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ISO/1EC 20000-1 Information Technology Service Management
System (ITSMS) Internal Auditor

Course Description

Course Benefits

Learning Objectives

Intended Audience

By conducting effective internal audits, you can ensure that your
organization’s IT service management system continually
improves and achieves its full potential. Based on ISO/IEC
20000-1 and ISO 19011, this two-day course will guide you
through the IT service management internal audit process, from
planning and performing the audit to reporting the findings and
taking corrective action.

During the training, you will develop your auditing skill by taking
part in practical exercises, role-playing activities and group
workshops. You will also learn how to customize the internal
audit framework to suit your organization, and that you can
integrate 1SO 2000-1 audits with other management systems,
such as 1SO 9001.

By attending this course, you will:
e Develop internal auditing expertise

e Be able to ensure that your organization’s IT service
management system (ITSMS) is compliant with 1SO 20000-1

e Have the ability to prepare for third party audits

e Know how to integrate the auditing of ISO/IEC 20000 with
other management systems, such as 1SO 9001

Upon completion of this training, delegates will be able to:

e ldentify the principles of auditing and auditor responsibilities

e Plan an internal audit for an ISO 20000-1 IT service
management system

e Conduct informal opening and closing meetings

e Conduct an audit based on good process identification,
sampling and questioning

e Provide verbal and written feedback

e Construct and document concise nonconformities

e Report the audit effectively

e Follow up on corrective actions

Individuals interested in monitoring the effectiveness of their
organization’s ITSMS implementation and those who want to be
ISO/IEC 20000-1 internal auditors.
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Course Duration 2 days

Prerequisites It is recommended that delegates have some understanding of IT

service management systems and/or auditing principles around
another management system standard before attending this
course.

Further Information  Delegates who successfully complete the course will be issued a

Agenda

Day 1
Time
8:00

16.30

certificate by BSI.

Topic ‘

Introduction

Delegate introductions

Overview of course structure and learning objectives

Summary of 1ISO/IEC 20000 standards

What is an audit?

The auditor

Managing an audit programme

Prepare an annual audit plan

Audit activities

Preparing audit activities

Preparing for the audit, documentation and checklists

Close day 1

..making excellence a habit’

<ABCO0101ENGX v0.0 Mon Year> ©The British Standards Institution 2013 20f3



bsi.

Day 2

8:00 Welcome back and review of day 1
Conducting the audit activities
Audit interview
Audit reporting
Writing nonconformity reports
Audit summary
Closing meeting
Corrective action

16.30 Close day 2

Two short breaks will be taken at suitably convenient times in the morning and afternoon.
An hour will be given for a lunch break. Additional breaks may be taken as long as agreed by
delegates and tutor, and all learning objectives are met.
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