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List of questions to ask your ISO 20000 certification body
Before deciding which certification body to engage for your ISO 20000 certification, consider these questions and use them while talking to ISO 20000 certification bodies.
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1. Does the certification body have accreditation for auditing ISO 20000?	Comment by 20000Academy: To use your certification for marketing, it’s important to ensure that the certification will be recognized. Make sure your certification body is accredited, e.g., in the UK it is UKAS; in the US it is ANAB.


2. What is the reputation of the certification body?	Comment by 20000Academy: Does the body have a valued reputation? What do other companies say, and are there recommendations from other clients?

3. How many auditors does the certification body have with experience in your industry? What languages do the auditors with experience in your industry speak? How close are the auditors to your location?	Comment by 20000Academy: Try to match auditor experience in your industry, so the auditor will not need time to learn about your industry.	Comment by 20000Academy: Depending on the language needs of employees, the ability of the auditors to speak a common language to understand responses could be critical to having a successful audit.	Comment by 20000Academy: While this doesn’t affect audit quality, added travel costs are included in the price.


4. How many customers does the certification body have? What kinds of customers has the body served? Can they provide a reference list?	Comment by 20000Academy: Figure out if the certification body and auditors have experience with companies of your size. Audit experience only with larger companies may be difficult to apply to small, leaner enterprises.


5. What is the certification body’s requirement on maturity of the Service Management System (SMS) before certification?	Comment by 20000Academy: The length of time that a company must maintain the SMS to ensure adequate records are available differs between certification bodies.


6. What is the certification body’s policy on issuing corrective actions and opportunities for improvement?	Comment by 20000Academy: It is important to know the timelines for corrective action, and if the auditors are allowed to identify improvement opportunities.


7. What level of work experience does the body ask of their auditors before becoming certification auditors?	Comment by 20000Academy: Industry work experience is very beneficial for auditors of your company.


8. Is the certification body recognized globally, or only locally? 	Comment by 20000Academy: Some certifications are only recognized in the country given, while others are more globally recognized. Depending on your customer base, one may be more beneficial to you.


9. Does the body have auditors with experience in other management standards? Does the certification body offer integrated audits for more than one standard?	Comment by 20000Academy: Some companies implement an integrated system with standards like ISO 9001 for quality and ISO 27001 for information security. Knowing that the certification body has experience in different standards is helpful should this arise.


10. What does the certification body see as their greatest benefit over other certification bodies? What other services are offered in the price?	Comment by 20000Academy: This helps in understanding what the certification body believes are their strengths. Try to match these with what you are looking for from your certification body.	Comment by 20000Academy: While bodies are not allowed to consult with certification clients, other beneficial services may be included for you.


11. Does the body deliver ISO 20000 trainings? If yes, how are the auditors involved in the training? 	Comment by 20000Academy: Many bodies keep auditors and trainers separate, but auditors experienced in ISO 20000 training may know questions asked by beginners, which may help to develop your SMS.


12. What options does the certification body offer for surveillance visits? 	Comment by 20000Academy: Maintenance audits can be 1, 2, and even 4 times a year. To use maintenance audits to help with improvements, understand your options and what will work for you.


13. What is the price for the overall three-year program of certification audit and surveillance (maintenance) audits? How many audit days will be required per audit? How does the company decide on the audit days and price?	Comment by 20000Academy: Most companies decide on the number of audit days based on the number of employees. If the number of days is calculated differently, it should be questioned.

14. What are the most common problems seen by the certification body in initial certification audits?	Comment by 20000Academy: This may help to focus attention during implementation, so you have a robust process where others had problems

15. How does the certification body see the way it does business (mission, vision, values, and practices)?	Comment by 20000Academy: This may help the organization to identify if there is a cultural fit between itself and one potential supplier of certification services.	Comment by 20000Academy: You may find value in checklists, or improvement suggestions and advice from auditors, or if they permit your SMS internal auditors to shadow and support the audit.
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