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ISO 20000 Interview Preparation 
Checklist 

 

Comprehensive Preparation for ISO 20000 Interviews: Key 
Concepts, Best Practices, and Expert Insights  
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Preparing for an ISO 20000 interview requires a comprehensive 

understanding of IT Service Management (ITSM) processes, the ISO 20000 

standard, and how these elements interact to deliver high-quality IT 

services.  

Whether you're aiming for a role as an ISO 20000 Lead Auditor, IT Service 

Manager, or Consultant, having a solid grasp of both theoretical knowledge 

and practical implementation is key to success. 

Use this ISO 20000 Interview Preparation Checklist to ensure you cover 

all the essential areas to perform well in your interview and demonstrate 

your expertise in IT service management. 

 

1. Understand the Basics of ISO 20000 
 

• Definition of ISO 20000: Make sure you can define ISO 20000 

clearly and explain its significance. ISO 20000 is an international 

standard for IT Service Management (ITSM) that provides 

organizations with a structured framework to ensure their IT 

services meet business needs, are aligned with customer 

expectations, and follow industry best practices. 

• Why ISO 20000 is Important: Be prepared to discuss why ISO 

20000 is important for businesses and IT service providers. 

Emphasize its role in improving service quality, ensuring compliance 

with global best practices, and building customer trust. 

• ISO 20000:2018: Familiarize yourself with the most current version 

of the standard, ISO 20000:2018, and the key updates it introduced. 
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2. Key Components of IT Service Management System 
(SMS) 
 

• Familiarize Yourself with SMS Components: ISO 20000 requires an 

IT Service Management System (SMS) to be in place. Know the 

components of the SMS: 

o Service Delivery Processes: This includes incident 

management, problem management, and service request 

fulfillment. 

o Control Processes: Be ready to discuss change management, 

configuration management, and release management. 

o Resolution Processes: Understand how incidents and 

problems are managed and resolved in line with the standard. 

o Relationship Processes: These processes cover business 

relationship management and supplier management, which 

help ensure IT services align with business goals. 

• Practical Application: Think about how these processes are applied 

in real-world scenarios and be ready to discuss examples where you 

have seen or been involved in these practices. 
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3. Role of a Lead Auditor in ISO 20000 
 

• Understanding the Lead Auditor’s Role: If you're applying for a 

Lead Auditor position, understand that the Lead Auditor is 

responsible for evaluating the organization’s adherence to the ISO 

20000 standard through audits. 

o Audit Planning: Be prepared to discuss how you would plan 

audits, including defining audit criteria, scope, and audit 

schedule. 

o Conducting Audits: Understand how to evaluate 

documentation, conduct interviews, and assess IT service 

management practices. 

o Reporting: A Lead Auditor must communicate audit findings 

clearly, including areas of non-compliance and suggestions for 

improvement. 

• Key Skills for Auditors: Familiarize yourself with the technical and 

soft skills required, such as critical thinking, attention to detail, and 

communication. 
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4. ISO 20000 Certification Process and 
Documentation 
 

• ISO 20000 Documentation Requirements: Review the mandatory 

documents required for ISO 20000 certification. This includes: 

o Service Level Agreements (SLAs): Understand the role of 

SLAs in managing expectations with customers and ensuring 

service delivery standards. 

o Incident and Problem Management Records: Be prepared to 

discuss the documentation needed for managing and resolving 

incidents and problems. 

o Change Management Records: You should know how to 

document changes in the IT environment, including approvals 

and impact assessments. 

o Process Descriptions: Be familiar with the importance of well-

documented processes for all IT service management activities. 

• Continuous Improvement: Understand how ISO 20000 drives 

continuous improvement through documentation, performance 

monitoring, and corrective actions. 
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5. Preparation for Real-World Scenarios 
 

• Practical Application in Service Delivery: Be ready to discuss how 

ISO 20000 impacts day-to-day IT service delivery. Think of scenarios 

where you’ve managed or encountered service disruptions and how 

you could apply the principles of ISO 20000 to resolve them. 

• Incident Handling: Prepare to discuss how you would manage 

incidents under the ISO 20000 guidelines, focusing on quick response 

times, categorization, and meeting Service Level Agreements 

(SLAs). 

• Dealing with Non-Conformities: If you're applying for a Lead 

Auditor or Implementer role, you should be prepared to explain how 

you would handle non-conformities discovered during an audit or 

implementation phase. 
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6. ISO 20000 Implementation Challenges 
 

• Anticipate Potential Challenges: Know the common challenges 

organizations face when implementing ISO 20000, such as: 

o Resistance to Change: Employees or management may resist 

new processes. Be prepared to discuss how you would 

overcome such resistance. 

o Lack of Resources: Limited resources or expertise can hinder 

the successful implementation of an SMS. Think about how you 

would address this challenge in an organization. 

o Meeting All Requirements: Implementing all aspects of the 

standard, such as the various process areas and documentation, 

without overlooking any key components can be difficult. Be 

prepared to discuss how to ensure thorough implementation. 

 

7. Continuous Improvement and Compliance 
 

• Promoting Continuous Improvement: Know how ISO 20000 

promotes continuous improvement in IT service management. This 

includes: 

o Internal Audits: Regular internal audits are crucial for 

identifying areas of improvement. 

o Feedback Loops: Continuous feedback from stakeholders 

helps organizations refine processes and improve service 

delivery. 
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o Corrective and Preventive Actions: Be prepared to explain 

the role of corrective actions in addressing issues and 

preventing them from recurring. 

• Metrics and Monitoring: Familiarize yourself with metrics such as 

time-to-fill, cost-per-hire, and quality-of-hire, which are important 

in evaluating performance. 

 

8. ISO 20000 Lead Auditor Interview Questions 
 

• Be Ready to Answer Specific Lead Auditor Interview Questions: 

Expect questions that focus on your ability to audit ISO 20000 

compliance. Some sample questions include: 

o “How would you plan and conduct an audit for ISO 20000?” 

o “What steps would you take if you found non-compliance 

during an audit?” 

o “How would you handle disagreements with the audit team or 

stakeholders during an audit process?” 
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9. Understanding the Benefits of ISO 20000 
Certification for Individuals 
 

• Professional Development: Understand how ISO 20000 

certification can enhance your career. It provides recognition of 

expertise in IT Service Management and can open up career 

opportunities in auditing, service management, and consulting. 

• Better Job Prospects and Higher Salary: Certified professionals are 

in high demand, and certification can often lead to better job offers 

and higher pay. 

 

10. Mock Interviews and Practice Questions 
 

• Prepare with Mock Interviews: Consider practicing your answers 

to ISO 20000 interview questions with a colleague or mentor. Mock 

interviews help you refine your answers, improve your confidence, 

and identify areas where you might need to brush up on your 

knowledge. 
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Conclusion 
 

This ISO 20000 Interview Preparation Checklist will help you ensure 

that you're fully prepared for your next interview.  

Whether you're looking to become an ISO 20000 Lead Auditor, IT Service 

Manager, or Consultant, mastering the key components of ISO 20000, 

understanding the practical application of the standard, and being ready to 

discuss real-world scenarios will set you apart as a strong candidate.  

Preparing with this checklist will ensure you have the knowledge and 

confidence needed to succeed and advance in your ISO 20000 career. 
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