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1 Introduction 

This Blue Print provides an overview of the design of the ISO/IEC 20000 based qualification program 

in IT Service Management developed by the TÜV SÜD Examination Institute. It explains the basic 

philosophy behind the qualification program and describes the individual modules and their 

relationship. 

 

The Blue Print is meant as a basis for other publications explaining the program to different audiences, 

none of which is to be expected to cover the details of the program in the extension this Blue Print 

does.  

 

This Blue Print has benefited a lot from the contribution of all that took part in the discussions on 

earlier versions and other position papers on the qualification program. We would like to thank 

especially the members of the Committee who have stimulated an guided the development of the 

program with their enthusiasm, expertise and wisdom.  

 

The on-going development of the qualification program will not only fill in or add details, but will use 

quality management principles to ensure that choices made in this Blue Print will be evaluated against 

practical experience. The outcome of this process will be reflected in future versions of the Blue Print.  
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2 ISO/IEC 20000: the quality approach to IT Service Management 

Governing and managing the IT services has become a major issue for the survival and the success of 

organizations, whether large, small, private business or in the public sector, and both for the 

customers and the suppliers of these services. Experts from internal and external suppliers of IT 

services from all over the world have contributed to develop an internationally recognized set of best 

practices now commonly known as IT Service Management.  

 

With the publication of the international standard ISO/IEC 20000, IT Service Management made a 

major step forward. ISO/IEC 20000 sets a standard for the quality of the provision of IT services to be 

used by suppliers and customers of these services enabling them to:  

 increase confidence in service provision 

 assess the IT Service Management capability 

 assist in identifying service improvement opportunities 

 encourage a culture of continual service improvement 

 demonstrate service quality by independent assessment and certification 

 exploit compliance with the standard for marketing opportunities 

 

ISO/IEC 20000 focuses upon the breadth of IT Service Management and is related to other standards 

and frameworks some of these are explained briefly here. 

 

Underlying standards 

The sections of ISO/IEC 20000 on Requirements for Management System and Planning and 

Implementing Service Management are similar to those in ISO 9001. ISO 9000 is a family of standards 

for quality management systems. ISO/IEC 20000 is also based on principles of corporate governance 

that have been developed into a international standard: ISO/IEC 38500. 

  

Interfaces with other standards 

ISO/IEC 20000 specifies a reduced sub-set of requirements for Information Security Management, 

based on the ISO/IEC 27001 standard for Information Security Management. Similarly the 

requirements in ISO/IEC 20000 for Software Asset Management within the Release Management 

process are a reduced subset of those in ISO/IEC 19770, the standard for Software Asset 

Management. Guidelines for auditing management systems such as the management system for IT 

service provision according to ISO/IEC 20000 can be found in the standard ISO 19011. 

 

International frameworks and best practices 

The best practice in IT service provision underlying the ISO/IEC 20000 standard (and reflected in the 

guidance in ISO/IEC 20001) are similar to the guidance in frameworks for a more specific approach to 

IT Service Management, control of IT, operational management, like ITIL
®
, CoBiT, and MOF.  

 

As can be seen, ISO/IEC 20000 spans parts of other standards but brings together a holistic picture 

for IT Service Management in one standard. 

The requirements of the standard offer a compass to navigate the extensive best practice guidance 

provided by the various approaches and frameworks for IT Service Management.  
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3 The Qualification Program 

Standards however don‟t provide services, nor do they manage or monitor the service provision. 

People do. A quality approach to IT Service Management requires professionals in all roles involved 

who understand and know how to apply the best practices in both IT Service Management and 

Service Quality Management. Trained and certified staff is a key condition for any successful attempt 

to implement an IT Service Quality Management system that matches the ISO/IEC 20000 

requirements.  
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The TÜV SÜD Examination Institute developed the new qualification program for IT Service 

Management according to ISO/IEC 20000 based on the following key features: 

 A quality approach to Service Management  

Based on the essential basic principles of both IT Service Management and Quality 

Management.  

 Role based  

The requirements for each of the certificates in the program are based on the competencies 

needed for the key activities in roles.  

„What you learn today, you can apply tomorrow‟. 

 Framework neutral  

The focus on the international standard ISO/IEC20000 and strong emphasis on generic 

principles and core guidance offers a compass to navigate the existing best practice guidance 

and standards relevant to IT Service Management. 

 Straightforward and logically structured  

Pragmatically aligning capability requirements and market needs.  The program is self-

contained: qualification in this program will not require obtaining certificates in other 

programs. 

 Flexible: ‘backpack principle’  

Relevant knowledge and skills acquired in other qualification programs or from experience can 

be acknowledged for side entries and used to obtain certificates in this program.  

 Developed under ISO/IEC 17024  

This represents high quality of the development, the actual products and the accompanying 

services. The program is steered by an international Committee of experts and 

representatives of industry.  

 

The TÜV SÜD Examination Institute will not only develop certificates, exams and requirements, but 

also provide Train the Trainer workshops and supplementary guidance material for developing 

training. 
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4 The Quality Approach towards IT Service Management 

The core activities in IT Service Management are: to define the type of relationship between the 

demand and supply side, agree the services that have to be delivered, design and develop the 

delivery of new or changed services, control the deployment of the services and support their use.  

 

Simplifying the grouping of the processes required by ISO/IEC 20000, based on the experience with 

the most popular frameworks in IT Service Management (like CMMI for Services, CoBiT, ITIL
®
, MOF), 

the activities in IT Service Management can be clustered into four service provisioning process areas 

and management area: 

 

 

 Alignment of IT and the Business 

 

 

 Delivery of IT Services 

 

 

 Control of IT Services 

 

 

 Support of IT Services 

 

 

 Management and Improvement 

of IT Service Management Processes  

 

The Q-model of IT Service Management 

 

Specific for the quality approach required by ISO/IEC 20000 is the emphasis on the development and 

maintenance of a quality system for managing IT services. This Service Quality Management 

approach defines the area of management activities: Management and Improvement of IT Service 

Management Processes. 
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4.1 Roles in ITSM according to ISO/IEC 20000 

Using these five process areas in this Q-model of IT Service Management, one can define the generic 

roles for professionals responsible for the operational and tactical activities in the quality approach to 

IT Service Management. 

 

The choices and decisions to be made for the introduction or optimization of the management system 

for the IT service provision processes are on a more strategic level and will involve professional roles 

for consultants and managers. Monitoring the performance of the management system and its 

alignment with the corporate strategy and policies will also introduce the auditor‟s role, especially if 

certification of the management system according to ISO/IEC 20000 is a strategic requirement. 

 

Implementation of (changes to) the management system usually will require an improvement program 

including one or more projects to develop (new) policies, processes, procedures, records and tools. 

Managing improvement of IT Service Management requires leadership, involving people, customer 

focus and understanding of mutually beneficial supplier relationships, customer focus and cultural 

change. 

 

The relationship between the activities for implementing, maintaining and operating the management 

system according to ISO/IEC 20000 is illustrated in the diagram below. 
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Based on the experience of roles and activities in a quality approach to IT Service Management we 

can define several generic roles: 

 Staff of the organization, on whom the success or failure of the ITSM improvement project and 

the daily functioning of the management system ultimately depends 

 Professionals responsible for ensuring the quality of the IT Service Management processes in 

one or more process areas 

 Process Managers responsible for the quality of processes 

 Process Owners overall accountable for (one or more) processes  

 Consultants advising improvement of the IT service provision 

 Managers responsible for the IT service provision 

 Executive consultants advising on the IT service provision strategy and the integration of 

several standards into one management system 

 Executive Managers, including the IT Director and the IT Quality Manager, responsible for the 

overall IT service provision and the management system 

 Internal Auditors performing the internal audits or acting on behalf of a certification body as 

external auditor 

 Executive auditors responsible for performing internal or external audit programs in a complex 

environment or experienced lead auditors 

 

 

 

 

 

 

 

 

 

 

 

 

 

Typically in a program aimed at implementing a management system according to ISO/IEC 20000 the 

above mentioned roles would all be represented in each of the projects part of the program. 

The pragmatic reason to use these generic roles is to avoid the abundance of names in use for all the 

difference functions that either contain part of these generic roles or combine parts of these in a 

manner particular for a specific organization. On the other hand, without defining the roles, tasks and 

activities it would be hard to decide which competencies are relevant for the qualification of 

professionals involved in IT Service Management according to ISO/IEC 20000.  
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4.2 Professionals in ITSM according to ISO/IEC 20000 

Some staff will have a specific responsibility in ensuring the quality of the processes in one or more of 

the process areas (Alignment, Delivery, Control, Support) or the management area (Management and 

Improvement). 

Such a process responsibility may be that of the process owner, process manager, coordinator of 

activities or a process support role, like reporting on the performance of processes. 

Such a role as a professional in IT Service Management will often be part of a role as a (Executive) 

technical specialist, team leader or administrator.  These professionals may be working in technical or 

functional departments or in special teams responsible for a group of IT Service Management 

processes on the demand or the supply side.  

 

Professionals do not necessarily always have formal supervising power over their colleagues, but will 

play a directing role in a substantial part of one or more IT Service Management processes. They 

usually will operate in an environment where the processes are in place and the organization‟s policies 

are defined. The role of a Professional in IT Service Management is to actually perform all the 

necessary steps in the service provision to assure a quality IT service for the customer in line with the 

business needs.  

4.2.1 EXAMPLES OF ROLES FOR PROFESSIONALS IN IT SERVICE MANAGEMENT: 

 Senior responsible for IT Service Processes (e.g. responsible for a group of processes, team 

manager) 

 Staff of a team specialized in a process area (Service Desk, Release Team, etc.) 

 Service Level Manager, Local Change Coordinator, Problem Management Specialist 

4.2.2 KEY TASKS 

On the operational level: 

 Planning the day-to-day operations in his/her area of responsibility in accordance with 

business parameters and management system requirements 

 Perform operational tasks related to the management system 

 Perform operational tasks related to his/her area of responsibility in the proces area (Allign, 

Delivery, Control, Support) 

 Monitor the day-to-day operations and the performance of the processes based on the targets 

and indicators related to business parameters and requirements 

On the tactical level: 

 Act within his/her area of responsibility to improve the processes, procedures, tools and skills 

for the provision of the IT services, e.g. implementing improvement plans 

 Act within his/her area of responsibility to improve the management system for IT Service 

Management, e.g. based on the outcome of internal and external audits 
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4.3 Associate in ITSM according to ISO/IEC 20000 
Associates in ITSM are important participants in the implementation, improvement and quality 

assurance of IT Service Management processes. Their professional role includes coordinating 

activities of professionals and service provision areas and in reporting on the performance and 

effectiveness of IT Service Management. This role is extending that of the professional in Managing 

and Improving IT Services. 

The Associate in ITSM is a generalist rather than a specialist in one of the service provision areas and 

his/her next career step will often be to become a Consultant/Manager or an Internal Auditor. 

4.3.1 EXAMPLES OF ROLES FOR ASSOCIATE IN ITSM: 

 Assistant to the Service Manager 

 Team manager in the IT Department 

 Quality team member 

 Junior consultant 

 Product manager 

 Project lead in service improvement programs 

4.3.2 KEY TASKS 

 Participate in implementation, improvement or quality assurance of IT Service provision 

processes 

 Support implementation or improvement of the management system 

 Coordinate IT service provision areas 

 Report on the performance and effectiveness of IT Service Management 
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4.4 Consultants/Managers in ITSM according to ISO/IEC 20000 
Consultants and managers in IT Service Management have an important role in guiding an 

organization towards an approach in the provision of IT according to ISO/IEC 20000 and in 

determining the organizations policy.  

The role of the consultant will be to assist management, based on the consultant‟s knowledge, 

understanding and experience with IT Service Management according to ISO/IEC 20000 in taking 

decisions on: 

 The degree of compliance to ISO/IEC 20000 required for the IT service provision of the 

organization (either in the role of customer or as provider) to implement the organization‟s 

strategy 

 The implementation/improvement of the IT Service Management strategy and policies 

 Definition of objectives, goals and indicators for the management system and the IT Service 

Management process areas 

 The organization changes involved in implementing the strategy and policies 

In particular the Executive consultants/managers can help an organization to develop a strategy in IT 

service provision in line with the guidance from the ISO/IEC 20000 standard and set the direction for 

building a portfolio of products and services 

4.4.1 EXAMPLES OF ROLES FOR CONSULTANTS/MANAGERS IN IT SERVICE MANAGEMENT: 

 Process owner (for a group of processes) 

 Service Manager 

 Team manager in the IT Department 

 Consultant to the above 

and for the Executive Consultant/Manager also: 

 Project or program manager (in implementation or improvement programs) 

 IT Director 

 IT Quality Manager 

 Consultant to the above 

4.4.2 KEY TASKS 

 Implementing or improving the IT Service Management processes 

 Implementing or improving the management system 

 Managing and coordinating the IT service provision 

 Communicating on the performance and effectiveness of IT Service Management with 

Executive management, customers, providers and staff 

and for the Executive Consultant/Manager also: 

 Defining the IT service provision strategy in relationship with the organizations strategy 

 Defining the IT service provision policies, objectives and indicators 

 Defining the management system for IT Service Management (e.g. scope, responsibilities) 

 Managing implementation and improvement programs 

 Initiating and managing cultural change within an organization 

4.5 Auditors in ITSM according to ISO/IEC 20000 

Auditing the IT Service Management processes and the management system plays an important role 

in the Plan, Do, Check Act cycle for maintaining and improving the quality of the IT service provision. 
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Objective feedback is necessary for managers, both on the tactical and strategical level, as a basis for 

a factual management approach. This feedback from the management system needs to be tested on 

its reliability by the health check on the management system as a whole. The requirements in the 

ISO/IEC 20000 standard, together with those of the audit standard ISO 19011, provide a framework 

for such audits and the level of compliance with the standard is a useful measure for the maturity of 

the IT Service Management organisation. This is obviously even more true for organizations seeking 

certification of their IT service provision according to ISO/IEC 20000. 

4.5.1 EXAMPLES OF ROLES FOR AUDITORS IN IT SERVICE MANAGEMENT: 

 Internal Auditor 

 Consultants advising their customer in performing internal audits 

 Consultants planning to perform assessments 

 Member of the external auditing team for 2
nd

 and 3
rd

 party audits 

and for the Executive Auditor also: 

 Lead auditor for complex audits 

 Lead auditor of an accreditation body 

 Quality director 

 Product manager of a certification body 

 Senior consultant for large complex certification projects 

4.5.2 KEY TASKS 

 Planning the audit program 

 Performing audits on the IT Service Management processes 

 Performing audits on the management system 

 Reporting findings of the audits 

and for the Executive Auditor also: 

 Managing multi-frameworks, multi-site audits 

 Defining and manage complex audit programs 

 Managing internal and external audits (3rd party audits)  

 Managing complex certification processes 

 Managing liaisons between certification and accreditation bodies 

 Evaluating audit results in respect to overall targets 



 

 

The Qualification and Certification Program in IT Service Management 

according to ISO/IEC 20000 - 15 - V3.3 final – December 2010 

5 Overview of the qualification program 

The qualification program in IT Service Management according to ISO/IEC 20000 is based on the 

knowledge, understanding and skills needed to perform the core tasks in the generic description of 

roles required for the quality approach to IT Service Management defined in the previous chapter. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Taking the straightforward and backpack principle features into account a special route was designed 

beside this normal one especially for experienced staff. The goal for this special route is to give those 

staff with a more general focus of their proposed job like assistant to the Service Manager (see also 

4.3 for more job profiles) and offers them a kind of fast track to their originally focused role like on the 

Management or Auditing track like Service Manager or Internal auditor. 
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The qualification program in IT Service Management according to ISO/IEC 20000 provides all 

necessary components needed for getting the right competence to perform all roles needed for 

ISO/IEC 20000. It is therefore self-contained, requiring no other certificates from outside the program. 

It also offers guidelines and support for training organizations to develop their training course program 

and certification to ensure the requirements for the certificates are properly covered and the training 

will be of good quality. On the other hand the qualification program is flexible and open, enabling side 

entry routes using certificates obtained in other qualification programs.  

Furthermore the program is seeking for a broad basis on acknowledgement from other standards and 

bodies. Therefore the system was designed to follow the ISO 17024 standard as only responsible 

worldwide accepted standard for personal qualification as well as the acknowledgement of the itSMF 

as the user forum within the Service Management. 
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5.1 General Features of the program 

In the next sections each of the certificates in the program will be described in more detail. 

The description provided of the requirements is neither intended to be complete, nor does it 

necessarily reflect the exact structure of the specifications and requirements that will be produced in 

the course of the development of the program. 

All of the certificates have certain features in common, which will be discussed first. 

5.1.1 EXAMINATION 

All examinations are „closed book‟, meaning that no external material may be referred to by candidates 

during the examination. 

Most examinations in the program are multiple-choice. On the Foundation level these will be questions 

with 1 correct answer out of (usually) 4 alternatives. On the higher levels these may include multiple 

response questions with several correct answers (usually out of 5 or 6 alternatives). Above the 

professional level the exams will also include some (usually 3) essay style questions where the 

candidate is provided the opportunity to show skills is creating for example an outline of a plan or 

presentation or to elaborate his/her reasoning about an issue. 

5.1.2 CERTIFICATION 

Training Institutes will be certified having provided evidence of the ability to organize appropriate 

training, using competent staff, good training materials and an appropriate training environment. 

Certified training requires trainers and training materials to be certified.  

A Trainer will be certified having provided evidence of experience in the subject of the training course, 

and the ability to teach the appropriate material, described in the respective Specification Sheets. 

The minimum duration of a certified training is bounded by the required minimum number of contact 

hours. All supervised training activities do count as contact hours, but for example breaks and the time 

for taking the examination are excluded.  

For further details on certification requirements see also Annex 3 and the Specification Sheets for 

Certification, which are available at TÜV SÜD Akademie. 

5.1.3 PRACTICAL ASSIGNMENTS 

Practical Assignments will be an integral part of most of the certified trainings to stimulate the 

pragmatic approach in using the guidance of ISO/IEC 20000 and provide the attendees opportunities 

to practice and prove their professional competencies, especially those difficult to test during the 

examination. The certified trainer will provide individual feedback to the attendees on these 

assignments and will inform TÜV SÜD Akademie which students have shown a sufficient level of 

competency. Details of the requirements for the practical assignments will be published in the 

supplementary guidance for training development. 

The Practical Assignments are part of the training course, not of the exam. They should support the 

other parts of the training and not be treated as an „extra‟ or even worse as „some red tape required by 

the exam body‟. The blue print for the Practical Assignment as supplied by the exam body should 

strengthen the message of the specifications for the certificate and highlight the skills aimed for in the 

certification.  
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The certification process should ensure that the assignments are properly integrated in the course, 

offer an opportunity for students to practice their (social, communication, managerial) skills and 

receive individual and professional feedback from the trainer.  

5.1.4 SIDE ENTRY ROUTES 

Side entry routes provide exemption from the prerequisites for training and examinations in the 

program. These exemptions are always granted based on the evidence for competencies comparable 

to those demonstrated in the certificates they replace. Such evidence is assessed by TÜV SÜD 

Akademie on an individual basis. 

 

No specific guidance is provided in the qualification program on how to bridge the gap between the 

program in ITSM according to ISO/IEC 20000 and other certification programs. Although there 

obviously is an opportunity for training providers to offer training to individuals or groups who would 

like to use side entry routes into the qualification program in ITSM according to ISO/IEC 20000, apart 

from the Foundation Bridge Exam no other „bridging exams‟ will be introduced. 

Previously acquired qualifications may be used for side entries into the program in ITSM according to 

ISO/IEC 20000. 

General requirement for side entry routes: 

All candidates have to complete at least one kind of training and examination out of the ISO/IEC 

20000 scheme of TÜV SÜD Academy successfully. 

Some typical examples of possible exemptions are: 

 The ITIL v2 and ITIL v3 Foundation certificates provide a partial exemption and allow a special 

Foundation Bridge exam to be taken to obtain the Foundation Certificate in ITSM according to 

ISO/IEC 20000.  

 An ITIL v3 Capability Certificate will provide exemption for the Professional Certificate in the 

related process areas (e.g. Operational Support and Analysis relates to the process area 

Support of IT Services). 

 The ITIL v2 Manager certificate or the ITIL v3 Expert certificate provide the possibility to obtain 

the Consultant/Manager certificate in ITSM according to ISO/IEC 20000 by taking the 

Professional Management and Improvement training and passing the corresponding exam 

supplemented by the exam part Delta Foundation. 

 The ITSMF ISO/IEC 20000 Auditor provides exemption for the Foundation Certificate. 

 The ITSMF ISO/IEC 20000 Consultant Certificate will provide exemption for both the 

Foundation and the Management and Improvement of ITSM certificates. 

 Internationally recognized auditor certificates, like for ISO 9001 or ISO 27001, will provide 

exemption for the Internal Auditor training. 
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5.2 Foundation training and exam requirements 

The Foundation training in IT Service Management according to ISO/IEC 20000 provides 

professionals in IT Service Management at a basic level of knowledge and understanding of both,  

IT Service Management and Service Quality Management.  

The training is based on an introduction and overview of the main principles, concepts and 

relationships in the field together with a basic knowledge of the ISO/IEC 20000 standard and the 

terminology of the quality approach to IT Service Management.  

 

Requirements for the Foundation exam cover knowledge and understanding of: 

 Service Quality Management 

o Service Management 

o Service Management processes 

o Continual Improvement 

 ISO/IEC 20000 and IT Service Management 

o Standards and frameworks in IT service management 

o Certification of IT service providers 

o Concept and structure of ISO/IEC 20000 

 Quality specifications for IT Service Management 

o Management and improvement of IT service management processes 

o Quality specifications for Support of IT services 

o Quality specifications for Control of IT services 

o Quality specifications for Alignment of IT and the business 

o Quality specifications for Delivery of IT services 

 The code of practice for IT Service Management 

o Best practices for management and improvement of ITSM processes 

o Best practices for Support of IT services 

o Best practices for Control of IT services 

o Best practices for Alignment of IT and the business 

o Best practices for Delivery of IT services 

 

The Foundation Bridge exam will cover especially the subjects related specifically to the ISO/IEC 

20000 standard and its applications. 

5.2.1 EXAM CONDITIONS 

 Prerequisites:  

None. Attending a certified training course is strongly recommended. 

 Exam: 

o Format: 40 multiple-choice questions 

o Pass mark: 65%  

o Duration: 60 minutes 

 

The Foundation Bridge exam has 20 multiple-choice questions and duration of 30 minutes. The pass 

mark is 65%. 
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CERTIFIED TRAINING 

The Foundation training in IT Service Management according to ISO/IEC 20000 is aimed at staff at all 

levels within an organization involved in providing IT services or governing the provision of IT services 

from the customer side. The training may be offered in a variety of formats to include lectures, 

workshops, and other teaching formats. 

 

The training is an excellent way to raise awareness for an ISO/IEC 20000 approach toward IT Service 

Management, to discuss benefits and possible problems of an implementation or improvement 

program and to introduce new staff to the IT Service Management approach of the organization. As 

part of an organization‟s implementation or improvement program, the training materials may be 

uniquely relevant for the occasion or involve a fair amount of self study.  

For these reasons attending a certified training course is not required to take the exam. In most cases 

however a certified training course is highly recommended, as it also provides an opportunity to share 

experiences guided by a certified trainer. 

 

The requirements of a certified training course Foundation in IT Service Management according to 

ISO/IEC 20000 are described in detail in the related Specification Sheet. 
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5.3 Professional training and exam requirements 

These training courses qualify professionals involved in planning, monitoring, reporting and optimizing 

processes and activities in one or more of the five main areas of IT Service Management. 

The training is based on the knowledge, understanding and skills needed to perform these core tasks, 

including the knowledge and understanding of how to manage and improve the process areas 

according to the guidance provided in the ISO/IEC 20000 standard. 

The objective is to provide personnel involved in management with sufficient knowledge of IT Service 

Management and the ISO/IEC 20000 standard to facilitate their daily activities and their participation in 

the implementation or improvement of the management system for IT service provision. 

For each Professional certificate an individual is required to attend a certified training course, 

successfully complete the practical assignments and pass the scenario based multiple-choice exam. 

The practical assignment should reflect the key activities of a professional in the field (i.e. Alignment, 

Delivery, Control, Support and Management and Improvement) and provide the opportunity to explore 

competencies not tested in the exam and enable feedback from an experienced trainer.  

Apart from the Professional exam Management and Improvement of IT Service Management 

Processes according to ISO/IEC 20000 the five Professional exams follow a common structure in their 

requirements, reflecting the Plan, Do, Check and Act cycle: 

 Plan 

o Planning activities in the process area as required by ISO/IEC 20000 

o Planning policies, procedures, roles and tools 

o Planning interfaces with other processes 

o Planning for reporting and review 

 Do 

o Managing implementation of the processes as required by ISO/IEC 20000 

o Applying policies, procedures, methods and techniques 

o Organizing and directing teams 

 Check 

o Reviewing the processes 

o Reporting on the effectiveness and efficiency of the processes 

 Act 

o Defining and prioritizing improvements 
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5.3.1 EXAM CONDITIONS 

 Prerequisites: 

o The Foundation Certificate in IT Service Management according to ISO/IEC 20000 

o Having attended a certified professional training course for the specific subject 

o Having accomplished successfully the practical assignments for the training course 

 

 Exam: 

o Format: 40 scenario based multiple-choice questions 

o Pass mark: 65%  

o Duration: 90 minutes 

 

The first versions of the Professional exams will use multiple-choice questions with 1 correct 

alternative. The use of multiple response items (with several correct answers among the alternatives) 

in Professional exams is in consideration and currently subject of further research.  

5.3.2 CERTIFIED TRAINING 

The Professional training in ITSM according to ISO/IEC 20000 is aimed at offering the attendees a 

pragmatic approach of improving the performance in their job to accomplish compliance with best 

practice and the international standard in IT Service Management. 

 

The requirements of a certified Professional training course in ITSM according to ISO/IEC 20000 are 

described in detail in the related Specification Sheets. 
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5.3.3 PRACTICAL ASSIGNMENTS FOR THE PROFESSIONAL MODULES 

Ideal would be an assignment taking the student through all the main activities in a possible role as a 

Professional (i.e. the specific role defined for the module at hand).  

The Professional training courses will in practice take two an a half or three days and hence a 

pragmatic choice has to be made, not to overcrowd the training program. 

 

This is why we choose to have two short in stead of one longer assignment. This provides the training 

designer with some flexibility in planning the assignments in the program and in combining group 

assignments and individual assignments. This also gives us the opportunity of choosing two „main 

subjects‟ for each of the Professionals, in such a way that all of the requirements (on the highest level) 

can be covered. 

 

For each of the five (5) Professional modules there will be two mandatory Practical Assignments, the 

subjects of which are listed below: 

 

Management and Improvement of ITSM processes 

 Maintaining the Management System 

 Service Improvement 

 

Support of IT Services 

 Implementing the Resolution Processes 

 Improving the Resolution Processes 

 

Control of IT Services 

 Implementing the Control Processes 

 Improving the Control Processes 

 

Delivery of IT Services 

 Implementing the Delivery Processes 

 Improving the Delivery Processes 

 

Alignment of IT and the Business 

 Implementing the Alignment Processes 

 Improving the Alignment Processes 
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5.3.4  MANAGEMENT AND IMPROVEMENT OF ITSM PROCESSES TRAINING AND EXAM 

REQUIREMENTS 

The Professional training in Management and Improvement of IT Service Management processes 

covers the more ISO/IEC 20000-specific topics of the required knowledge, understanding and skills in 

Service Quality Management. 

This certificate plays a core role in the competence qualification of Professionals in IT Service 

Management according to ISO/IEC 20000. 

 

The requirements for this exam address the guidance on:  

 How to coordinate and manage IT services 

 How to document processes and activities  

 How to manage documents through their lifecycle 

 How to define roles and responsibilities 

 How to handle risks to the Service Management organization on the operational and tactical 

level 

 How to review and manage staff competencies and training needs 

 How to define a plan for a Service Management process 

 

Requirements for the Professional Management and Improvement of ITSM processes according to 

ISO/IEC 20000 exam cover knowledge, understanding and the application of these to: 

 

 Align IT Service Management to changes in the business 

o Adapting the Management System to support the business 

o Identifying and managing risks 

 Maintain the Management System 

o Outlining the importance of effective communication 

o Outlining the importance of people in IT Service Management 

o Appling documentation requirements 

 Apply the continual improvement lifecycle 

o Appling the process theory and the PDCA cycle 

o Appling continual service improvement 

 Analyze compliance and efficiency 

o Analyzing process efficiency and compliance to standards 

o Analyzing the implication of management control and the supplier chain 

o Preparing for certification 

 



 

 

The Qualification and Certification Program in IT Service Management 

according to ISO/IEC 20000 - 25 - V3.3 final – December 2010 

5.3.5  ALIGNMENT OF IT AND THE BUSINESS TRAINING AND EXAM REQUIREMENTS 

The requirements for this exam address the guidance on:  

 How to manage customer relationships and (multiple) suppliers 

 How to agree, define and document IT services with customers and design and develop a 

Service Catalogue 

 How to manage contracts and service agreements 

 How to budget and account for the cost of IT services and charge customers for IT services 

 How to provide Service Reports and deal with service complaints 

 How to measure customer satisfaction 

 How to integrate Business Relationship Management, Service Level Management, Service 

Reporting and Budgeting and Accounting for IT Services 

 How to maintain knowledge repositories used by staff members involved in the Alignment 

processes 

 How to measure the effectiveness of the Alignment processes 

 How to improve the Alignment processes 

 

Requirements for the Professional Alignment of IT and the Business according to ISO/IEC 20000 

exam cover knowledge, understanding and the application of these to: 

 

 Plan the processes for alignment of IT and the Business  

o Planning activities of the Alignment processes 

o Planning policies, procedures, roles and tools 

o Planning interfaces with other processes 

o Planning for reporting and review 

 Implement and manage the alignment of IT and Business 

o Managing the implementation of the alignment processes 

o Applying policies, procedures, methods and techniques 

o Organizing and directing the Alignment teams 

 Measure, monitor and report on the alignment of IT and Business 

o Reviewing the alignment processes 

o Reporting on the effectiveness and efficiency of the Alignment processes 

o Reporting on the service performance 

 Improve the alignment of IT and Business 

o Defining and prioritizing improvements for the Alignment processes 
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 DELIVERY OF IT SERVICES TRAINING AND EXAM REQUIREMENTS 

The requirements for this exam address the guidance on:  

 How to plan and manage the Delivery Planning processes: availability management, capacity 

management, information security management and continuity management of IT services 

 How to monitor the Delivery Planning processes 

 How to test the Service Continuity Plan 

 How to define Security Controls and handle Security Incidents 

 How to integrate the requirements for ISO/IEC 27000 with those of ISO/IEC 20000 

 How to perform a risk analysis 

 How to perform a Fault Tree Analysis and a Component Failure Impact Analysis 

 How to communicate about availability, capacity , security and continuity plans  

 How to integrate the Delivery Planning processes  

 How to integrate Delivery Planning processes with other ISO/IEC 20000 processes 

 How to maintain knowledge repositories used by staff members involved in the Delivery 

Planning processes 

 How to measure the effectiveness of the Delivery Planning processes 

 How to improve the Delivery Planning processes 

 

Requirements for the Professional Delivery of IT Services according to ISO/IEC 20000 exam cover 

knowledge, understanding and the application of these to: 

 

 Plan the processes for delivery of IT Services  

o Planning activities of the Delivery processes 

o Planning policies, procedures, roles and tools 

o Planning interfaces with other processes 

o Planning for reporting and review 

 Implement and manage delivery of IT Services 

o Managing the implementation of the Delivery processes 

o Applying policies, procedures, methods and techniques 

o Organizing and directing the Delivery teams 

 Measure, monitor and report on the Delivery processes 

o Reviewing the Delivery processes 

o Reporting on the effectiveness and efficiency of the Delivery processes 

 Improve the Delivery processes 

o Defining and prioritizing improvements for the Delivery processes 
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 CONTROL OF IT SERVICES TRAINING AND EXAM REQUIREMENTS 

The requirements for this exam address the guidance on:  

 How to manage configuration items, changes and releases 

 How to define a Configuration Policy 

 How to plan the implementation of new or changed services  

 How to handle a Change Request 

 How to define a Release Policy and develop a Release Plan 

 How to integrate the requirements for ISO/IEC 19770 with those of ISO/IEC 20000 

 How to communicate changes and releases  

 How to minimize the impact of changes to the quality of the IT services 

 How to prioritize changes and releases 

 How to integrate configuration, change and release management 

 How to integrate configuration, change and release management with other ISO/IEC 20000 

processes 

 How to maintain knowledge repositories used by staff members involved in the Control of IT 

Services processes 

 How to measure the effectiveness of the processes for Control of IT Services 

 How to improve the processes for Control of IT Services 

 

Requirements for the Professional Control of IT Services according to ISO/IEC 20000 exam cover 

knowledge, understanding and the application of these in: 

 

 Plan the processes for the control of IT Services  

o Planning activities of the Control processes 

o Planning policies, procedures, roles and tools 

o Planning interfaces with other processes 

o Planning for reporting and review 

 Implement and manage the control of IT Services 

o Managing the implementation of the Control processes 

o Applying policies, procedures, methods and techniques 

o Organizing and directing the Control teams 

 Measure, monitor and report on the control of IT processes 

o Reviewing the Control of IT processes 

o Reporting on the effectiveness and efficiency of the Control processes 

 Improve Control of IT processes 

o Defining and prioritizing improvements for the Control processes 
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SUPPORT OF IT SERVICES TRAINING AND EXAM REQUIREMENTS 

The requirements for this exam address the guidance on:  

 How to manage incidents from initial identification through to closure and review 

 How to analyze incident trends  

 How to formulate actions to minimize the impact of incidents on the customer 

 How to pro-actively identify possible problems 

 How to perform a Root Cause Analysis with a Kepner-Tregoe Matrix  

 How to develop an Ishikawa Diagram 

 How to create and maintain knowledge repositories used by staff members involved in the 

Resolution processes 

 How to communicate with end users 

 How to prioritize incidents and problems and define a priority table 

 How to integrate Incident and Problem Management 

 How to integrate Incident and Problem Management with other processes 

 How to measure the effectiveness of the Resolution processes 

 How to improve the Resolution processes 

 

The Support Process Area consists of the processes for Incident Management and Problem 

Management and is also known in ISO/IEC 20000 as the group of Resolution Processes. 

 

Requirements for the Professional Support of IT Services according to ISO/IEC 20000 exam cover 

knowledge, understanding and the application of these in: 

 

 Plan the processes for the support of IT services 

o Planning activities of the Resolution processes 

o Planning policies, procedures, roles and tools 

o Planning interfaces with other processes 

o Planning for reporting and review 

 Implement and manage the support of IT services 

o Managing the implementation of the resolution processes 

o Applying policies, procedures, methods and techniques 

o Organizing and directing the Resolution teams 

 Measure, monitor and report on the support of IT services 

o Reviewing the Resolution processes 

o Reporting on the effectiveness and efficiency of the Resolution processes 

 Improve the support of IT services 

o Defining and prioritizing improvements for the Resolution processes 
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5.4 Associate training and exam requirements 

The Associate in ITSM training cover the knowledge, understanding and skills required for associate 

managers, consultants and auditors involved in supporting the implementation and maintenance of the 

management system for IT Service Management according to ISO/IEC 20000. 

5.4.1 ASSOCIATE CERTIFICATE  
IN ITSM ACCORDING TO ISO/IEC 20000 

The requirements for this exam address the guidance on:  

 How to coordinate and manage IT services 

 How to plan the activities for the four service provision areas 

 How to document processes and activities  

 How to manage documents through their lifecycle 

 How to define roles and responsibilities 

 How to review and manage staff competencies and training needs 

 How to handle risks to the Service Management organization on the operational and tactical 

level 

 How to apply continual service improvement 

 How to report on performance and effectiveness of processes 

 How to report on the performance of services 

 How to define improvements for the IT service provisioning processes 

 How to define a plan for a Service Management process 

 

Requirements for the Associate in ITSM according to ISO/IEC 20000 exam cover knowledge, 

understanding and the application of these to: 

 

 Planning the IT Service Management System 

o Plan management system processes 

o Plan service provision 

 Managing the IT service management system 

o Ensure effective communication 

o Ensure staff competencies 

o Implement and operate 

 Measuring, monitoring an reporting on the IT service management system 

o Report on continual improvement 

o Report on provisioning processes 

o Report on service performance 

 Improving IT service management processes 

o Analyze process efficiency and compliance 

o Define improvements for provisioning processes 
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5.4.2 EXAM CONDITIONS 

 Prerequisites: 

o The Foundation Certificate in ITSM according to ISO/IEC 20000 

o 3 years of experience in IT Service Management 

o Having attended a certified Associate training in IT Service Management according to 

ISO/IEC 20000 

o Having accomplished successfully the practical assignments for the certified training 

course 

 

 Exam: 

o Format: 80 case study based multiple choice questions  

o Pass mark: 65% 

o Duration: 120 minutes 

5.4.3 CERTIFIED TRAINING 

The Associate training in ITSM according to ISO/IEC 20000 is aimed at offering the attendees a 

pragmatic approach to improving the performance in their job and to accomplish compliance with best 

practice and the international standard in IT Service Management. The course should take the 

participants stepwise through the entire cycle of planning, implementing, deploying and maintaining 

the IT services, the IT Service Management processes and the overall management system. 

 

The requirements of a certified Associate training course in ITSM according to ISO/IEC 20000 are 

described in detail in the related Specification Sheet. 
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5.5 Consultant/Manager training and exam requirements 

The Consultant/Manager training cover the knowledge, understanding and skills required for 

managers and consultants involved in implementing and maintaining the management system for IT 

Service Management according to ISO/IEC 20000. 

Especially the Executive Consultant/Manager has a responsibility in ensuring that the overall strategy, 

policies and targets of the organization are supportive to IT Service Management according to 

ISO/IEC 20000. 

5.5.1 CONSULTANT/MANAGER CERTIFICATE IN ITSM ACCORDING TO ISO/IEC 20000 

The requirements for this exam address the guidance on:  

 How to motivate the organization and its staff for quality IT Service Management and 

certification 

 How to design a project for the Service Improvement Program aligned to the organization‟s 

strategy 

 How to manage a Service Improvement Project 

 How to evaluate IT Service Management (e.g. effectiveness, efficiency) 

 How to organize a Management Review Meeting 

 How to implement and improve the IT Service Management processes 

 How to implement and improve the management system for IT Service Management 

 How to manage and coordinate the IT service provision 

 How to communicate on the performance and effectiveness of IT Service Management with 

Executive management, customers, providers and staff 

 

Requirements for the Consultant/Manager exam in ITSM according to ISO/IEC 20000 cover 

knowledge, understanding and the application of these to: 

 Plan the IT service management system 

o Establishing scope and plan 

o Planning management system processes 

o Planning service provision 

 Implement and manage the IT service management system 

o Implementing and operating the management system 

o Motivating staff for the quality approach 

 Measuring, monitoring and reporting on the IT service management system 

o Assessing the management system  

o Reporting and communicate performance 

o Reviewing the management system 

 Improve the IT service management system 

o Managing Service Improvement Initiatives 

o Performing an improvement project 
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5.5.2 EXAM CONDITIONS 

 Prerequisites: 

o The candidate should possess the following certificates: 

 The Foundation Certificate in ITSM according to ISO/IEC 20000 

 Either: 

 The Professional Certificate Management and Improvement of ITSM 

processes according to ISO/IEC 20000 

 Two additional Professional Certificates in ITSM according to ISO/IEC 

20000 

 Or: 

 The Associate Certificate in ITSM according to ISO/IEC 20000 

o Having attended a certified Consultant/Manager training in IT Service Management 

according to ISO/IEC 20000 

o Having accomplished successfully the practical assignments for the certified training 

course 

 

 Exam: 

o Format: a case study based exam existing of: 

 20 case study based multiple choice questions  

 10 single response 

 10 multiple response 

 3 essay style questions 

o Pass mark: 65% 

o Duration: 120 minutes 

5.5.3 CERTIFIED TRAINING 

The Consultant/Manager training in ITSM according to ISO/IEC 20000 is aimed at offering the 

attendees a pragmatic approach to improving the performance in their job and to accomplish 

compliance with best practice and the international standard in IT Service Management. The course 

should take the participants stepwise through the entire cycle of planning, implementing, deploying 

and maintaining the IT services, the IT Service Management processes and the overall management 

system. 

 

The requirements of a certified Consultant/Manager training in IT Service Management according to 

ISO/IEC 20000 are described in detail in the related Specification Sheet. 
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5.5.4 EXECUTIVE CONSULTANT/MANAGER CERTIFICATE IN ITSM ACCORDING TO ISO/IEC 

20000 

The requirements for this exam address the guidance on:  

 How to define a vision and a mission statement 

 How to define a portfolio of products and services 

 How to initiate and manage cultural change within an organization 

 How to prepare for ISO/IEC 20000 certification of the management system 

 How to define a management system according to ISO/IEC 20000 

 How to provide a business case for the implementation of a management system 

 How to Executive the implementation of a management system  

 How to define the IT service provision strategy, policies, objectives and indicators 

 How to manage implementation and improvement programs 

 How to initiate and manage cultural change within an organization 

 

Requirements for the Executive Consultant/Manager in ITSM according to ISO/IEC 20000 cover 

knowledge, understanding and the application of these in: 

 

 Set the direction for the IT organization 

o Defining an IT service management approach 

o Designing a strategic framework for the portfolio of products and services 

o Defining a management system for IT service management 

 Direct the IT organization 

o Communicating vision and strategy 

o Managing organizational change 

 Monitor the performance of the IT organization 

o Evaluating the level of compliance 

o Assessing strategic risks  

 Govern the IT management system 

o Setting IT service management objectives  

o Managing risks to the integrated management system  
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5.5.5 EXAM CONDITIONS 

 Prerequisites: 

o The Consultant/Manager Competence Certificate in ITSM according to ISO/IEC 

20000 

o At least three years of working experience in IT Service Management, including one 

year in a role as consultant or manager in IT Service Management 

o Having attended a certified Executive Consultant/Manager Class in IT Service 

Management according to ISO/IEC 20000 

o Having accomplished successfully the executive project for the certified training 

course 

 

 Exam: 

o The exam session is part of the Executive Class 

o Candidates are providing a 15 minutes presentation based on their Executive project, 

followed by a 15 minutes discussion and questioning by an examiner 

o Assessment of the candidate is based on the Executive project and his/her 

contribution in the Executive Class and the exam session. 

5.5.6 CERTIFIED TRAINING 

The course should take the participants stepwise through the introduction, implementation, 

management and improvement of IT Service Management processes and the management system 

according to ISO/IEC 20000. 

 

The requirements of a certified Executive Consultant/Manager training in ITSM according to ISO/IEC 

20000 are described in detail in the related Specification Sheet. 
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5.6 Auditor training and exam requirements 

The auditor training courses cover the knowledge, understanding and skills required for auditors 

involved in internal or external audits of the management system for IT Service Management 

according to ISO/IEC 20000. The guidance covered in the requirements for the exams and the training 

courses will be based on ISO/IEC 20000 and ISO 19011. 

5.6.1 INTERNAL AUDITOR CERTIFICATE IN ITSM ACCORDING TO ISO/IEC 20000 

The requirements for this exam address the guidance on:  

 How to plan, prepare and perform audits on a management system for IT Service 

Management 

 How to plan, prepare and perform for the ISO/IEC 20000 certification of the management 

system 

 How to document, evaluate and report audit findings 

 How to identify non-conformities 

 How to monitor rectification of non-conformities 

 How to propose improvements and corrective actions based on the audit findings 

 Monitoring and evaluating corrective actions 

 

Requirements for the Internal Auditor exam in ITSM according to ISO/IEC 20000 cover knowledge, 

understanding and the application of these to: 

 

 Plan audit programs in an ITSM environment 

o Establishing objectives and plans  

o Evaluating management of audit programs  

 Implement and manage audit programs in an ITSM environment 

o Evaluating the ITSM management system  

o Implementing an internal audit program 

o Selecting audit teams 

o Planning and preparing an audit 

o Performing audit activities 

o Evaluation of findings and finalizing audits 

 Measure, monitor and report internal audits in an ITSM environment  

o Reporting on the effectiveness and efficiency of the internal audit process 

o Reviewing general qualification requirements  

o Reviewing communication skills  

 Improve internal Audits in an ITSM environment  

o Defining and prioritizing improvements for the internal audit program  

 



 

 

The Qualification and Certification Program in IT Service Management 

according to ISO/IEC 20000 - 36 - V3.3 final – December 2010 

5.6.2 EXAM CONDITIONS 

 Prerequisites: 

o The candidate should possess the following certificates: 

 The Foundation Certificate in ITSM according to ISO/IEC 20000 

 Either: 

 The Professional Certificate Management and Improvement of ITSM 

processes according to ISO/IEC 20000 

 Two additional Professional Certificates in ITSM according to ISO/IEC 

20000 

 Or: 

 The Associate Certificate in ITSM according to ISO/IEC 20000 

o Having attended a certified training course Internal Auditor in IT Service Management 

according to ISO/IEC 20000 

o Having accomplished successfully the practical assignments for the certified training 

course 

 

 Exam: 

o Format: 40 multiple choice questions 

 20 scenario based multiple choice 

o Pass mark: 65% 

o Duration: 105 minutes 

 

 

5.6.3 CERTIFIED TRAINING 

The training course Internal Auditor in ITSM according to ISO/IEC 20000 is aimed at offering the 

attendees a pragmatic approach of improving the performance in their job to accomplish compliance 

with best practice and the international standard in IT Service Management. The course should take 

the participants stepwise through the entire cycle of planning, preparing and conducting an 

(internal/external) audit on the management system, as well as reporting and monitoring the 

rectification of non-conformities. 

 

The requirements of a certified training course Internal Auditor in IT Service Management according to 

ISO/IEC 20000 are described in detail in the related Specification Sheet. 
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5.6.4 EXECUTIVE AUDITOR CERTIFICATE IN ITSM ACCORDING TO ISO/IEC 20000 

The requirements for this exam address the guidance on:  

 How to establish the level of conformance with ISO/IEC 20000 most in line with the 

organizations strategy 

 How to audit different types of organizations 

 How to combine audits for several standards (i.e. ISO/IEC 20000, ISO 9000 and ISO/IEC 

27000) 

 How to prepare for ISO/IEC 20000 certification of the management system 

 How to define an audit plan for the management system and the processes 

 How to Executive an audit team and supervise Internal Auditors 

 

Requirements for the Executive Auditor in ITSM according to ISO/IEC 20000 cover knowledge, 

understanding and the application of these in 

 

 Setting the direction for audit programs and certification processes 

o Identify and define the conditions for audit programs of management systems  

o Define and plan audit programs 

 Directing audit programs and certification processes  

o Implement and manage audit programs 

o Implement and manage certification processes 

 Monitoring the performance of audit programs and certification processes 

o Manage risks in audit programs and certification processes 

o Evaluate the performance  

 Improving audit programs and certification processes  

o Setting objectives 

o Manage improvements 

5.6.5 EXAM CONDITIONS 

 Prerequisites: 

o The Internal Auditor Certificate in ITSM according to ISO/IEC 20000 

o At least three years of working experience in IT Service Management, including one 

year in a manager/lead-auditor/product manager role in IT Service Management 

o A minimum number of 10 days participation in audits/assessments 

o Having attended a certified Executive Auditor Class in IT Service Management 

according to ISO/IEC 20000 

o Having accomplished successfully the project for the certified training course  

 Exam: 

o The exam session is part of the Executive Auditor Class 

o Candidates are providing a 15 minutes presentation based on their Executive project, 

followed by a 15 minutes discussion and questioning by an examiner 

o Assessment of the candidate is based on the Executive project, a review paper, and 

his/her contribution in the Executive Class and the exam session. 
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5.6.6 CERTIFIED TRAINING 

The training course Executive Auditor in ITSM according to ISO/IEC 20000 is aimed at offering the 

attendees a pragmatic approach of improving the performance in their job to accomplish compliance 

with best practice and the international standard in IT Service Management.  

The course should take the participants stepwise through the entire cycle of planning, preparing and 

conducting an audit on the management system, as well as reporting and monitoring the rectification 

of non-conformities. 

 

The requirements of a certified Executive Auditor training in ITSM according to ISO/IEC 20000 are 

described in detail in the related Specification Sheet. 
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6 Overview of Certificates within the qualification program 

Within this program you have to distinguish between three different certificates, following the 

possibilities: 

- Qualification certificates 

- Competence certificates 

Each certificate will address a special group of interest and has special conditions which will be 

explained below. 

6.1 The Qualification Certificates 

The first group to address is the one of participant of a single course within the scheme. This group 

wants to have, after successfully passing the exam, a confirmation showing that he understands the 

content and is able to transfer it. 

This “passing of an exam” is a fact and will not have any expire date. 

 

 

 

 

 

 

 

 

 

 

 

 

 

The certificate at the Foundation Level is relevant to all staff involved in IT Service Management (in the 

broadest sense). This is a starting point for each of the following levels and tracks leading toward the 

other certificates in the program. 

At the Professional level there are five Professional certificates, each focused on either one of the 

process areas in the Q-model or on the Management and Improvement of the quality of the IT 

services.  

At the highest level there are four certificates, two for the Consultant/Manager and two for the Auditor. 
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6.2 The Competence Certification 

Competence certificates in the qualification program for ITSM according to ISO/IEC 20000 will have a 

focus on managing and improving all IT Service Management processes. 

Hence participants have to have a broad knowledge about all processes within the standard. 

Taking into account this reason, competence certificate will start at the overall professional level. 

The following competence certificate will exist: 

- Professional Level Competence Certificate in ITSM according to ISO/IEC 20000 

- Consultant/Manager Competence Certificate in ITSM according to ISO/IEC 20000 

- Executive Consultant/Manager Competence Certificate in ITSM according to ISO/IEC 20000 

- Internal Auditor Competence Certificate in ITSM according to ISO/IEC 20000 

- Executive Auditor Competence Certificate in ITSM according to ISO/IEC 20000 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Professional Level Competence Certificate is introduced to indicate a broad knowledge and 

understanding in at least three of the five Professional areas and the ability to apply this knowledge 

and understanding at the Professional level. It will be awarded once the Professional Certificate in 

Management and Improvement of ITSM processes according to ISO/IEC 20000 plus two other 

Professional Certificates have been obtained. 

 

The Internal Auditor Competence Certificate and the Consultant/Manager Competence Certificate 

differ from the ordinary Internal Auditor Certificate and the Consultant/Manager Certificate in the extra 

requirement for work experience in the field. 

 

The Consultant/Manager Competence Certificate in ITSM according to ISO/IEC 20000 requires at 

least three years experience in IT Service Management, including one year in a role involved with 

managing IT Service Management processes. 

 

To obtain the Internal Auditor Competence Certificate in ITSM according to ISO/IEC 20000, the 

candidate should additionally have at least three years of working experience in IT Service 
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Management, including one year in a role involved in managing (the quality of) IT Service 

Management processes. 

 

Competence certificates have a validity of three years until the required recertification. 

 

The competence certification program for IT Service Management according to ISO/IEC 20000 is 

accredited according to the ISO/IEC 17024 standard for personnel certification by the national 

Accreditation Body of Germany and offers an opportunity to acquire an accredited competence 

certificate issued by the Certification Body for Persons of TÜV SÜD Akademie GmbH. 

6.3  Competence Certificates and recertification 

Recertification of Competence Certificates will require evidence of working experience in the last three 

years and evidence of having kept the knowledge and skills in the scope of the certificate up-to-date. 

Through the recertification the value of the competence certificate will increase in time. 

 

Evidence of the working experience will have to be supplied in a predefined format and will be 

assessed by examiners of TÜV SÜD. As evidence of having kept the knowledge in the field up-to-date 

an individual applying for recertification may use certificates and/or publications and/or presentations 

on subjects relevant to the scope of the competence certificate. Rules and regulations for the 

recertification will have to be developed, but will also include the possibility of taking a recertification 

examination. 

 

The recertification examinations will test the knowledge and understanding of recent developments in 

IT Service Management according to ISO/IEC 20000. The format of these exams will have to be 

decided and details of the recertification program will have to be elaborated during the further 

development of the qualification program. 

 

Recertification will enable professionals to demonstrate their experience is up to date and they have 

kept up with the current trends in IT Service Management according to ISO/IEC 20000. 

The details of the recertification, e.g. the exam format and/or credit point system, will have to be 

decided. 
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6.4 Revision History 
 

11 August 2010 Version 3.1  Terms "Accreditation" and "accredited" in the context of training 

institutes substituted by "Certification" and "certified" (cf. ISO/IEC 

17000); 

  Trade Mark acknowledgements revised; 

  Sections Certified Training revised: Detailed requirements deleted, 

reference to the related Specification Sheets added; 

  Section 5.1.4 revised: Side entry routes – Examples; 

  Section 6.5 added: Other applicable documents; 

  Annex 3 added: Trainer Requirements 

25 October 2010 Version 3.2 Section 5.1.4 completed: General requirement for side entry routes 

13 December 2010 Version 3.3 Titling added: Examination Institute; Scheme diagrams revised; 

  Section 6.2 revised: The Competence Certification; 

  Annex 1 revised: Members of the Committee; 

  Annex 3 revised: Trainer Requirements for the "Internal Auditor in 

ITSM" 

 

6.5 Other applicable documents 
 

 Specification Sheets for the particular scheme modules 

 Specification Sheet for Training Institute Certification 

 Specification Sheet for Trainer Certification 

 Specification Sheet for Training Material Certification 

 List of Abbreviations (Information technology – List of Abbreviations used) 
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Annex 1: Members of the Committee  
 

Committee for the TÜV SÜD Examination Institute's qualification program in IT Service 

Management according to ISO/IEC 20000 

 

 Renate Eberle (Chair), TÜV SÜD Examination Institute, Germany 

 Dr. Michael Brenner, Bavarian Academy of Sciences and Humanities, Germany 

 Bernd Broksch, itSMF Germany, Consultant, Germany 

 Erin Casteel, Solisma, Australia/New Zealand 

 Dr. Jenny Dugmore, Chair of ISO/IEC JTC1 SC7 WG25 (ISO/IEC 20000 series), Service 

Matters, United Kingdom 

 Roland Edelmann, IBM Deutschland, Germany 

 Marcus Giese, TÜV SÜD Management Service, Germany 

 Andreas Grasmück, IBM Training Services, Germany 

 Dr. Armin J. Hampel, Hewlett-Packard, Germany 

 Prof. Dr. Heinz-Gerd Hegering, Ludwig-Maximilians-Universität, Germany 

 Akihiko Komase, Azsent, Japan 

 Uwe Laubner, TÜV SÜD Examination Institute, Germany 

 Wolfgang Moser, Prozess Delta, Austria 

 Eveline van Oostrom, TÜV SÜD Examination Institute, The Netherlands 

 Dr. Angelika Plate, Vice Chair of ISO/IEC JTC1 SC27 WG1 (ISO/IEC 27000 series), AEXIS 

Security Consultants, Germany 

 Dennis G. Ravenelle, Harvard University Faculty of Arts and Sciences Computer Services, 

USA  

 



 

 

The Qualification and Certification Program in IT Service Management 

according to ISO/IEC 20000 - 44 - V3.3 final – December 2010 

Annex 2: List of certificates 

The TÜV SÜD Examination Institute's qualification and certification program according to ISO/IEC 

20000 uses the following list of official names for the certificates. 

 

 Foundation Certificate in ITSM according to ISO/IEC 20000 

 Professional Certificate Support of IT Services according to ISO/IEC 20000 

 Professional Certificate Control of IT Services according to ISO/IEC 20000 

 Professional Certificate Delivery of IT Services according to ISO/IEC 20000 

 Professional Certificate Alignment of IT and the Business according to ISO/IEC 20000 

 Professional Certificate Management and Improvement of ITSM processes according to ISO/IEC 

20000 

 Associate Certificate in ITSM according to ISO/IEC 20000 

 Consultant/Manager Certificate in ITSM according to ISO/IEC 20000 

 Internal Auditor Certificate in ITSM according to ISO/IEC 20000 

 Executive Consultant/Manager Certificate in ITSM according to ISO/IEC 20000 

 Executive Auditor Certificate in ITSM according to ISO/IEC 20000 

 

The official names of the competence certificates are: 

 Professional Level Competence Certificate in ITSM according to ISO/IEC 20000 

 Consultant/Manager Competence Certificate in ITSM according to ISO/IEC 20000 

 Internal Auditor Competence Certificate in ITSM according to ISO/IEC 20000 

 Executive Consultant/Manager Competence Certificate in ITSM according to ISO/IEC 20000 

 Executive Auditor Competence Certificate in ITSM according to ISO/IEC 20000 

 



 

 

The Qualification and Certification Program in IT Service Management 

according to ISO/IEC 20000 - 45 - V3.3 final – December 2010 

Annex 3: Trainer Requirements 

The general requirements on certified trainers are described in the "Specification Sheet for Trainer 
Certification". The following are additional requirements within the ISO/IEC 20000 scheme. 

Training according to 
ISO/IEC 20000 

Minimum Trainer Requirements 

• Foundation  
• Foundation Bridge 

- Successful completion of the Foundation in ITSM exam and successful  
  completion of course and exam Management and Improvement of ITSM  
  Processes  
or 
- Successful completion of the ITIL® Foundation exam and successful  
  completion of course and exam Management and Improvement of ITSM  
  Processes (incl. Delta Foundation) 
or 
- Certification as ITIL® v2 Service Manager or ITIL® v3 Expert and successful  
  participation at a train the trainer workshop (Foundation level incl. exam, as a  
  compressed module Management and Improvement of ITSM) 
or 
- Successful completion of 3 ITIL® v3 Lifecycle exams and successful  
  participation at a train the trainer workshop (Foundation level incl. exam, as a  
  compressed module Management and Improvement of ITSM) 
or 
- Successful completion of 2 ITIL® v3 Capability exams and successful  
  participation at a train the trainer workshop (Foundation level incl. exam, as a  
  compressed module Management and Improvement of ITSM) 
and 
- Several years of work experience in ITSM 

• Singular Professional 
modules: Support, 
Delivery or Control 
of IT Services, 
Alignment of IT and 
the Business 

- Certification as Professional in the respective module * 
and 
- Successful completion of course and exam Management and Improvement of  
  ITSM Processes 
and 
- Several years of work experience in ITSM 

• Singular module 
Management and 
Improvement of 
ITSM Processes 

• Entire range of the 
Professional level 

• Associate in ITSM  

- Certification as Consultant/Manager in ITSM * or Internal Auditor in ITSM * 
or 
- Certification as Associate in ITSM 
or 
- Certification as ITIL® v2 Service Manager or ITIL® v3 Expert and successful  
  participation at a train the trainer workshop (Professional level incl. exam, as  
  a compressed module Management and Improvement of ITSM) 
and 
- Several years of work experience in ITSM 

 
* Side Entry Routes are accepted for the fulfillment of the above mentioned trainer requirements. 
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Trainer Requirements – Continuation 

 

Training according to 
ISO/IEC 20000 

Minimum Trainer Requirements 

• Consultant / 
Manager in ITSM 

- Certification as Consultant/Manager in ITSM * 
and 
- At minimum 3 years of work experience in ITSM in direct responsibility 

• Executive 
Consultant / 
Manager in ITSM 

To be defined, module still under development 

• Internal Auditor in 
ITSM 

- Certification as Internal Auditor in ITSM * 
and 
- Several years of work experience in ITSM  
and 
- Work experience as auditor in ITSM or in comparable management systems: 
  At minimum 1 audit with a duration of at minimum 4 days including at minimum  
  2 days on-site in direct responsibility 

• Executive Auditor  
in ITSM 

To be defined, module still under development 

 
* Side Entry Routes are accepted for the fulfillment of the above mentioned trainer requirements. 
 


