline your journey to ISO 20000 

certification. 
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Significance of the ISO 20000 Gap Analysis Template 
 

The ISO 20000 Gap Analysis Template is a critical resource for several 

reasons: 

 

1. Identifies Gaps in IT Service Management: 

The template helps identify where your current ITSM practices do 

not meet ISO 20000 standards. Understanding these gaps allows you 

to focus on specific areas that need improvement, ensuring a targeted 

and efficient approach to compliance. 

2. Ensures Comprehensive Coverage: 

The template provides a clause-by-clause breakdown of the ISO 

20000 standard, ensuring that no requirement is overlooked. This 

comprehensive approach guarantees that all aspects of your ITSM 

system are aligned with the certification criteria. 

3. Improves Efficiency and Focus: 

Instead of manually checking every requirement of the standard, the 

template streamlines the process by guiding you through each clause. 

It enables you to focus on what needs attention and helps allocate 

resources effectively. 

4. Creates an Actionable Roadmap: 

Once gaps are identified, the template suggests practical steps and 

solutions to close those gaps. It helps your organization develop a 

clear, actionable plan to implement improvements, track progress, 

and stay on course for ISO 20000 certification. 
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How to Use the ISO 20000 Gap Analysis Template 
 

Using the ISO 20000 Gap Analysis Template effectively requires a 

methodical approach. Here’s a step-by-step guide to help you make the 

most of it: 

 

1. Prepare Your Team: 

Before starting the gap analysis, gather a team of key stakeholders, 

including IT managers, service delivery teams, and process owners. 

Ensure that you have access to all relevant documentation, such as 

current policies, procedures, and workflows. 

2. Assess Current Practices: 

Begin by reviewing your organization’s existing IT service 

management processes. Use the template to document your current 

state in relation to each clause of the ISO 20000 standard. Pay 

particular attention to service management policies, incident 

management, service delivery, and continual improvement processes. 

3. Identify Gaps: 

As you compare your practices with ISO 20000’s requirements, 

identify any gaps where your processes do not meet the standard. 

These gaps may include areas such as documentation, service 

delivery, customer satisfaction tracking, or process integration. 

4. Prioritize Actions: 

Not all gaps are created equal. Some issues may require immediate 

attention, while others can be addressed over time. The template 

helps you prioritize gaps based on their impact on your 

organization’s readiness for ISO 20000 certification. 

5. Develop an Action Plan: 

For each gap identified, the template provides actionable 
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recommendations. Use these recommendations to develop an action 

plan, assigning tasks to the appropriate team members and setting 

deadlines for completion. 

6. Track Progress and Update: 

As your team works to address the gaps, regularly update the 

template to track progress. Reassess your ITSM practices periodically 

to ensure that all gaps are being closed in alignment with the ISO 

20000 standards. 
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Key Benefits of the ISO 20000 Gap Analysis Template 
 

• Clarity: 

The template provides a clear framework for assessing your 

organization’s ITSM practices. It helps you understand where you 

stand in relation to ISO 20000 and what actions are necessary to 

close the gaps. 

• Efficiency: 

By offering a structured approach to gap analysis, the template saves 

time and effort. It eliminates the need for a cumbersome manual 

comparison of your processes against the standard’s clauses. 

• Cost-Effective: 

Early identification of gaps helps you avoid last-minute adjustments 

and costly oversights. The template enables a more cost-effective 

approach to achieving ISO 20000 certification. 

• Increased Readiness: 

Completing the gap analysis ensures that your organization is fully 

prepared for an ISO 20000 audit, giving you the confidence to move 

forward with certification. 
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Final Tips for a Successful ISO 20000 Implementation 
 

1. Engage Your Team Early: 

The gap analysis process is more effective when it involves key 

stakeholders from different departments. Engaging your team early 

ensures that all areas of ITSM are covered and that everyone is 

aligned on the goals. 

2. Document Everything: 

Keep detailed records of your gap analysis, including the steps taken 

to address each gap. This documentation will be valuable during the 

ISO 20000 audit and will help demonstrate your commitment to 

continuous improvement. 

3. Focus on Continuous Improvement: 

ISO 20000 is not a one-time certification; it’s about maintaining 

ongoing service excellence. Use the gap analysis process as an 

opportunity to implement continual improvement processes that will 

ensure your organization remains compliant with the standard over 

time. 

4. Leverage Technology: 

Consider integrating technology tools to help manage the gap 

analysis process, track progress, and document actions. Software 

solutions can provide real-time updates and simplify collaboration 

across teams. 
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Conclusion 
 

The ISO 20000 Gap Analysis Template is a powerful tool for organizations 

aiming to achieve ISO 20000 certification and improve their IT service 

management processes.  

By providing a structured and clear path for identifying gaps and 

implementing improvements, it ensures your organization is well-prepared 

for the certification process and beyond.  

Whether you are just starting your ISO 20000 journey or looking to refine 

your current processes, this template is a crucial resource for making the 

process more manageable and efficient. 
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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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