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Note: This diagram shows the steps for ISO 20000 
(2018 revision) implementation and certification.

To learn more about ISO 20000 click here.

Obtain management support

Establish the project and the
project team (not mandatory)

Implement support procedures

Define scope, management intention, 
responsibilities

Determine the context of the 
organization

SMS Policy, 
SMS Plan

Project Plan (not 
mandatory)

Internal audit report
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Perform assessment and gap analysis 
(not mandatory)

Gap analysis (not 
mandatory)

Procedure for Document and Record Control, 
Internal Audit, Communication Procedure

Generate process / function 

documentation
Process 

documentation

Perform training and awareness 
programs Training records

Operate the SMS

Various records

Create Continual Service 
Improvement concept Improvement 

plan

Implement Continual Service 
Improvement concept

Conduct internal audit
Corrective 

actions

Management 
review minutesManagement review

Stage 1 certification audit 
(Documentation review)

Stage 1 audit 
report

Corrective 
actions

Stage 2 certification audit (Main audit)
Stage 2 audit 

report
Corrective 

actions

Mandatory only 
for companies 

going for 
certification

Diagram of ISO 20000-1:2018 Implementation Process

SWOT or PESTEL 
analysis results (not 

mandatory)

SMS Scope

Budget for the 
project

Implement processes and/or functions
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