Exam: Your Guide to ISO 20000
Certification

Understanding ISO 20000 Certification

If you want to boost your organization's /T service management, getting ISO 20000
certification is essential. This certification recognizes your capability in managing /T
services efficiently. It's recognized worldwide and ensures you comply with best practices.

The Importance of IT Service Management

IT service management (ITSM) is crucial for businesses today. Good ITSM means
providing better service to customers and ensures seamless operations. 1ISO 20000 helps
organizations standardize their IT operations, making sure they meet customer needs
effectively.

Preparing for Your ISO 20000 Audit

Auditing is a significant part of obtaining ISO 20000 certification. To prepare for an ISO
20000 audit:

» Understand the requirements: Familiarize yourself with the certification standards.

= Document your processes: Ensure that all IT processes are well-documented.

= Conduct internal audits: Perform practice audits to identify areas for improvement.

ISO 20000 Training: Ready Yourself for Success

Training is key to understanding the standards of ISO 20000. Enroll in training programs
tailored to your team’s needs. This not only prepares your employees but also enhances
their skills in /T service management.

ITIL vs ISO 20000: What’s the Difference?

If you're familiar with /TIL, you might wonder how it compares to ISO 20000. While ITIL
focuses on best practices in ITSM, ISO 20000 is a formal certification. In simple terms, you
can think of ISO 20000 as a way to prove adherence to ITIL practices. Both frameworks
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are complementary.

ISO 20000 Requirements to Consider

To achieve ISO 20000 certification, you must meet specific requirements. These include:

= Establishing an /T service management system (SMS).
= Monitoring and measuring your IT services.

= Ensuring continual improvement of your SMS.

Your Roadmap for ISO 20000 Implementation

Implementing ISO 20000 can be simplified with a roadmap:

= Assess current /T service processes.
= Develop an improvement plan based on the assessment.
= Train your staff on ISO 20000 practices.

= Conduct audits to ensure you're on track.

Conclusion: Take the Leap Toward Excellence

Obtaining ISO 20000 certification is a journey worth taking. It will not only enhance your IT
service management but also increase customer satisfaction. Start today, and step into
the future of efficient IT management!
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Question: 1

Within the requirements for Resources, in addition to human resources, what other resources shall
the service provider organization determine and provide?

A. Technical, information, and financial
B. Technical, work areas, and service desk
C. Financial, suppliers, and service desk
D. Information, suppliers, and work areas

Answer: A

Question: 2

Which statement about the use of technology and tools to achieve and maintain certification is
correct?

A. The use of technology is mandatory

B. The technology and tools used shall be assessed during the audits

C. Any tools used shall be listed on the ISO catalogue of approved tools

D. The data reported from the tools can be used to provide evidence for audits

Answer: D

Question: 3

What is the relationship between ISO/IEC 20000-1, I1ISO 9001, and ISO/IEC 270017

A. ISO 9001 deals mainly with customer complaints about quality, whereas ISO/IEC 20000-1 and
ISO/TEC27001 are IT focused

B. ISO/IEC 20000-1 applies to service management, whereas ISO 9001 and ISO/IEC 27001 can NOT be
used effectively in a service provider organization

C. An SMS can be integrated with a quality management system based on ISO 9001 or an information
security management system based on ISO/IEC 27001

D. It is necessary for service provider organizations to be certified against all of them to ensure an
effective service management system

Answer: C
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Question: 4

Which is not an example of configuration information for a CI?

A. Relationship with other Cis
B. Unique identification

C. Feature of a service

D. Status

Answer: C

Question: 5

What should be done to handle risks and opportunities?

A. Avoid, reduce, and transfer

B. Plan, do, check, and act using Deming's cycle
C. Record, classify, fulfill, and close

D. Determine, document, and plan actions

Answer: D
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