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NO.1 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 storage devices will be

D. Agreeing the service levels for the service supported by the application

Answer: B

NO.2 Service design emphasizes the importance of the "Four Ps".
These "Four P's™ include Partners, People, Processes and one other "P".
Which of the following is the additional "P"?

A. Profit

B. Preparation
C. Products
D. Potential
Answer: C

NO.3 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
support and funding

C. Business Cases should focus on only the non-financial business impacts of the proposed project to
secure proper high-level management support

D. Business cases should only focus on how the proposed project can lower costs and improve
customer satisfaction, listing measures and targets

Answer: A

NO.4 What is a characteristic of a process?

A. It requires a specific tool

B. It is performance driven and measurable

C. It provides generic technical skills and resources
D. It does not react to a specific trigger

Answer: B

NO.5 Which is the BEST definition of a supplier?

A. It is a third party responsible for supplying goods or services that are required to deliver IT services
B. Itis a shared services unit that is responsible for supplying goods or services that are required to
deliver IT services

C. Itis a third party with responsibility for supplying goods or services that is agreed through an
operational level agreement

D. It is a mixture of internal and external parties that are responsible for providing goods and services
to its customer group

Answer: D
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NO.6 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

NO.7 A known error has been created after diagnosis of a problem was complete but before a
workaround has been found. Is this a valid approach?

A. Yes: for information purposes, a known error record can be created at any time it is prudent to do
o)

B. No: the Known Error should be created before the problem is logged

C. No: a known error record is created when the original incident is raised

D. No: a known error record should be created with the next release of the service

Answer: A

NO.8 Which is the CORRECT list of metrics to support CSI activities?
A. Technology, customer and business

B. Business, service and technology

C. Customer, business and process

D. Process, technology and service

Answer: D

NO.9 The configuration management system is part of which system?
A. The availability management information system

B. The capacity management information system

C. The information security management system

D. The service knowledge management system

Answer: D

NO.10 Which of the following is service transition planning and support NOT responsible for?
A. Prioritizing conflicts for service transition resources

B. Coordinating the efforts required to manage multiple simultaneous transitions

C. Maintaining policies, standards and models for service transition activities and processes
D. Detailed planning of the build and test of individual changes

Answer: D

NO.11 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?
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B. Where do we want to be?
C. How do we get there?

D. Did we get there?
Answer: B

NO.12 Which one of the following is a correct definition of a supplier category?

A. Strategic - for suppliers of operational products or services

B. Tactical - for relationships involving significant commercial activity and business interaction
C. Operational - for suppliers providing low value and/or readily available products and services
D. Commaodity - for significant partnering relationships that involve senior managers

Answer: C

NQO.13 In which core ITIL publication can you find detailed descriptions of service catalogue
management, information security management, and supplier management?

A. Service strategy

B. Service design

C. Service transition

D. Service operation

Answer: B

NO.14 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

NO.15 The experiences, ideas, insights and values of individuals are examples of which level of
understanding within knowledge management?

A. Data

B. Information
C. Knowledge
D. Governance
Answer: C

NO.16 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
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Answer: C

NO.17 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

NO.18 Which two elements of financial management for IT services are mandatory?
A. Budgeting and charging

B. Accounting and charging

C. Budgeting and accounting

D. Costing and charging

Answer: C

NO.19 In which of the following should details of a workaround be documented?
A. The service level agreement (SLA)

B. The problem record

C. The availability management information system

D. The IT service continuity plan

Answer: B

NO.20 Which of the following identifies the purpose of design coordination?

A. Provide a single point of control for all activities and processes within the service design stage of
the lifecycle

B. Ensuring all service designs have availability designed into them

C. Designing of all the links between every service design process and all other processes in the
service lifecycle

D. Control of all supplier relationships from design right through to the production environment
Answer: A

NO.21 Which areas of service management can benefit from automation?
1. Design and modeling

2 . Reporting

3 . Pattern recognition and analysis

4 . Detection and monitoring

A.1,2and 3only

B. 1,3 and 4 only

C.2,3and 4 only

D. All of the above
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Answer: D

NO.22 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

NO.23 Why is it important for service providers to understand patterns of business activity (PBA)?
A. PBA are based on organizational roles and responsibilities

B. IT service providers CANNOT schedule changes until they understand PBA

C. Demand for the services delivered by service providers are directly influenced by PBA

D. Understanding PBA is the only way to enable accurate service level reporting

Answer: C

NO.24 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 fulfiiment, and event
management

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

Answer: A

NO.25 Which describes a proactive trigger for problem management?

A. Automated detection of an infrastructure or application fault, using event/alert tools
automatically to raise an incident

B. Analysis of an incident by a technical support group which reveals that an underlying problem
exists, or is likely to exist

C. Suspicion or detection of a cause of one or more incidents by the service desk

D. Trending of historical incident records to identify one or more underlying causes

Answer: D

NO.26 Which of the following is 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
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NO.27 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

NO.28 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

NO.29 Which statement about the emergency change advisory board (ECAB) is CORRECT?

A. The ECAB considers every high priority request for change

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

NO.30 The effective management of risk requires specific types of action. Which of the following
pairs of actions would be BEST to manage risk?

A. Training in risk management for all staff and identification of risks

B. Identification of risk, analysis and management of the exposure to risk
C. Control of exposure to risk and investment of capital

D. Training of all staff and investment of capital

Answer: B
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