






Assessment stakeholders should be aware of and account for the limitations and applicability of each type when 
initiating an assessment and using the assessment’s results.
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TYPES OF ASSESSMENTS
Depending on organizational goals and needs, the ITIL Maturity Model can be used to perform the following types 
of assessment:

Comprehensive assessment
Assessing the capabilities of 
seven or more practices, selected 
according to organizational needs, 
including continual improvement 
AND the maturity of the SVS.

High-level maturity assessment
Assessing ONLY the maturity 
of the SVS. Practices’ capabilities 
are not assessed or fewer than 
seven practices, including 
continual improvement, 
are included in the scope.

Capability assessment
Assessing ONLY the capability of 
one or more practices, selected 
according to organizational 
needs. The maturity of the SVS 
is not assessed.



If agreed with the consultants, the report may also include additional elements, such as benchmarks or an improvement 
roadmap.

" The ITIL Maturity Model assesses much more than siloed processes 
or individual practices. It aims to evaluate an organization’s entire 
service management ecosystem, considering people, tools, processes, 
workflows, and how we interact with third parties. It gave us a holistic 
view across our business, helping us improve both how we work and 
what we achieve."

Nicci Postlethwaite – Operational Excellence Lead, BT

ASSESSMENT DELIVERABLES
As a result of an ITIL maturity and capability assessment, the consulting company conducting the assessment provides 
the customer with a report that typically outlines the following:

Current achievements 
If this is not the first assessment, the results can be compared with previously agreed improvement goals 
and shown in a dynamic (trend-based) view.

Areas for improvement  
These can be prioritized based on the risks they mitigate and the business value they help to deliver.

Critical success factors   
Key conditions that must be met to ensure the success of the improvement programme.



" By utilizing the ITIL Maturity Model, we were able to achieve our goal 
based on ITIL best practices, which helped us strive for operational and 
service excellence within our organization. This assessment provided us 
with the objectivity and validation we needed to gain deeper insights 
into our ITIL practices and improve them further."

Erick Figueroa – Head of Global Process COE, SITA

" I thoroughly enjoyed the ITSM maturity assessment. I genuinely believe 
it provided an honest view of where we are and clear guidance on where 
to go next. It validated many items that were sitting at the top of our 
backlog, which was great to see. But it also gave us valuable insights into 
areas where we had some room to grow our expertise. I would highly 
recommend the maturity assessment to anyone considering it."

Andy Ferguson – ITIL Operations Manager, University of Birmingham

Assess your 
ITSM maturity

Learn more about 
the ITIL Maturity Model

WANT TO ASSESS YOUR 
ITIL MATURITY OR CAPABILITY?
The ITIL maturity and capability assessment can be conducted for your organization by an Accredited Consulting Partner (ACP).
Connect with the right partner to elevate your IT service and product management!





peoplecert.org | info@peoplecert.org 

PeopleCert is the global leader in the certification industry, with a product 
portfolio of global best practice frameworks and certifications including ITIL® 
and DEVOPS INSTITUTE® for IT & Digital Transformation, and PRINCE2® for 
Project, Programme & Portfolio Management, as well as language 
qualifications through LANGUAGECERT®.

Our certifications are delivered across the globe, empowering people and 
organizations to achieve what they are capable of, improving organizational 
efficiency and realizing their life ambitions through learning. 


