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NEW QUESTION 1
Which role is responsible for carrying out the activities of a process?

A. Process owner

B. Change manager
C. Service manager

D. Process practitioner

Answer: D

NEW QUESTION 2

Which two processes will contribute MOST to enabling effective problem detection?
A. Incident and financial management

B. Change and release and deployment management

C. Incident and event management

D. Knowledge and service level management

Answer: C

NEW QUESTION 3
Details of the service level agreement (SLA} pertaining to the incident

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 4

Which one of the following would NOT be defined as part of every process?
A. Roles

B. Inputs and outputs

C. Functions

D. Metrics

Answer: C

NEW QUESTION 5

Which one of the following do technology metrics measure?
A. Components

B. Processes

C. The end-to-end service

D. Customer satisfaction

Answer: A

NEW QUESTION 6

What is the result of carrying out an activity, following a process or delivering an IT service known as?

A. Outcome
B. Incident
C. Change
D. Problem

Answer: A

NEW QUESTION 7

Which process is responsible for managing relationships with vendors?
A. Change management

B. Service portfolio management

C. Supplier management

D. Continual service improvement

Answer: C

NEW QUESTION 8

Local service desk

A. Mastered
B. Not Mastered

The Leader of IT Certification

visit - https://www.certleader.com



CertLeader@ 100% Valid and Newest Version ITIL Questions & Answers shared by Certleader
e — https://www.certleader.com/ITIL-dumps.html (503 Q&AS)

Leader of IT Certifications

Answer: A
NEW QUESTION 9
IT help desk

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 10

What would you call the groups of people who have an interest in the activities, targets, resources and deliverables from service management?

A. Employers
B. Stakeholders
C. Regulators
D. Accreditors

Answer: B

NEW QUESTION 10
To restore normal service operation as quickly as possible

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 11
Which of the following is NOT an objective of service transition?

A. To ensure that a service can be operated, managed and supported

B. To provide training and certification in project management

C. To provide quality knowledge and information about services and service assets
D. To plan and manage the capacity and resource requirements to manage a release

Answer: B

NEW QUESTION 12

The BEST description of an incident is:

A. An unplanned disruption of service unless there is a backup to that service

B. An unplanned interruption to service or a reduction in the quality of service
C. Any disruption to service whether planned or unplanned

D. Any disruption to service that is reported to the service desk, regardless of whether the service is impacted or not

Answer: B

NEW QUESTION 16

What body exists to support the authorization of changes and to assist change management in the assessment and prioritization of changes?

A. The change authorization board
B. The change advisory board

C. The change implementer

D. The change manager

Answer: B

NEW QUESTION 20

What do customer perceptions and business outcomes help to define?
A. The value of a service

B. Governance

C. Total cost of ownership (TCO}

D. Key performance indicators (KPIs}

Answer: A

NEW QUESTION 24

Which of the following are basic concepts used in access management?
A. Personnel, electronic, network, emergency, identity

B. Rights, access, identity, directory services, service/service components
C. Physical, personnel, network, emergency, service
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D. Normal, temporary, emergency, personal, group

Answer: B

NEW QUESTION 27

Within service design, what is the key output handed over to service transition?

A. Measurement, methods and metrics
B. Service design package

C. Service portfolio design

D. Process definitions

Answer: B

NEW QUESTION 31

Availability management is directly responsible for the availability of which of the following?

A. IT services and components
B. IT services and business processes
C. Components and business processes

D. IT services, components and business processes

Answer: A

NEW QUESTION 34

What type of baseline captures the structure, contents and details of the infrastructure and represents a set of items that are related to each other?

A. Configuration baseline
B. Project baseline

C. Change baseline

D. Asset baseline

Answer: A
NEW QUESTION 35
It does not prescribe actions

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 37
Financial arrangements related to the contract

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 38

Responsibilities and dependencies for both parties
A. 1and 2 only

B. 1 and 3 only

C.2and 3 only

D. All of the above

Answer: D

NEW QUESTION 40

Service transition contains detailed descriptions of which processes?

A. Change management, service asset and configuration management, release and deployment management
B. Change management, capacity management event management, service request management

C. Service level management, service portfolio management, service asset and configuration management

D. Service asset and configuration management, release and deployment management, request fulfillment

Answer: A

NEW QUESTION 44

Which process would be used to compare the value that newer services have offered over those they have replaced?

A. Availability management
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B. Capacity management
C. Service portfolio management
D. Service catalogue management

Answer: C
NEW QUESTION 45
Change authority

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 49

Which process will regularly analOyse incident data to identify discernible trends?
A. Service level management

B. Problem management

C. COhange management

D. Event management

Answer: B

NEW QUESTION 51

Which is the correct definition of a customer facing service?

A. One which directly supports the business processes of customers
B. A service that cannot be allowed to fail

C. One which is not covered by a service level agreement

D. A service not directly used by the business

Answer: A

NEW QUESTION 55

Which one of the following is the BEST definition of the term service management?

A. A set of specialized organizational capabilities for providing value to customers in the form of services

B. A group of interacting, interrelated, or independent components that form a unified whole, operating together for a common purpose

C. The management of functions within an organization to perform certain activities

D. Units of organizations with roles to perform certain activities

Answer: A

NEW QUESTION 59

Which one of the following is an objective of service catalogue management?

A. Negotiating and agreeing service level agreement
B. Negotiating and agreeing operational level agreements

C. Ensuring that the service catalogue is made available to those approved to access it

D. Only ensuring that adequate technical resources are available

Answer: C

NEW QUESTION 60
Which one of the following can help determine the level of impact of a problem?

A. Definitive media library (DML}

B. Configuration management system (CMS}
C. Statement of requirements (SOR}

D. Standard operating procedures (SOP}

Answer: B

NEW QUESTION 65

Where would you expect incident resolution targets to be documented?
A. A service level agreement (SLA}

B. A request for change (RFC}

C. The service portfolio

D. A service description

Answer: A
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NEW QUESTION 67
Which of the following provide value to the business from service strategy?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 71
Reduction in the duration and frequency of service outages

A. All of the above
B. 1 and 3 only
C.1land 2 only
D. 2 and 3 only

Answer: C

NEW QUESTION 74
Defining the process strategy

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 77
Improving the process

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 82
Performing all activities involved in a process

A. 2, 3 and 4 only
B. All of the above
C.1, 2 and 3 only
D. 1, 2 and 4 only

Answer: C
NEW QUESTION 85
The configuration items

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 90

Which of the following is the best definition of IT service management?

A. An internal service provider that is embedded within a business unit

B. A complete set of all the documentation required to deliver world class services to customers
C. Technical implementation of supporting IT infrastructure components

D. The implementation and management of quality IT services that meet business needs
Answer: D

NEW QUESTION 92

What are underpinning contracts used to document?

A. The provision of IT services or business services by a service provider

B. The provision of goods and services by third party suppliers

C. Service levels that have been agreed between the internal service provider and their customer
D. Metrics and critical success factors (CSFs} for internal support teams

Answer: B

NEW QUESTION 95
Which process is responsible for ensuring that appropriate testing takes place?
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A. Knowledge management

B. Release and deployment management

C. Service asset and configuration management
D. Service level management

Answer: B
NEW QUESTION 100
To establish and maintain a business relationship between service provider and customer

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 101
To identify customer needs and ensure that the service provider is able to meet

A. Both of the above

B. 1 only

C. 2 only

D. Neither of the above

Answer: A

NEW QUESTION 103

Understanding what to measure and why it is being measured are key contributors to which part of the Service Lifecycle?
A. Service Strategy

B. Continual Service Improvement

C. Service Operation

D. Service Design

Answer: B

NEW QUESTION 108

What is the vision?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 109
Where are we now?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 110
Where do we want to be?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 112

Which statement about the emergency change advisory board (ECAB} is CORRECT?

A. The ECAB considers every high priority request for change (RFC}

B. Amongst the duties of the ECAB is the review of completed emergency changes

C. The ECAB will be used for emergency changes where there may not be time to call a full CAB
D. The ECAB will be chaired by the IT Director

Answer: C

NEW QUESTION 116

Which of the following is NOT a recognized example of a service provider type within the ITIL framework?

A. Internal
B. External
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C. Service desk
D. Shared services unit

Answer: C

NEW QUESTION 120
Data mining and workflow

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 121
Release and deployment

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 122
The experience of staff

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 125
User skill levels

A. The forward schedule of change

B. The service portfolio

C. A configuration management database (CMDB}

D. The service knowledge management system (SKMS}

Answer: D

NEW QUESTION 130
Which of the following statements about standard changes are CORRECT?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 131
The risk is usually low and well understood

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 133

Which one of the following provides the CORRECT list of processes within the service operation stage of the service lifecycle?
A. Event management, incident management, problem management, request fulfilment, and access management
B. Event management, incident management, change management, and access management

C. Incident management, problem management, service desk, request fulfilment, and event management

D. Incident management, service desk, request fulfilment, access management, and event management
Answer: A

NEW QUESTION 136

With which process is problem management likely to share categorization and impact coding systems?

A. Incident management

B. Service asset and configuration management

C. Capacity management

D. IT service continuity management

Answer: A
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NEW QUESTION 138
Which one of the following is NOT a valid purpose or objective of problem management?

A. To prevent problems and resultant incidents
B. To manage problems throughout their lifecycle
C. To restore service to a user

D. To eliminate recurring incidents

Answer: C

NEW QUESTION 143
What are the three types of metrics that an organization should collect to support continual service improvement (CSI}?

A. Return on investment (ROI}, value on investment (VOI}, quality

B. Strategic, tactical and operational

C. Critical success factors (CSFs}, key performance indicators (KPIs}, activities
D. Technology, process and service

Answer: D

NEW QUESTION 148
Which of the following are classed as stakeholders in service management?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 151
Suppliers

A. All of the above
B. 1 and 3 only
C.land 2 only
D. 2 and 3 only

Answer: A

NEW QUESTION 156
From the perspective of the service provider, what is the person or group who defines or and agrees their service targets known as?

A. User

B. Customer

C. Supplier

D. Administrator

Answer: B

NEW QUESTION 161
Which process is responsible for sourcing and delivering components of requested standard services?

A. Request fulfilment

B. Service portfolio management
C. Service desk

D. IT finance

Answer: A

NEW QUESTION 163

Which one of the following is the purpose of service level management?

A. To carry out the service operations activities needed to support current IT services
B. To ensure that sufficient capacity is provided to deliver the agreed performance of services
C. To create and populate a service catalogue

D. To ensure that an agreed level of IT service is provided for all current IT services
Answer: D

NEW QUESTION 165

Which one of the following activities does application management perform?

A. Defining where the vendor of an application should be located

B. Ensuring that the required functionality is available to achieve the required business outcome
C. Deciding who the vendor of the storage devices will be
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D. Agreeing the service levels for the service supported by the application

Answer: B

NEW QUESTION 170
The remediation plan should be evaluated at what point in the change lifecycle?

A. Before the change is approved

B. Immediately after the change has failed and needs to be backed out

C. After implementation but before the post implementation review

D. After the post implementation review has identified a problem with the change

Answer: A

NEW QUESTION 171

Access management is closely related to which other process?
A. Capacity management only

B. 3rd line support

C. Information security management

D. Change management

Answer: C

NEW QUESTION 172
Which of the following is the BEST reason for categorizing incidents?

A. To establish trends for use in problem management and other IT service management (ITSM} activities

B. To ensure service levels are met and breaches of agreements are avoided

C. To enable the incident management database to be partitioned for greater efficiency
D. To identify whether the user is entitled to log an incident for this particular service

Answer: A
NEW QUESTION 175
Which of the following provide value to the business from service strategy?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 177
How to prevent recurrence

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 179
Which of the following are sources of best practice?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 182
Industry practices

A. All of the above

B. 1 and 3 only
C.land 2 only

D. 2 and 3 only
Answer: A

NEW QUESTION 186

Timescales and thresholds for completion of the actions

A. Mastered
B. Not Mastered
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Answer: A

NEW QUESTION 188
Which one of the following is NOT an objective of problem management?

A. Minimizing the impact of incidents that cannot be prevented
B. Preventing problems and resulting incidents from happening
C. Eliminating recurring incidents

D. Restoring normal service operation as quickly as possible

Answer: D

NEW QUESTION 191
Which of the following statements about service asset and configuration management is/are CORRECT?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 195
Enabling

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 199
Which of the following BEST describes technical management?

A. A function responsibilities for facilities management and building control systems

B. A function that provides hardware repair services for technology involved in the delivery of service to customers
C. Senior managers responsibilities for all staff within the technical support function

D. A function that includes providing technical expertise and overall management of the IT infrastructure

Answer: D

NEW QUESTION 204

Which one of the following is the BEST description of a service request?
A. A request from a user for information, advice or for a standard change

B. Anything that the customer wants and is prepared to pay for
C. Any request or demand that is entered by a user via a self-help web-based interface

D. Any request for change (RFC} that is low-risk and which can be approved by the change manager without a change advisory board (CAB} meeting

Answer: A

Explanation:

Service Request (Service Operation} A request from a User for information or advice, or for a Standard Change or for
Access to an IT Service. For example to reset a password, or to provide standard IT Services for a new User. Service
Requests are usually handled by a Service Desk, and do not require an RFC to be submitted. See also Request
Fulfillment.

NEW QUESTION 205
In terms of adding value to the business, which one of the following describes service operation s contribution?

A. The cost of the service is designed, predicted and validated
B. Measures for optimization are identified

C. Service value is modeled

D. Service value is visible to customers

Answer: D

NEW QUESTION 206

Which one of the following are the two primary elements that create value for customers?
A. Value on investment (VOI} and return on investment (ROI}

B. Customer and user satisfaction

C. Service requirements and warranty

D. Resources and capabilities

Answer: D

The Leader of IT Certification

visit - https://www.certleader.com



CertLeader@ 100% Valid and Newest Version ITIL Questions & Answers shared by Certleader
e — https://www.certleader.com/ITIL-dumps.html (503 Q&AS)

Leader of IT Certifications

NEW QUESTION 211

Which stage of the service lifecycle is MOST concerned with defining policies and objectives?

A. Service design

B. Service transition

C. Continual service improvement
D. Service operation

Answer: A

NEW QUESTION 214

Which areas of service management can benefit from automation?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 217
Detection and monitoring
1,2 and 3 only

1, 3and 4 only
2

A.
B.
C. 2,3 and 4 only
D. All of the above
Answer: D

NEW QUESTION 219

Which one of the following is NOT the responsibility of service catalogue management?

A. Ensuring that information in the service catalogue is accurate

B. Ensuring that service level agreements are maintained

C. Ensuring that information in the service catalogue is consistent with information in the service portfolio
D. Ensuring that all operational services are recorded in the service catalogue

Answer: B

NEW QUESTION 224

Implementation of ITIL service management requires the preparation and planning of the effective and efficient use of "the four Ps." What are these four Ps?

A. People, process, partners, performance

B. Performance, process, products, problems
C. People, process, products, partners

D. People, products, perspective, partners

Answer: C
NEW QUESTION 226
Business impact analysis (BIA}

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 230

Risk assessment

A. 1,2 and4only

B. 1, 2 and 3 only

C. 2,3 and 4 only

D. 1, 3and 4 only

Answer: C

NEW QUESTION 235

Which one of the following generates demand for services?
A. Infrastructure trends

B. Patterns of business activity (PBA}
C. Cost of providing support

D. Service level agreements (SLA}

Answer: B
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NEW QUESTION 240
Which one of the following is an objective of service transition?

A. To negotiate service levels for new services

B. To ensure that service changes create the expected business value

C. To minimize the impact of service outages on day-to-day business activities
D. To plan and manage entries in the service catalogue

Answer: B

NEW QUESTION 244
Which one of the following is the BEST definition of an event?

A. Any change of state that has significance for the management of a configuration item (ClI} or IT service
B. An unplanned interruption to an IT service or a reduction in the quality of an IT service

C. The unknown cause of one or more incidents that have an impact on an IT service

D. Reducing or eliminating the cause of an incident or problem

Answer: A

NEW QUESTION 247
Which of the following availability management activities is/are considered to be proactive as opposed to reactive?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 251
Which one of the following would NOT involve event management?

A. Intrusion detection

B. Recording and monitoring environmental conditions in the data centre
C. Recording service desk staff absence

D. Monitoring the status of configuration items

Answer: C

NEW QUESTION 256
The multi-level SLA' is a three-layer structure. Which one of the following layers is NOT part of this type of SLA?

A. Customer level

B. Service level

C. Corporate level

D. Configuration level

Answer: D

NEW QUESTION 260
Which processes are responsible for the regular review of underpinning contracts?

A. Supplier management and service level management
B. Supplier management and change management

C. Availability management and service level management
D. Supplier management and availability management

Answer: A

NEW QUESTION 261

Which process is responsible for controlling, recording and reporting on the relationships between components of the
IT infrastructure?

A. Service level management

B. Change management

C. Incident management

D. Service asset and configuration management

Answer: D

NEW QUESTION 263

Which one of the following activities is NOT part of the Deming Cycle?

A. Act
B. Plan
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C. Do
D. Co-ordinate

Answer: D

NEW QUESTION 264

Which one of the following is the BEST description of a service level agreement (SLA}?

A. The part of a contract that specifies the responsibilities of each party

B. An agreement between the service provider and an internal organization
C. An agreement between a service provider and an external supplier

D. An agreement between the service provider and their customer

Answer: D

NEW QUESTION 267

Which of the following is an objective/are objectives of the service strategy stage of the service lifecycle?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 268
Providing an understanding of what strategy is

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 270
Defining how value is created
A. 1 only

B. 2 only

C. 3 only

D. All of the above

Answer: D

NEW QUESTION 272

Adapting best practice for specific industry sectors

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 274

Integrating ITIL with other operating models
A. Both of the above

B. Neither of the above

C. Option 1 only

D. Option 2 only

Answer: A

NEW QUESTION 277

Which one of the following is the BEST description of a service-based service level agreement (SLA}?

A. An agreement with an individual customer group, covering all the services that they use
B. An agreement that covers one service for a single customer

C. An agreement that covers service specific issues in a multi-level SLA structure

D. An agreement that covers one service for all customers of that service

Answer: D

NEW QUESTION 282

Which one of the following provides the CORRECT list of processes within the service operation stage of the service lifecycle?

A. Event management, incident management, problem management, request fulfillment, and access management
B. Event management, incident management, change management, and access management
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C. Incident management, problem management, service desk, request fulfilment, and event management
D. Incident management, service desk, request fulfillment, access management, and event management

Answer: A

NEW QUESTION 285
Implementing all standard changes

A. All of the above
B. 1, 2 and 3 only
C. 2 and 4 only
D. 3and 4 only

Answer: B

NEW QUESTION 289
Who is responsible for defining metrics for change management?

A. The change management process owner

B. The change advisory board (CAB}

C. The service owner

D. The continual service improvement manager

Answer: A

NEW QUESTION 290
Recording and control of virtual Cls

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 292
Which stage of the continual service improvement (CSI} approach is BEST described by the phrase 'Understand and agree on the priorities for improvement based
on a deeper development of the principles defined in the vision'?

A. Where are we now?

B. Where do we want to be?
C. How do we get there?

D. Did we get there?

Answer: B

NEW QUESTION 293
Which of the following is NOT a source of best practice?

A. Standards

B. Technology

C. Academic research
D. Internal experience

Answer: B
NEW QUESTION 295
Which of the following activities would be performed by a process manager?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 300

Which role is accountable for the operational management of a process?
A. Process practitioner

B. Process manager

C. Service manager

D. Change manager

Answer: B

NEW QUESTION 301
Which of the following statements is CORRECT for every process?
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A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 306
It delivers its primary results to a customer or stakeholder

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 308
Which of the following should be done when closing an incident?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 311
Which of the following is NOT an objective of request fulfillment?

A. To provide information to users about what services are available and how to request them

B. To update the service catalogue with services that may be requested through the service desk
C. To provide a channel for users to request and receive standard services

D. To source and deliver the components of standard services that have been requested

Answer: B
NEW QUESTION 315
Service pipeline

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 318
A Service design package (SDP} would normally be produced for which of the following?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 323
An IT service retirement
A. 2, 3 and 4 only

B. 1, 2 and 4 only

C. None of the above
D. All of the above
Answer: B

NEW QUESTION 325

Reduced cost to design new services

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 329
Capacity management

A. Mastered
B. Not Mastered

Answer: A
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NEW QUESTION 333
Request fulfillment

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 338
Incident management

A. All of the above
B. 3 and 4 only

C. 2 and 4 only

D. 2 only

Answer: C

NEW QUESTION 339
Which of the following would NOT be contained in a release policy?

A. Naming and numbering conventions

B. Entry and exit criteria of the release into testing
C. Roles and responsibilities for the release

D. The risk register for the release

Answer: D

NEW QUESTION 342

What type of record should you raise when a problem diagnosis is complete and a workaround is available?

A. A service object

B. An incident

C. A change

D. A known error

Answer: D

NEW QUESTION 345

What is the primary focus of business capacity management?

A. Management, control and prediction of the performance, utilization and capacity of individual elements of IT technology
B. Review of all capacity supplier agreements and underpinning contracts with supplier management

C. Management, control and prediction of the end-to-end performance and capacity of the live, operational IT services
D. Future business requirements for IT services are quantified, designed, planned and implemented in a timely fashion
Answer: D

NEW QUESTION 350

To identify, control, report and verify service assets and configuration items (Cls}

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 354
To account for, manage and protect the integrity of service assets and configuration items

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 356

Which of the following is MOST concerned with the design of new or changed services?
A. Change management

B. Service transition

C. Service strategy

D. Service design

Answer: D
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NEW QUESTION 360

Itis NOT necessary to be able to measure all the targets in an SLA

A. 1 only

B. 2only

C. Both of the above
D. Neither of the above

Answer: D

NEW QUESTION 363

The definitive media library is the responsibility of:

A. Facilities management

B. Access management

C. Request fulfillment

D. Service asset and configuration management

Answer: D

NEW QUESTION 365
Updates to the change schedule

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 368

Reviews of completed changes
A. All of the above

B. 1 and 2only

C.2and 3 only

D. 1 and 3 only

Answer: A

NEW QUESTION 370

Core

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 373

Which of the following can include steps that will help to resolve an incident?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 377
Incident model

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 382
Known error record

A. 1 only

B. 2only

C. Both of the above
D. Neither of the above
Answer: C

NEW QUESTION 386
Communication related to changes
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A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 391
Performance reporting

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 395
Event management, problem management, access management and request fulfillment are part of which stage of the service lifecycle?

A. Service strategy

B. Service transition

C. Service operation

D. Continual service improvement

Answer: C

NEW QUESTION 400
Which of the following is NOT a benefit of using public frameworks and standards?

A. Knowledge of public frameworks is more likely to be widely distributed

B. They are always free ensuring they can be implemented quickly

C. They are validated across a wide range of environments making them more robust

D. They make collaboration between organizations easier by giving a common language

Answer: B

NEW QUESTION 404
Which of the following statements about processes is INCORRECT?

A. They are units of organizations
B. They are measurable

C. They deliver specific results

D. They respond to specific events

Answer: A

NEW QUESTION 405
Which process has the following objective "Establish new or changed services into supported environments within the predicted cost, time and resource
estimates"?

A. Service strategy

B. Service transition planning and support
C. Service level management

D. Change management

Answer: B

NEW QUESTION 408

What are customers of an IT service provider who purchase services in terms of a legally binding contract known as?
A. Strategic customers

B. External customers

C. Valued customers

D. Internal customers

Answer: B

NEW QUESTION 412

Which of the following statements is INCORRECT?

A. The SKMS is part of the Configuration Management System (CMS}

B. The SKMS can include data on the performance of the organization

C. The Service Knowledge Management System (SKMS} includes Configuration Management Databases (CMDB}

D. The SKMS can include user skill levels

Answer: A
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NEW QUESTION 417
The group that authorizes changes that must be installed faster than the normal process is called the?

A. Emergency CAB (ECAB}

B. Urgent Change Authority (UCA}

C. Urgent Change Board (UCB}

D. CAB Emergency Committee (CAB/EC}

Answer: A

NEW QUESTION 421
In which core publication can you find detailed descriptions of Service Level Management, Availability Management,
Supplier Management and IT Service Continuity Management?

A. Service Transition
B. Service Design

C. Service Strategy
D. Service Operation

Answer: B

NEW QUESTION 424

Which of these statements about Service Desk staff is CORRECT?

A. Service Desk staff should be recruited from people who have high levels of technical skill tominimize the cost of training them

B. The Service Desk can often be used as a stepping stone for staff to move into other more technical or supervisory roles

C. The Service Desk should try to have a high level of staff turnover as the training requirements are low and this helps to minimize salaries

D. Service Desk staff should be discouraged from applying for other roles as it is more cost effective to keep them in the role where they have been trained
Answer: B

NEW QUESTION 426
Which is the correct combination of Service Management terms across the Lifecycle?

1. Service Portfolio design A. Service Transition
2. Value Creation through Service | B. Service Stratesy
2. The Service V model L. 5ervice Design
4. Plan Do Check Act model D. Continual 3ervice Improvement
A. 1A, 2B, 3C, 4D
B. 1C, 2D, 3A, 4B
C.1C, 2B, 3A,4D
D. 1B, 2C, 3D, 4A
Answer: C

NEW QUESTION 428
How do we prioritize investments across a portfolio?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 429
Agreeing targets in Service Level Agreements

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 434
Designing the service so it can meet the targets

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 439
Which of the following combinations covers all the roles in Service Asset and Configuration Management?
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A. Configuration Administrator/Librarian; Configuration Manager; Service Desk Manager; Configuration Analyst; CMS/tools Administrator
B. Configuration Administrator/Librarian; Service Asset Manager; Configuration Manager; Configuration Analyst; Configuration control board; CMS/tools

Administrator

C. Configuration Manager; Configuration Analyst; CMS/tools Administrator; Librarian; Change Manager

D. Configuration Administrator/Librarian; Configuration Manager; Configuration Analyst; Configuration control board;CMS/tools Administrator; Financial Asset

Manager

Answer: B

NEW QUESTION 441
In many organizations the role of Incident Manager is assigned to the Service Desk.
It is important that the Incident Manager is given the authority to:

A. Only manage Incidents effectively through 1st and 2nd line
B. Only manage Incidents effectively through the 1st line

C. Only manage Incidents effectively at the 3rd line

D. Manage Incidents effectively through 1st, 2nd and 3rd line

Answer: D

NEW QUESTION 445
Which of the following statements is CORRECT?

A. The CMS is part of the Configuration Management Data Base (CMDB}

B. The KEDB and the CMS form part of the larger SKMS

C. The Service Knowledge Management System (SKMS} is part of the CMS

D. The Configuration Management System (CMS} is part of the Known Error Data Base (KEDB}

Answer: B

NEW QUESTION 447

What is the entry point or the first level of the V model?
A. Customer / Business Needs

B. Service Release

C. Service Requirements

D. Service Solution

Answer: A

NEW QUESTION 450

Service Acceptance criteria are used to?

A. Ensure the design stage of the Lifecycle

B. Ensure Portfolio Management is in place

C. Ensure delivery and support of a service

D. Ensure service Key Performance Indicators (KPIs} are reported
Answer: C

NEW QUESTION 451

Which of the following are Service Desk organizational structures?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 456
Local Service Desk

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 461

Which of the following CANNOT be stored and managed by a tool?
A. Data

B. Knowledge

C. Wisdom

D. Information

Answer: C
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NEW QUESTION 466
Which process is responsible for frequently occurring changes where risk and cost are low?

A. Incident Management

B. Request Fulfillment

C. Release and Deployment Management
D. Access management

Answer: B

NEW QUESTION 468
Which of the following is NOT an aim of the Change Management process?

A. Overall business risk is optimized

B. Standardized methods and procedures are used for efficient and prompt handling of all Changes

C. All budgets and expenditures are accounted for

D. All changes to Service Assets and Configuration Items (Cls} are recorded in the Configuration Management system

Answer: C

NEW QUESTION 473
How does Problem Management work with Change Management?

A. By installing changes to fix problems

B. By negotiating with Incident Management for changes in IT for Problem resolution
C. By issuing RFCs for permanent solutions

D. By working with users to change their IT configurations

Answer: C

NEW QUESTION 474
Which process is responsible for frequently occurring changes where risk and cost are low?

A. Access management

B. Request Fulfillment

C. Release and Deployment Management
D. Incident Management

Answer: B

NEW QUESTION 479

What is the definition of an Alert?

A. An error message to the user of an application

B. A warning that a threshold has been reached or that something has changed

C. A type of Incident

D. An audit report that indicates areas where IT is not performing according to agreed procedures
Answer: B

NEW QUESTION 483

The difference between service metrics and technology metrics is BEST described as?

A. Service metrics measure the end to end service; Technology metrics measure individual components
B. Service metrics measure maturity and cost; Technology metrics measure efficiency and effectiveness
C. Service metrics include critical success factors and Key Performance Indicators; Technology metrics include availability and capacity
D. Service metrics measure each of the service management processes; Technology metrics measure the infrastructure
Answer: A

NEW QUESTION 484

Which of the following is the BEST definition of an Incident?

A. A warning that a threshold has been reached, something has changed, or a failure has occurred

B. An unplanned interruption to an IT service or reduction in the quality of an IT service

C. A change of state which has significance for the management of a Configuration Item or IT Service
D. Loss of ability to operate to specification, or to deliver the required output

Answer: B

NEW QUESTION 486

Which of the following statements about processes is INCORRECT?

A. The output from a process has to conform to operational norms derived from business objectives
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B. The definition of Process Control is "The activity of planning and regulating a process, with the objective of achieving Best Practice"

C. The objective of any IT process should be expressed in terms of business benefits and goals
D. A process may define policies, standards and guidelines

Answer: B

NEW QUESTION 488

Staff in an IT department are experts in managing specific technology, but none of them know what services are offered to the business. What imbalance does this

represent?

A. Extreme focus on cost

B. Extreme focus on responsiveness
C. Vendor focused

D. Extreme internal focus

Answer: D

NEW QUESTION 492
Which is the first step in the 7 Step Improvement Process?

A. Where are we now?

B. Identify gaps in Service Level Agreement (SLA} achievement
C. Prepare for action

D. Define what you should measure

Answer: D

NEW QUESTION 493
Which is the first step in the 7 Step Improvement Process?

A. Prepare for action

B. Define what you should measure

C. Identify gaps in Service Level Agreement (SLA} achievement
D. Where are we now?

Answer: B

NEW QUESTION 497
What is the definition of an Alert?

A. A type of Incident

B. A warning that a threshold has been reached or that something has changed

C. An error message to the user of an application

D. An audit report that indicates areas where IT is not performing according to agreed procedures

Answer: B

NEW QUESTION 498
What is the definition of an Alert?

A. An error message to the user of an application

B. An audit report that indicates areas where IT is not performing according to agreed procedures
C. A warning that a threshold has been reached or that something has changed

D. A type of Incident

Answer: C

NEW QUESTION 499
How is the Service Catalogue used to add value to the service provider organization?

A. Providing a central source of information on the IT services delivered
B. Showing the business impact of a change

C. Displaying the relationships between configuration items

D. To predict the root cause of issues in the IT infrastructure

Answer: A

NEW QUESTION 500

Which of the following is the goal or purpose of service level management?

A. To carry out the service operations activities needed to support current IT services

B. To ensure that sufficient capacity is provided to deliver the agreed performance of services

C. To create and populate a service catalogue
D. To ensure that an agreed level of IT service is provided for all current IT services
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Answer: D

NEW QUESTION 505
Which of the following is a responsibility of Supplier Management?

A. Development, negotiation and agreement of contracts.

B. Development, negotiation and agreement of Organizational Level Agreements
C. Development, negotiation and agreement of Service Level Agreements.

D. Development, negotiation and agreement of Service Portfolio

Answer: A

NEW QUESTION 510
Which Function would provide staff to monitor events in an Operations Bridge?

A. Applications Management
B. Service Desk

C. Technical Management

D. IT Operations Management

Answer: C

NEW QUESTION 515
All communication must have an intended purpose or resultant action

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 518
Communication should not take place without a clear audience

A. 1 only
B. 2 only
C. Both of the above
D. None of the above

Answer: C

NEW QUESTION 520
Access Management is closely related to which other processes?

A. Availability Management only

B. Information Security Management and 3rd line support

C. Information Security Management and Availability Management
D. Information Security Management only

Answer: C

NEW QUESTION 525

Which process will regularly analyze incident data to identify discernable trends?
A. Service Level Management

B. Problem Management

C. Change Management

D. Event Management

Answer: B

NEW QUESTION 526

Which is the CORRECT list for the three levels of a multi level Service Level Agreement(SLA}?
A. Technology, Customer, User

B. Corporate, Customer, Service

C. Corporate, Customer, Technology

D. Service, User, IT

Answer: B

NEW QUESTION 529

Plan for Improvement

A. 1 Plan, 2 Do, 3 Check, 4 Act

The Leader of IT Certification

visit - https://www.certleader.com



CertLeader@ 100% Valid and Newest Version ITIL Questions & Answers shared by Certleader

Toader of IT Cortifications https://www.certleader.com/ITIL-dumps.html (503 Q&AS)

B. 3 Plan, 2 Do, 4 Check, 1 Act
C. 4 Plan, 3 Do, 1 Check, 2 Act
D. 2 Plan, 3 Do, 4 Check, 1 Act

Answer: C

NEW QUESTION 533
Improvement activities, to ensure that services continue to meet or exceed their availability goals

A. 1 only

B. All of the above
C.1land 2 only

D. 1 and 3 only

Answer: B

NEW QUESTION 535

Which of the following defines the level of protection in Information Security Management?
A. The IT Executive

B. The ISO27001 Standard

C. The Business

D. The Service Level Manager

Answer: C

NEW QUESTION 537

Which of these would fall outside the scope of a typical service change management process?
A. A change to a contract with a supplier

B. A firmware upgrade to a server that is only used for IT Service Continuity purposes

C. An urgent need to replace a CPU to restore a service during an incident

D. A change to a business process that depends on IT Services

Answer: D

NEW QUESTION 538

There are four types of metrics that can be used to measure the capability and performance of processes. Which of the four metrics is missing from the list below?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 542
Progress

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 547

What is the objective of Access Management?

A. To provide security staff for Data Centers and other buildings

B. To manage access to computer rooms and other secure locations
C. To manage access to the Service Desk

D. To manage the right to use a service or group of services
Answer: D

NEW QUESTION 549

Which of the following should be available to the Service Desk?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 551
A consultant has made two recommendations to you in a report:

A. Mastered
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B. Not Mastered

Answer: A

NEW QUESTION 553

Availability Management is responsible for availability of the:
A. Services and Components

B. Services and Business Processes

C. Components and Business Processes

D. Services, Components and Business Processes

Answer: A

NEW QUESTION 558

Which part of the service lifecycle is responsible for coordinating and carrying out the activities and processes required to deliver and manage services at agreed

levels to business users and customers?
A. Continual Service Improvement

B. Service Transition

C. Service Design

D. Service Operation

Answer: D

NEW QUESTION 562

The consideration of business outcomes and value creation are principles of which part of the Service Lifecycle?

A. Continual Service Improvement
B. Service Strategy

C. Service Design

D. Service Transition

Answer: B

NEW QUESTION 565
Which of the following is the BEST definition of the term service management?

A. A set of specialized organizational capabilities for providing value to customers in the form of services

B. A group of interacting, interrelated, or independent components that form a unified whole, operating together for a common purpose

C. The management of functions within an organization to perform certain activities
D. Units of organizations with roles to perform certain activities

Answer: A

NEW QUESTION 567

Which of the following is commonly found in a contract underpinning an IT service?Financial arrangements related to the contract Description of the goods or

service provided Responsibilities and dependencies for both parties

A.1and 2 only
B. 1 and 3 only
C.2and 3 only
D. All of the above

Answer: D

NEW QUESTION 569

Which of the following is NOT a purpose of Service Transition?

A. To ensure that a service can be managed, operated and supported

B. To provide training and certification in project management

C. To provide quality knowledge of Change, Release and Deployment Management
D. To plan and manage the capacity and resource requirements to manage a release
Answer: B

NEW QUESTION 572

When should tests for a new service be designed?

A. At the same time as the service is designed

B. After the service has been designed, before the service is handed over to Service Transition
C. As part of Service Transition

D. Before the service is designed

Answer: A
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NEW QUESTION 577
Which process is responsible for controlling, recording and reporting on versions, attributes and relationships relating to components of the IT infrastructure?

A. Service Level Management

B. Change Management

C. Incident Management

D. Service Asset and Configuration Management

Answer: D

NEW QUESTION 582
Configuration Management Databases (CMDBs} and the Configuration Management System (CMS} are both elements of what larger entity?

A. The Asset Register

B. The Service Knowledge Management System
C. The Known Error Database

D. The Information Management System

Answer: B

NEW QUESTION 587
What are Request Models used for?

A. Capacity Management

B. Modelling arrival rates and performance characteristics of service requests

C. Comparing the advantages and disadvantages of different Service Desk approaches such as local or remote
D. Identifying frequently received user requests and defining how they should be handled

Answer: D

NEW QUESTION 590
A single Release unit, or a structured set of Release units can be defined within:

A. The RACI Model

B. A Release Package

C. A Request Model

D. The Plan, Do, Check, Act (PDCA} cycle

Answer: B

NEW QUESTION 593

Who has the responsibility for review and risk analysis of all supplies and contracts on a regular basis?
A. The Service Level Manager

B. The IT Service Continuity Manager

C. The Service Catalogue Manager

D. The Supplier Manager

Answer: D

NEW QUESTION 598

Which of the following should NOT be a concern of Risk Management?

A. To ensure that the organization can continue to operate in the event of a major disruption or disaster
B. To ensure that the workplace is a safe environment for its employees and customers

C. To ensure that the organization assets, such as information, facilities and building are protected from threats, damage or loss
D. To ensure only the change requests with mitigated risks are approved for implementation

Answer: D

NEW QUESTION 602

The positive effect that customers perceive a service can have on their business outcomes is referred to as what?
A. The utility of a service

B. The warranty of a service

C. The economic value of a service

D. Return on investment

Answer: A

NEW QUESTION 606

Which of the following provides resources to resolve operational and support issues during Release and Deployment?

A. Early Life Support
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B. Service Test Manager
C. Evaluation
D. Release Packaging and Build Manager

Answer: A

NEW QUESTION 611

Which part of ITIL provides guidance in adapting good practice for specific business environments and organizational strategies?

A. The ITIL Complementary Guidance
B. The Service Support book

C. Pocket Guides

D. The Service Strategy book
Answer: A

NEW QUESTION 614

Which of the following are aspects of Service Design?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 617
Technology

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 620

Which is the BEST definition of a Configuration Item (CI}?

A. An item of hardware or software registered in the asset database

B. A collection of information used to describe a hardware or software item

C. An asset, service component or other item that is, or will be, under the control of Configuration Management
D. Information recorded by the Service Desk when an Incident is reported

Answer: C

NEW QUESTION 621

Which model delivers a view of the services, assets and infrastructure?

A. Incident Model
B. Problem Model
C. Configuration Model
D. Change Model

Answer: C

NEW QUESTION 625

Monitoring of component availability
A. All of the above

B. 1 and 2 only

C.land 3 only

D. 2 and 3 only

Answer: B

NEW QUESTION 626

Which of the following would be defined as part of every process?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 630
Roles

A. Mastered
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B. Not Mastered

Answer: A

NEW QUESTION 632
Which Problem Management activity helps to ensure that the true nature of the problem can be easily traced and meaningful management information can be
obtained?

A. Categorization
B. Logging

C. Prioritization
D. Closure

Answer: A

NEW QUESTION 637
Which of the following might be used to manage an Incident?

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 638
Incident Model

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 643
Effective Service Transition can significantly improve a service provider's ability to handle high volumes of what?

A. Service level requests
B. Changes and Releases
C. Password resets

D. Incidents and Problems

Answer: B

NEW QUESTION 648
Which phase of the ITIL lifecycle provides the following benefit: The Total Cost of Ownership (TCO} of a service can be minimized if all aspects of the service, the
processes and the technology are considered during development?

A. Service Design

B. Service Strategy

C. Service Operation

D. Continual Service Improvement

Answer: A

NEW QUESTION 652

In the phrase "People, Processes, Products and Partners". Products refers to:

A. IT Infrastructure and Applications

B. Services, technology and tools

C. Goods provided by third parties to support the IT Services

D. All assets belonging to the Service Provider

Answer: B

NEW QUESTION 655

Which of the following is the BEST description of a Business Case?

A. A decision support and planning tool that projects the likely consequences ofa business action
B. A portable device designed for the secure storage and transportation of important documents
C. A complaint by the business about a missed service level.

D. The terms and conditions in an IT outsource contract.

Answer: A

NEW QUESTION 659
Order the following continual service improvement (CSI} implementation steps into the correct sequence in alignment with the plan, Do, Check, Act (PDCA} model.
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1} Allocate roles and responsibilities to work on CSl initiatives.

2} Measure and review that the CSI plan is executed and its objectives are being achieved.
3} Identify the scope, objectives and requirements for CSlI.

4} Decision on implementation of further enhancement.

A. 3-1-2-4
B. 3-4-2-1
C.1-3-2-4
D. 2-3-4-1

Answer: A

NEW QUESTION 662
Ability to adapt quickly to new requirements

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 665
Reduced cost to design new services

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 670

Improved success in implementing changes
A.1and 2 only

B. 2 and 3 only

C.1and 3 only

D. None of the above

Answer: C

NEW QUESTION 675

Which core publication will you find detailed descriptions of service catalog management, information security and support management?

A. Service strategy
B. Service design

C. Service transition
D. Service operation

Answer: B

NEW QUESTION 677

Which of the following is an objective of service transition?

A. To negotiate service levels for new services

B. To plan and manage the resource requirements for releases

C. To provide quality knowledge of incident and problem management
D. To plan and manage entries in the service catalogue.

Answer: B

NEW QUESTION 681

Which of the following provides the PRIMARY source of guidance on what needs to be protected by information security management?

A. IT management

B. Service desk manager
C. Business management
D. The change manager

Answer: C

NEW QUESTION 683

After a workaround has been found
A. 2onty

B. 1 only

C. Neither of the above
D. Both of the above
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Answer: C

NEW QUESTION 688
Which of the following is the BEST definition of an event?

A. Any detectable or discernible occurrence that has significance for the management of the IT infrastructure
B. An unplanned interruption to an IT service or a reduction in the quality of an IT service

C. The unknown cause of one or more incidents that have an impact on an IT service

D. Reducing or eliminating the cause of an incident or problem

Answer: A

NEW QUESTION 691
Which of the following do Technology metrics measure?

A. Components

B. Processes

C. The end to end service
D. Customer satisfaction

Answer: A

NEW QUESTION 692
The design of IT services requires the effective and efficient use of what?

A. People, process, partners, performance
B. Performance, process, products, plans
C. People, process, products, partners

D. People, products, plans, partners

Answer: C

NEW QUESTION 696
What does the continual service improvement (CSI} approach enable a business to achieve?

A. It keeps the communication going within the business.

B. It helps the business in making decisions on improvement initiatives.
C. It helps the stakeholders understand their customers.

D. It dictates the way the business interacts with external suppliers.

Answer: C

NEW QUESTION 701
What is the best description of an external customer?

A. Someone who works in the same organization but in a different business unit to the service provider
B. Anyone who gets charged for the delivered services

C. Customers who are not part of the same organization as the service provider

D. Customers for whom the cost of the service is the primary driver

Answer: C

NEW QUESTION 703

Which is an objective of access management?

A. To efficiently respond to requests for granting access to services.

B. To defect changes of state that have significance for management of an IT service.
C. To assist with general information, complains or comments.

D. To minimize the impact of incidents that cannot be prevented.

Answer: A

NEW QUESTION 704

Which is an objective of event management?

A. To maintain user satisfaction with the quality of IT services

B. To detect changes of state that have significance for management of an IT service
C. To provided a channel for users to receive standard services that they are expecting
D. To minimize the impact of incidents due to service failures that cannot be prevented
Answer: B

NEW QUESTION 705
Where are the details of core and enhancing service provided?
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A. The definitive media library.

B. The configuration management system.
C. The service portfolio.

D. The service catalogue.

Answer: C

NEW QUESTION 706
What BEST describes the value of service operation to the business?

A. It supports the creation of a portfolio of quantified services

B. It ensures IT services are continuously aligned to business requirements
C. It defines the control of service assets and configurations

D. It reduces the duration and frequency of service outages

Answer: D

NEW QUESTION 710
Which process analyses services that are no longer viable and when they should be retired?

A. Change management

B. Service portfolio management

C. Service level management

D. Business relationship management

Answer: B

NEW QUESTION 714
Which one of the following answers shows two of the activities relating to tools that will take place during the transition stage of the service lifecycle?

A. Testing the tool and training process managers on using the process

B. Development or purchase of tools and deployment of the tools

C. Training tool administrators how to manage tools and monitoring tool performance in operational environment
D. Development or purchase of tools and deployment of the process

Answer: D

NEW QUESTION 717
Which three types of metric support Continual Service Improvement (CSl} activities?

A. Technology metrics, service desk metrics and Key Performance Indicator (KPI} metrics
B. Process metrics, software metrics and financial metrics

C. Technology metrics, process metrics and service metrics

D. Service metrics, technology metrics and Key Performance Indicator (KPI} metrics

Answer: C

NEW QUESTION 718
Which stage of the service lifecycle includes the scope of service retirement and transfer of services between service providers?

A. Service transition

B. Service level management
C. Service operation.

D. Service Design.

Answer: A

NEW QUESTION 719
What BEST defines IT service management?

A. An organization supplying services to only external customers.

B. The customer of an IT Service provider who defines and agrees the service targets.

C. The implementation and management of quality IT services that meet business needs.
D. The resources that are utilized to provide value to customers through services.

Answer: C

NEW QUESTION 720

Which role is responsible for sponsoring, designing and change managing a process and its metrics?
A. The process practitioner

B. The process owner

C. The service owner
D. The process manager
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Answer: B

NEW QUESTION 724
What are the two MAJOR activities in problem management?

A. Technical and service
B. Resource and proactive
C. Reactive and technical
D. Proactive and reactive

Answer: D

NEW QUESTION 726
Which statement about service review meetings is FALSE?

A. Actions from service review meetings should only be assigned to the service provider

B. Meetings should be held on a regular basis to review service achievement

C. Issues for the upcoming period should be discussed at the meetings

D. Progress and success of the service improvement programme (SIP} should be reviewed

Answer: A

NEW QUESTION 731
Where should incident resolution targets to be documented?

A. A service level agreement (SLA.
B. A request for change (RFC.

C. The service portfolio

D. A service description

Answer: A

NEW QUESTION 733
What is the BEST description of the CSI register?

A. Itis a record of all authorised changes and their planned implementation dates

B. It is a record of proposed improvement opportunities and the benefits that will be achieved

C. Itis arecord of new services to be approved by a customer, including proposed implementation dates
D. Itis a record of completed improvements and the relevant customer satisfaction metric

Answer: B

NEW QUESTION 734
Which is the CORRECT list for the three levels of a multi-level service level agreement (SLA.?

A. Technology, customer, user

B. Corporate, customer, service

C. Corporate, customer, technology
D. Service, user, IT

Answer: B
NEW QUESTION 739
Which areas are NOT measured by process KPIs?

A. Mastered
B. Not Mastered

Answer: A
NEW QUESTION 742
Performance

A. Mastered
B. Not Mastered

Answer: A

NEW QUESTION 747

What BEST describes the value of service strategy to the business?
A. It supports the creation of a portfolio of quantified services

B. It reduces the effort spent on managing test and pilot environments
C. It improves the control of service assets and configurations
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D. It provides quick and effective access to standard services

Answer: A

NEW QUESTION 751
Which process has the purpose to ensure that, by managing the risks which could seriously affect IT services, the IT service provider can always provide minimum
agreed business-related service levels?

A. Change management

B. IT service continuity management

C. Financial management for IT services
D. Service catalogue management

Answer: B

NEW QUESTION 753
What is the primary focus of component capacity management?

A. Management, control and prediction of the performance, utilization and capacity of individual elements of IT technology
B. Review of all capacity supplier agreements and underpinning contracts with supplier management

C. Management, control and prediction of the end-to-end performance and capacity of the live, operational IT services

D. Future business requirements for IT services are quantified, designed, planned and implemented in a timely fashion

Answer: C

NEW QUESTION 754
Which is responsible for the production of the service design package (SDP}?

A. Service portfolio management
B. Service catalogue management
C. Design coordination

D. Service design

Answer: D

NEW QUESTION 756
Which statement about the known error database (KEDB. is CORRECT?

A. It is maintained by the service desk and updated with the details of each new incident

B. It is a part of the configuration management database (CMD

C. and contains workarounds

D. It is maintained by problem management and is used by the service desk to help resolve incidents

E. It is maintained by incident management and contains solutions to be implemented by problemManagement

Answer: C

NEW QUESTION 757
Which stage of the service lifecycle identifies, defines and aligns the IT solution with the business requirements?

A. Service transition

B. Service design

C. Service operation

D. Service configuration

Answer: B

NEW QUESTION 759

What is the BEST definition of an internal service?

A. It is a supporting service delivered between functions of the IT service provider

B. It is any customer-facing service delivered by an outsourced provider

C. Itis a service delivered to the terms of a contract which enables a customer to achieve business outcomes
D. Itis a service delivered between departments or business units in the same organization
Answer: D

NEW QUESTION 764

Which process works with change management to ensure only authorized components are used?
A. Knowledge management

B. Service portfolio management

C. Service asset and configuration management

D. Financial management for IT services

Answer: C
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NEW QUESTION 766
What BEST describes the value of service transition to the business?

A. It supports the creation of a catalogue of services

B. It leads to gradual and continual improvement in service quality
C. It provides quick and effective access to standard services

D. It results in higher volumes of successful change

Answer: D

NEW QUESTION 769

Why is ITIL successful?

A. It always guarantees cost savings

B. Its practices are applicable to any IT organisation
C. It makes technology architecture easy to design

D. It can be fully implemented in 30 days

Answer: B

NEW QUESTION 770

What is the type of notification that should be sent when a threshold has been reached, something has changed or a failure has occurred?

A. An emergency change
B. An alert

C. An emergency event
D. A request for change

Answer: B

NEW QUESTION 773
Which of the following BEST describes a service level agreement (SLA.?

A. A written agreement between a supplier and the IT customer(s}, defining the key service targets and responsibilities of both parties

B. A partnership developed between the IT service provider and the customer, so that a mutually beneficial agreement is reached
C. The key service targets and responsibilities of both parties that are used to hold each party accountable when disputes arise

D. An agreement between an IT service provider and another part of the same organization that assists with the provision of services

Answer: A

NEW QUESTION 775
What is the CORRECT definition of service management?

A. A set of specialised assets for transitioning services into the live operational environment

B. A set of specialised organisational capabilities for delivering value to customers in the form of services

C. A group of events that meet the demand from customers for services that they receive
D. A group of people that manages services to fulfil the needs of users and customers

Answer: B

NEW QUESTION 776

How should entries in the CSI register be categorized?

A. Based on priority, urgency and impact to the business and to all its stakeholders

B. Based on small, medium or, large undertakings that can be done quickly, medium term or long term
C. Based on IT service name, cost to the business and expected outcomes to the customer

D. Based on best improvement opportunities in the organization to achieve a competitive advantage
Answer: B

NEW QUESTION 781

What BEST describes the value of continual service improvement to the business?

A. It supports the creation of a portfolio of quantified services

B. It results in gradual improvement in cost effectiveness

C. It improves governance by building controls into service designs

D. It provides quick and effective access to standard services

Answer: B

NEW QUESTION 783

Which is an outcome of service design?

A. User training and awareness for the service is maximized
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B. Services and operational quality are enhanced
C. Standard Services are provided quickly and efficiently across the business
D. Expectations setting of all stakeholders for the services improved

Answer: B

NEW QUESTION 785

What is the pre-authorized change known as?
A. A normal change

B. A retrospective change

C. A standard change

D. An ordinary change

Answer: C

NEW QUESTION 790
Third parties responsible for supplying goods or services that are required to deliver IT services is a description of which stakeholder?

A. External Customers
B. Suppliers

C. Operations

D. External Consultants

Answer: B

NEW QUESTION 795
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