


COURSE OBJECTIVES 

On completion of this training course, delegates 
will be able to: 

ti.. Understand the benefits of achieving ISO/IEC 
20000 certification. 

ti.. Define your path towards implementation of 
ISO/IEC 20000. 

ti.. Define the relationships between the different 
Service Management processes from an 
implementation perspective. 

ti.. Understand the role change imposes on an 
organization and how to deal with this from a 
ISO/IEC 20000 implementation perspective. 

ti.. Understand what is required for ISO/IEC 20000 
Audit. 

WHO SHOULD ATTEND 

This course aims at those IT Consultants, IT 
Service Providers and IT Managers who involved in 
the implementation of Iso20000. 

OUTLINE 

A Introduction to and background of ISO/IEC 20000. 
A The certification scheme. 
A ISO/IEC 20000 overview: terminology, process, 

and objectives. 
I::!.. ISO/IEC 20000: Part 1 in detail. 
A ISO/IEC 20000: Part 2 in detail. 
A The use and application of ISO/IEC 20000. 
A The implementation of ISO/IEC 20000. 
A Preparing for a formal audit. 
A Typical toolsets in use. 
A ISO/IEC 20000 scoping and eligibility. 

CERTIFICATION 

Delegates who successfully completed the 
course and pass the exam will be recognized 
as Certified ISO/IEC 20000 Practitioner 
under the APMG certification scheme. 

PRE-REQUISITES 

Candidate must hold either the APMG ISO/IEC 
20000 Foundation or the ITIL Foundations 
certificate. 

PRE COURSE READING 

MATERIALS 

There are no pre-course reading materials 
needed for this course although 
candidates are encouraged to have the 
ISO/IEC20000 standards available and also 
be familiar with the standards 

EXAMINATION FORMAT 

A Complex Multiple Choice 
A 4 questions per paper, 20 marks available 

per question 
A 40 marks required to pass (out of 80 

available) - 50% 
A Three hours duration 
A Open book (a copy of Part 1 is permitted). 
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