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NEW QUESTION 1
- (Topic 1)
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 2
- (Topic 1)
What are customers of IT services who work in the same organization as the service provider known as?

A. Strategic customers
B. External customers
C. Valued customers
D. Internal customers

Answer: D

NEW QUESTION 3
- (Topic 1)
What should a service always deliver to customers?

A. Applications
B. Infrastructure
C. Value

D. Resources

Answer: C

NEW QUESTION 4
- (Topic 1)
What are customers of IT services who do NOT work in the same organization as the service provider known as?

A. Strategic customers
B. External customers
C. Valued customers
D. Internal customers

Answer: B

NEW QUESTION 5
- (Topic 1)
What type of services are NOT directly used by the business but are required by the service provider to deliver customer facing services?

A. Business services
B. Component services
C. Supporting services
D. Customer services

Answer: C

NEW QUESTION 6
- (Topic 1)
Which of the following is the best definition of service management?

A. The ability to keep services highly available to meet the business needs

B. A set of specialized organizational capabilities for providing value to customers in the form of services
C. A complete set of all the documentation required to deliver world class services to customers

D. An internationally recognized methodology to provide valuable services to customers

Answer: B

NEW QUESTION 7
- (Topic 2)
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
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Answer: B

NEW QUESTION 8
- (Topic 2)
Which statement should NOT be part of the value proposition for Service Design?

A. Reduced total cost of ownership

B. Improved quality of service

C. Improved Service alignment with business goals

D. Better balance of technical skills to support live services

Answer: D

NEW QUESTION 9
- (Topic 2)
Looking for ways to improve process efficiency and cost effectiveness is a purpose of which part of the service lifecycle?

A. Service operation

B. Service transition

C. Continual service improvement
D. Service strategy

Answer: C

NEW QUESTION 10

- (Topic 3)

The addition, modification or removal of an authorized, planned or supported service or service component and its associated documentation is a definition of
what?

A. A change

B. A change model

C. A change request

D. A change advisory board

Answer: A

NEW QUESTION 10

- (Topic 3)

A Service design package (SDP) would normally be produced for which of the following?
1. A new IT service

2. A major change to an IT service

3. An emergency change to an IT service

4. 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 14
- (Topic 3)
From the perspective of the service provider, who is the person or group that agrees their service targets?

A. The user

B. The customer

C. The supplier

D. The administrator

Answer: B

NEW QUESTION 19

- (Topic 3)

Which one of the following is it the responsibility of supplier management to negotiate and agree?
A. Service level agreements (SLAS)

B. Third-party contracts

C. The service portfolio

D. Operational level agreements (OLAS)

Answer: B

NEW QUESTION 23
- (Topic 3)
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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 26
- (Topic 3)
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

NEW QUESTION 27
- (Topic 3)

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 30
- (Topic 3)
Which of the following BEST describes a problem?

A. An issue reported by a user

B. The cause of two or more incidents

C. A serious incident which has a critical impact to the business
D. The cause of one or more incidents

Answer: D

NEW QUESTION 33
- (Topic 3)
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 38
- (Topic 3)

Which one of the following contains information that is passed to service transition to enable the implementation of a new service?

A. A service option

B. A service transition package (STP)
C. A service design package (SDP)
D. A service charter

Answer: C

NEW QUESTION 41

- (Topic 3)

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

B. Plan

C. Do

D. Co-ordinate

Answer: D

NEW QUESTION 42
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- (Topic 3)
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 46

- (Topic 3)

Which of the following statements about service asset and configuration management is/are CORRECT?
1. A configuration item (CI) can exist as part of any number of other Cls at the same time

2. Choosing which Cls to record will depend on the level of control an organization wishes to exert

A. 1 only

B. 2 only

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

Answer: C

NEW QUESTION 50
- (Topic 3)
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 53

- (Topic 4)

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 54
- (Topic 4)
The consideration of value creation is a principle of which stage of the service lifecycle?

A. Continual service improvement
B. Service strategy

C. Service design

D. Service transition

Answer: B

NEW QUESTION 59
- (Topic 4)
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 61
- (Topic 4)
Which one of the following is the CORRECT set of steps for the continual service improvement approach?

A. Devise a strategy; Design the solution; Transition into production; Operate the solution; Continually improve

B. Where do we want to be?; How do we get there?; How do we check we arrived?; How do we keep the momentum going?

C. Identify the required business outcomes; Plan how to achieve the outcomes; Implement the plan; Check the plan has been properly implemented; Improve the
solution

D. What is the vision?; Where are we now?; Where do we want to be?; How do we get there?; Did we get there?; How do we keep the momentum going?
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Answer: D

NEW QUESTION 62
- (Topic 4)

What would be the next step in the continual service improvement (CSI) model after:

1. What is the vision?

2. Where are we now?

3. Where do we want to be?
4. How do we get there?

5. Did we get there? 6. ?

A. What is the return on investment (ROI)?
B. How much did it cost?

C. How do we keep the momentum going?
D. What is the value on investment (VOI)?

Answer: C

NEW QUESTION 65
- (Topic 4)

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 70
- (Topic 5)

Which of the following statements BEST describes the aims of release and deployment management?

A. To build, test and deliver the capability to provide the services specified by service design
B. To ensure that each release package specified by service design consists of a set of related assets and service components

C. To ensure that all changes can be tracked, tested and verified if appropriate

D. To record and manage deviations, risks and issues related to the new or changed service

Answer: A

NEW QUESTION 74
- (Topic 5)
Which of the following are objectives of service level management?

1: Defining, documenting and agreeing the level of IT services to be provided 2: Monitoring, measuring and reporting the actual level of services provided 3:

Monitoring and improving customer satisfaction
4: Identifying possible future markets that the service provider could operate in

A. 1,2 and 3 only
B. 1and 2 only

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

Answer: A

NEW QUESTION 78
- (Topic 5)
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 83

- (Topic 5)

Hierarchic escalation is BEST described as?

A. Notifying more senior levels of management about an incident
B. Passing an incident to people with a greater level of technical skill

C. Using more senior specialists than necessary to resolve an Incident to maintain customer satisfaction
D. Failing to meet the incident resolution times specified in a service level agreement

Answer: A
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NEW QUESTION 88

- (Topic 5)

Consider the following list:

1. Change authority

2. Change manager

3. Change advisory board (CAB)

Which one of the following is the BEST description of the items above?

A. Job descriptions

B. Functions

C. Teams

D. Roles, people or groups

Answer: D

NEW QUESTION 92
- (Topic 5)
Which of the following BEST describes the purpose of access management?

A. To provide a channel for users to request and receive standard services

B. Provides the rights for users to be able to use a service or group of services
C. To prevent problems and resulting Incidents from happening

D. To detect security events and make sense of them

Answer: B

NEW QUESTION 94

- (Topic 5)

Which of the following identify the purpose of business relationship management?

1. To establish and maintain a business relationship between service provider and customer
2. 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 96
- (Topic 5)

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 97

- (Topic 5)

Which of these should a change model include?

1. The steps that should be taken to handle the change

2. Responsibilities; who should do what, including escalation
3. Timescales and thresholds for completion of the actions
4. Complaints procedures

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

D. 2 and 4 only

Answer: A

NEW QUESTION 101

- (Topic 5)

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

B. Problem management

C. Change management

D. Event management

Answer: B

NEW QUESTION 106
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- (Topic 5)
Which process is responsible for low risk, frequently occurring, low cost changes?

A. Demand management

B. Incident management

C. Release and deployment management
D. Request fulfilment

Answer: D

NEW QUESTION 111

- (Topic 5)

Which of the following should be documented in an incident model?

1. Details of the service level agreement (SLA) pertaining to the incident
2. Chronological order of steps to resolve the incident

A. 1 only

B. 2 only

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

Answer: B

NEW QUESTION 114
- (Topic 5)

Which process is responsible for eliminating recurring incidents and minimizing the impact of incidents that cannot be prevented?

A. Service level management
B. Problem management

C. Change management

D. Event management

Answer: B

NEW QUESTION 118
- (Topic 5)
What guidance does ITIL give on the frequency of production of service reporting?

A. Service reporting intervals must be defined and agreed with the customers
B. Reporting intervals should be set by the service provider

C. Reports should be produced weekly

D. Service reporting intervals must be the same for all services

Answer: A

NEW QUESTION 121
- (Topic 6)
What are the categories of event described in the ITIL service operation book?

A. Informational, scheduled, normal

B. Scheduled, unscheduled, emergency
C. Informational, warning, exception

D. Warning, reactive, proactive

Answer: C

NEW QUESTION 122
- (Topic 6)
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 126

- (Topic 6)

Which of the following is an objective of business relationship management?
A. To identify patterns of business activity

B. To ensure high levels of customer satisfaction

C. To secure funding to manage the provision of services

D. To ensure strategic plans for IT services exist

Answer: B
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NEW QUESTION 129
- (Topic 6)
Which statement about the service portfolio is TRUE?

A. The service portfolio includes all services except those managed by third parties

B. It is an integral part of the service catalogue

C. It allows the organization unlimited resources when planning for new service deployments

D. It represents all resources presently engaged or being released in various stages of the service lifecycle

Answer: D

NEW QUESTION 133
- (Topic 7)
Which process or function is responsible for monitoring activities and events in the IT infrastructure?

A. Service level management
B. IT operations management
C. Capacity management
D. Incident management

Answer: B

NEW QUESTION 136
- (Topic 7)
Which one of the following functions would be responsible for the management of a data centre?

A. Technical management
B. Service desk

C. Application management
D. Facilities management

Answer: D

NEW QUESTION 139
- (Topic 7)
Which of the following BEST describes technical management?

A. A function responsible 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 responsible 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 144
- (Topic 8)

A process owner has been identified with an "I" in a RACI matrix. Which one of the following would be expected of them?

A. Be accountable for the outcome of an activity

B. Perform an activity

C. Be kept up-to-date on the progress of an activity
D. Manage an activity

Answer: C

NEW QUESTION 146
- (Topic 8)

A process owner has been identified with an "I" in a RACI matrix. Which one of the following would be expected of them?

A. Be accountable for the outcome of an activity

B. Perform an activity

C. Be kept up-to-date on the progress of an activity
D. Manage an activity

Answer: C

NEW QUESTION 150

- (Topic 8)

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

B. Process manager

C. Service manager

D. Change manager

Answer:
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B

NEW QUESTION 151
- (Topic 8)
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 155
- (Topic 8)
What is a RACI model used for?

A. Performance analysis

B. Recording configuration items

C. Monitoring services

D. Defining roles and responsibilities

Answer: D

NEW QUESTION 157
- (Topic 8)
How many people should be accountable for a process as defined in the RACI model

A. As many as necessary to complete the activity

B. Only one - the process owner

C. Two - the process owner and the process enactor
D. Only one - the process architect

Answer: B

NEW QUESTION 158
- (Topic 9)
Which of the following CANNOT be provided by a tool?

A. Knowledge
B. Information
C. Wisdom

D. Data

Answer: C
NEW QUESTION 159

- (Topic 10)
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 163
- (Topic 10)
Which of the following in NOT an objectives of the operations management function?

A. Swift application of skills to diagnose any IT Operations failures that occur

B. Delivering Operational improvements to achieve reduced costs.

C. Management of the definitive media library (DML)

D. Maintenance of status quo to achieve stability of day to day processes and activities

Answer: A

NEW QUESTION 167
- (Topic 10)
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
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Answer: A

NEW QUESTION 171

- (Topic 10)

Which process has the objective to identify changes to the customer environment that could
potentially impact the type, level or utilization of services provided?

A. Business relationship management
B. Service level management

C. Availability management

D. Change management

Answer: D

NEW QUESTION 176
- (Topic 10)
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 177

- (Topic 10)

What is a change of state that has significance for the management of a configuration item (ClI)
called?

A. An event

B. A baseline

C. A change to a service level agreement
D. A request for change (RFC.

Answer: A

NEW QUESTION 179
- (Topic 10)
What service could include a differentiation as an “excitement factor?

A. A core service

B. An enabling service
C. A packaged service
D. An enhancing service

Answer: D

NEW QUESTION 183
- (Topic 10)
Which describes an interface of incident management with service level management?

A. Incident workarounds

B. Creating a problem record
C. Incident response times
D. The status of faulty Cis

Answer: C

NEW QUESTION 187

- (Topic 10)

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 191
- (Topic 10)
Which stage of service lifecycle has the purpose of aligning IT services with the changing business needs by identifying improvements to IT services?
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A. Continual service improvement
B. Service operation

C. Service strategy

D. Service design

Answer: A

NEW QUESTION 193
- (Topic 10)
Which statement about Business Cases is TRUE?

A. Business Cases should focus on both the financial and non-financial impacts of the proposed project or service

B. Business Cases should focus on only the financial impacts of the proposed project to secure supportand funding

C. Business Cases should focus on only the non-financial business impacts of the proposed project tosecure proper high-level management support
D. Business cases should only focus on how the proposed project can lower costs and improve customersatisfaction, listing measures and targets

Answer: A

NEW QUESTION 194
- (Topic 10)
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 capacityof 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 196
- (Topic 10)
Which processes ensure the targets in the underpinning contracts are appropriate?

A. Design coordination and service level management

B. Supplier management and service level management

C. Service level management and availability management

D. Configuration management and service portfolio management

Answer: B

NEW QUESTION 201
- (Topic 10)
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 205
- (Topic 10)
What BEST defines serviceability?

A. How quickly a service or component can be restored to normal working order

B. How long a service or component can perform its agreed function without failure
C. The ability of a third-party supplier to meet the terms of its contract

D. The part of the business process that is critical to providing the service

Answer: C

NEW QUESTION 208

- (Topic 10)

Which of the following correctly states the relationship between urgency, priority and impact?
A. Impact, priority and urgency are independent of each other

B. Urgency should be based on impact and priority

C. Impact should be based on urgency and priority

D. Priority should be based on impact and urgency

Answer: D

NEW QUESTION 212
- (Topic 10)
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Which lifecycle stage defines how value is created and delivered?

A. Service design

B. Service strategy

C. Continual service improvement
D. Service operation

Answer: B

Explanation:

The objectives of service strategy includes :

? An understanding of what strategy is.

? A clear identification of the definition of services and the customers who use them.

? The ability to define how value is created and delivered.

? Means to identify opportunities to provide services and how to exploit them.

? A clear service provision model that articulates how services will be delivered and funded as well as to whom they will be delivered and for what purpose.

NEW QUESTION 213

- (Topic 10)

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 218
- (Topic 10)
Which capacity management sub-process focuses on the management, control and prediction of the end-to-end performance?

A. Business capacity management

B. Supplier capacity management

C. Service capacity management

D. Component capacity management

Answer: A

NEW QUESTION 222

- (Topic 10)

Which is the CORRECT activity to carry out the "How do we get there" phase of the Continual
Service Improvement approach?

A. Service and process improvement
B. Baseline assessments

C. Policy and governance review

D. Measurable targets

Answer: A

NEW QUESTION 226
- (Topic 10)
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 227
- (Topic 10)
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 230
- (Topic 10)
Which areas are NOT measured by process KPIs?
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1. Technology
2. Performance
3. Value

4. Compliance

A. 1,2 and 3 only
B. 1, 2 and 4 only
C.1,3and 4 only
D. 2, 3and 4 only

Answer: D

NEW QUESTION 234
- (Topic 10)
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

NEW QUESTION 238
- (Topic 10)
Which Functions are included in IT operations management?

A. Network management and application management
B. Technical management and change management
C. IT operations control and facilities management

D. Facilities management and release management

Answer: C
NEW QUESTION 240

- (Topic 10)
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. ltis a record 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 243
- (Topic 10)
Which is one of the five aspects of service design?

A. Management information systems and tools

B. Risk analysis and management approach

C. Management policy for business case creation
D. Corporate governance and policy

Answer: A

NEW QUESTION 246
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