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1. [bookmark: _Toc64301991][bookmark: _Toc360200699]Reasoning	Comment by 20000Academy: In this section “Why?” should be explained. Answer the question why would you implement ISO 20000? Please note, ISO 20000 could be implemented even if organization does not apply for formal ISO 20000 certificate.
For more information, see: 5 key benefits of ISO 20000 implementation https://advisera.com/20000academy/blog/2016/02/09/5-key-benefits-of-iso-20000-implementation/ 
Primary reasons for ISO 20000 implementation are:
· dedication to excellence in managing services, which will be acknowledged by formal certification
· higher load of competitor activities, which require optimization of operational processes
· increase in number and complexity of the services
· higher customer demand in scope of existing services
Secondary reasons to implement ISO 20000 are:
· demand to manage performance, capacity and availability of existing services
· need to manage suppliers and internal support groups

2. [bookmark: _Toc64301992]Purpose	Comment by 20000Academy: This section should answer question “what” i.e. what are the goals of the implementation.
The purpose of the project is to:
· gain ISO 20000 certification
· increase quality of provided services and their operational support
· increase customer satisfaction with provided services and their support
· increase competitiveness of [organization name]
· reduce risks associated with service delivery and IT Service Management process activities and functions
· reduce costs

3. [bookmark: _Toc64301993]Project duration and structure	Comment by 20000Academy: This section should answer the questions What? And When?
The implementation project is divided into different phases:
1. Planning, initiation and assessment – project is set and assessment of existing processes and IT Service Management organization is carried out. Gap analysis is performed.
2. Implementation – implementation of SMS, i.e. requirements defined in ISO 20000
3. Consolidation – review of the results and comparison to the requirements, setup of ongoing improvement activities
Project is led by [role description]. Main milestones of the implementation project are:	Comment by 20000Academy: For more information, see: Who is your ideal project manager for ITIL/ISO 20000 implementation?
https://advisera.com/20000academy/blog/2016/02/02/who-is-your-ideal-project-manager-for-itiliso-20000-implementation/ 
	Milestone
	Due date

	Initiation
	

	Planning
	

	Assessment
	

	Implementation
	

	Internal Audit
	

	Result Review
	

	Certification
	

	Continual Service Improvement Setup
	


Detailed content of the milestones and respective responsibilities are described in the Project Plan document.

4. [bookmark: _Toc64301994][bookmark: _Toc360200701][bookmark: _Toc360200719]Resources	Comment by 20000Academy: This section answers “Who?” i.e. who is needed for the project.
Resources required to implement the project include human, financial and technical resources.	Comment by 20000Academy: For more information, see 
What resources are needed to maintain your ISO 20000-based SMS? 
https://advisera.com/20000academy/blog/2016/12/06/what-resources-are-needed-to-maintain-your-iso-20000-based-sms/ 
Financial resources include:
· Amount: [define amount of money needed to finish the project]
· Cost types: [split costs according to the cost type and include all resources listed here, e.g. human resources – internal and external, technical and other]
Human resources include:
· Internal resources – [list internal resources, e.g. group name, project name, etc.]
· Competency – [list necessary competence level of resources doing the work]
· External resources – [list all external resources, e.g. consulting company, etc.]
· Competency – [list necessary competence level of resources doing the work]
Technical resources include:
· Tool – tool name: [enter tool name]
· Equipment – [list equipment needed]
Other resources include:
· Documentation – [list all documentation that is required, e.g. ISO 20000 toolkit, ISO 200000 – 1 standard]	Comment by 20000Academy: You can download free preview of ISO 20000 Documentation Toolkit here:
https://advisera.com/20000academy/iso-20000-documentation-toolkit/ 

5. [bookmark: _Toc64301995]Deliverables	Comment by 20000Academy: This section details “What?” i.e. here are listed deliverables.

These are example of best practice. Define your own deliverables and benefits that they achieve.
This section lists deliverables of the project and benefits achieved with their implementation.
5.1 [bookmark: _Toc64301996]SMS General requirements-related documents
· Management responsibility
· Governance of processes operated by other parties
· Documentation management
· Resource management
· Establish and improve the SMS
5.2 [bookmark: _Toc64301997]Design and transition of new or changed services	Comment by 20000Academy: For more information, see: Design and transition of new or changed services in ISO 20000
https://advisera.com/20000academy/blog/2014/07/15/design-transition-new-changed-services-iso-20000/ 
· General requirements
· Plan new or changed services 
· Design and development of new or changed services 
· Transition of new or changed services
5.3 [bookmark: _Toc64301998]Service delivery processes
· Service level management	Comment by 20000Academy: For more information, see: ITIL/ISO 20000 Service Level Requirements – Ensure you deliver what the customer asked for https://advisera.com/20000academy/blog/2017/03/21/itiliso-20000-service-level-requirements-ensure-you-deliver-what-the-customer-asked-for/ 
· Service reporting
· Service continuity and availability management
· Budgeting and accounting for services
· Capacity management
· Information security management
5.4 [bookmark: _Toc64301999]Relationship processes	Comment by 20000Academy: For more information, see: Taking care of relationships with ISO 20000
https://advisera.com/20000academy/blog/2013/02/26/taking-care-relationships-iso-20000/ 
· Business relationship management
· Supplier management	Comment by 20000Academy: For more information, see:  ISO 20000 Supplier Management – You lead the game  https://advisera.com/20000academy/blog/2015/03/17/iso-20000-supplier-management-you-lead-the-game/ 
5.5 [bookmark: _Toc64302000]Resolution processes	Comment by 20000Academy: For more information, see: 
ITIL and ISO 20000 Problem Management – Organizing for problem resolution
https://advisera.com/20000academy/blog/2014/07/29/itil-iso-20000-problem-management-organizing-problem-resolution/ 
· Incident and service request management
· Problem management
5.6 [bookmark: _Toc64302001]Control processes
· Configuration management
· Change management	Comment by 20000Academy: For more information, see: How to overcome barriers while implementing the ITIL/ISO 20000 Change Management process
https://advisera.com/20000academy/blog/2015/12/15/how-to-overcome-barriers-while-implementing-the-itiliso-20000-change-management-process/ 
· Release and deployment management
©2021 This template may be used by clients of Advisera Expert Solutions Ltd. www.advisera.com in accordance with the License Agreement.
	Project Proposal for ISO 20000 Implementation
	ver [version] from [date]
	Page 4 of 5


©2021 This template may be used by clients of Advisera Expert Solutions Ltd. www.advisera.com in accordance with the License Agreement.
