
Background

IT Infrastructure Library ITIL® has become the de-facto guideline 
for IT Service Management. More customers are demanding 
compliance to ITIL®. Internal IT or shared services organizations 
are trying to improve service quality by adopting the best 
practices from ITIL®. The huge volume of ITIL® best practices 
could be daunting for many organizations. It is also not possible 
to audit against ITIL® to certify compliance. The ISO/IEC 20000 
standard provides organizations an easy road map to implement 
ITSM. It is also possible to audit against this standard to verify 
compliance. This standard has two parts, 20000-1 provides the 
specifi cations and 20000-2 provides code of practice and has 
been accepted by the IT Service Management Forum (itSMF) as a 
standard for certifi cation.

Benefi ts

• ISO/IEC 20000-1 certifi cation provides objective evidence of 
compliance to ITIL best practices

• Competitive advantage
• Easy roadmap to ITSM implementation
• Certifi cation drives continual service improvement
• Provides a scalable standard which can be applied to any 

size IT operation.

Assessment concept

Assessments are conducted using an audit checklist specifi -
cally prepared by UL DQS, based on the requirements of ISO 
20000-1 and ITIL (BIP 0015:2006, ITSM Self Assessment). 
The following diagram shows our assessment framework.
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Figure 2: Assessment framework
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Guiding principle

Aligning processes to ITIL helps IT service organizations identify 
and systematically improve the quality of IT services being 
offered. On this basis, Service Level Agreements (SLAs) can be 
formed or arranged with customers. They contain measurable 
quality indicators and quality objectives, making them 
comparable.
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Figure 1- Relationship between ISO/IEC 20000 and ITIL

IT Service Management
Value of ISO IEC 20000-1 Certifi cation

itSMF

UL DQS Inc. 1130 W. Lake Cook Rd. Buffalo Grove, IL 60089 • www.ul-dqsusa.com
 



Roadmap for ISO/IEC 20000-1 Certifi cation

Initial information
• Introduction to UL DQS and its range of services
• Collection of basic company required for preparation of an offer/quote

Contract completion
• Finalize assessment scope
• Timeline

System analysis (usually on site)
• Pre-assessment of the ITSM system
• Review and evaluation of the ITSM system documentation
• Explanation of identifi ed weaknesses and necessary actions in advance of the 

system assessment

Pre assessment on site
• Evaluation of agreed-upon areas and/or processes 
• Written report stating necessary actions and potential for improvement

System assessment on site
• Comprehensive review and evaluation of the ITSM system for fulfi llment of the requirements 

of ISO 20000-1 and assessment to ITIL, identifi cation of areas for improvement
• Written report stating necessary actions and highlighting potential for improvement

 Quick Facts about UL DQS Inc.
 • Formed with partnership between The Underwriters Laboratories Inc. (UL) and DQS (German Registrar of Management  

 Systems). DQS was founded by DGQ (German Society of Quality) and DIN (German Institute of standardization). 
 • Global presence: 60 offi ces in 40 countries
 • Best in class auditors: 1850 auditors worldwide
 • Large customer base: 45000 certifi cations

Evaluation and certifi cate issue
• Evaluation of system assessment results and certifi cation decision by UL DQS, Inc.
• Following a positive decision, issuance of certifi cate with a validity of three years

For more information please call: 847-749-5397 or email: Info.IT@us.dqs-ul.com

Advancement assessments
• Conducted on-site before completion of 1st and 2nd year
• Review and evaluation of essential components for fulfi llment of the requirements for the 

ITSM system, with an emphasis on the identifi cation of potential for improvements

• Re-certifi cation before completion of 3rd year

itSMF
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