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NEW QUESTION 1
A process owner has been identified with an ??1?? 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 2

Which of the following are objectives of service level management?

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

3: Monitoring and improving customer satisfaction

4: |dentifying 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 3

Which of the following service desk organizational structures are described in service operation?
1: Local service desk

2: Virtual service desk

3: IT help desk

4: Follow the sun

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

NEW QUESTION 4
Which process is responsible for dealing with complaints, comments, and general enquiries from users?

A. Service level management

B. Service portfolio management
C. Request fulfilment

D. Demand management

Answer: C

NEW QUESTION 5
What should a service always deliver to customers?

A. Applications
B. Infrastructure
C. Value

D. Resources

Answer: C

NEW QUESTION 6
What is the name of the group that should review changes that must be implemented faster than the normal change process?

A. Technical management

B. Emergency change advisory board
C. Urgent change board

D. Urgent change authority

Answer: B

NEW QUESTION 7

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
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Answer: C

NEW QUESTION 8
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 9
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 10
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

NEW QUESTION 10
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

NEW QUESTION 12
Which of these statements about resources and capabilities is CORRECT?

A. Resources are types of service asset and capabilities are not
B. Resources and capabilities are both types of service asset
C. Capabilities are types of service asset and resources are not
D. Neither capabilities nor resources are types of service asset

Answer: B

NEW QUESTION 13
Which one of the following would be the MOST useful in helping to define roles and responsibilities in an organizational structure?

A. RACI model

B. Incident model

C. Continual service improvement (CSl) approach
D. The Deming Cycle

Answer: A

NEW QUESTION 18

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 21
What body exists to support the authorization of changes and to assist change management in the assessment and prioritization of changes?
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A. The change authorization board
B. The change advisory board

C. The change implementer

D. The change manager

Answer: B

NEW QUESTION 22
Which process would be used to compare the value that newer services have offered over those they have replaced?

A. Availability management

B. Capacity management

C. Service portfolio management
D. Service catalogue management

Answer: C

NEW QUESTION 23
Which process will perform risk analysis and review of all suppliers and contracts on a regular basis?

A. The service level management

B. The IT service continuity management
C. The service catalogue management
D. The supplier management

Answer: D

NEW QUESTION 25
Which of the following would be used to communicate a high level description of a major change that involved significant cost and risk to the organization?

A. Change proposal
B. Change policy
C. Service request
D. Risk register

Answer: A

NEW QUESTION 28
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 30
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

NEW QUESTION 35
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

NEW QUESTION 39

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
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Answer: B

NEW QUESTION 44

Which of the following provide value to the business from service strategy?

1: Enabling the service provider to have a clear understanding of what levels of service will make their customer's successful
2: Enabling the service provider to respond quickly and effectively to changes in the business environment

3: Reduction in the duration and frequency of service outages

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

Answer: C

NEW QUESTION 46
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

NEW QUESTION 51
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 53
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 56
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 58

Which of the following statements about standard changes are CORRECT?
1: The approach is pre-authorized

2: The risk is usually low and well understood

3: Details of the change will be recorded

4: Some standard changes will be triggered by the request fulfilment process

A. 1 only

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

Answer: D

NEW QUESTION 63

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
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D. IT service continuity management

Answer: A

NEW QUESTION 68
Which of the following is NOT one of the five individual aspects of service design?

A. The design of the service portfolio, including the service catalogue
B. The design of new or changed services

C. The design of market spaces

D. The design of the technology architectures

Answer: C

NEW QUESTION 73
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 77
Which of the following is NOT a valid objective of problem management?

A. To prevent problems and their 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 78
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 79
Who is responsible for ensuring that the request fulfillment process is being performed according to the agreed and documented standard?

A. The IT director
B. The process owner
C. The service owner
D. The customer

Answer: B

NEW QUESTION 84

Which of the following is the correct definition of an outcome?

A. The results specific to the clauses in a service level agreement (SLA)

B. The result of carrying out an activity, following a process or delivering an IT service

C. All the accumulated knowledge of the service provider

D. All incidents reported to the service desk

Answer: B

NEW QUESTION 85

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
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NEW QUESTION 89

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

NEW QUESTION 94
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 fulfillment

Answer: D

NEW QUESTION 99
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 101
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 104
Which one of the following statements about incident reporting and logging is CORRECT?

A. Incidents can only be reported by users

B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal service
C. All calls to the service desk must be logged as incidents

D. Incidents reported by technical staff must also be logged as problems

Answer: B

NEW QUESTION 108

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 110

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 114

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
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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 117

Which of the following are types of service defined in ITIL?
1: Enabling

2: Core

3: Enhancing

4: Computer

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

Explanation:

Reference: http://books.google.com.pk/books?id=xeDemWEIspQC&pg=PA14&Ipg=PA14&dq=ITIL+typ
es+of+services+enabling+core+enhancing&source=bl&ots=BD_PYVN87y&sig=dZ6yOvHgk LbXPiHdGOfCvH_D9Eg&hl=en&sa=X&ei=qjQ-
Ue3SO4SHParWgYAH&redir_esc=y#v=onepage&q=ITIL%20types%200f%20services%20 enabling%20core%20enhancing&f=false

NEW QUESTION 118
What is the BEST description of an operational level agreement (OLA)?

A. An agreement between the service provider and another part of the same organization

B. An agreement between the service provider and an external organization

C. A document that describes to a customer how services will be operated on a day-to-day basis
D. A document that describes business services to operational staff

Answer: A

NEW QUESTION 119

Which of the following are managed by facilities management?
1: Hardware within a data centre or computer room

2: Applications

3: Power and cooling equipment

4: Recovery sites

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

Answer: C

NEW QUESTION 123
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 124

Which of the following provide value to the business from service strategy?

1: Enabling the service provider to have a clear understanding of what levels of service will make their customers successful
2: Enabling the service provider to respond quickly and effectively to changes in the business environment

3: Support the creation of a portfolio of quantified services

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

Answer: A
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NEW QUESTION 127
What is the primary focus of the business 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

Explanation:

Reference: https://www.google.com/url?sa=t&rct=j&g=&esrc=s&source=web&cd=5&cad=rja&ved=0CE

0QFjAE&url=http%3A%2F%2Fregions.cmg.org%2Fregions%2Frmcmg%2F2010Fall%2FC MG%2520CM%2C%2520DM%2C%2520and%2520PE%2520Integrati

on.ppt&ei=c0A-Uc7eDMeqO9ibgOAN&uUsg=AFQjCNFgdY h4ouidwk-ZIw-9Nk1pmXJIRtw&bvm=bv.43287494,d.ZWU (slide 3)

NEW QUESTION 130
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 134

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 catalog management

Answer: B

Explanation:

Reference: http://wiki.en.it-processmaps.com/index.php/ITIL_V3_Service_Design (See IT service continuity management)

NEW QUESTION 139

Which one of the following is NOT a responsibility of the service transition stage of the service lifecycle?

A. To ensure that a service can be managed and operated in accordance with constraints specified during design

B. To design and develop capabilities for service management
C. To provide good-quality knowledge and information about services
D. To plan the resources required to manage a release

Answer: B

NEW QUESTION 142

Which of the following should IT service continuity strategy be based on?
1: Design of the service metrics

2: Business continuity strategy

3: Business impact analysis (BIA)

4: Risk assessment

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

Answer: C

NEW QUESTION 144

What is the BEST description of the purpose of the service operation stage of the service lifecycle?
A. To decide how IT will engage with suppliers during the service lifecycle

B. To proactively prevent all outages to IT services

C. To design and build processes that will meet business needs

D. To deliver and manage IT services at agreed levels to business users and customers

Answer: D

NEW QUESTION 147
Which one of the following is an objective of release and deployment management?
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A. To standardize methods and procedures used for efficient and prompt handling of all changes

B. To ensure all changes to service assets and configuration items (CIs) are recorded in the configuration management system (CMS)
C. To ensure that the overall business risk of change is optimized

D. To define and agree release and deployment plans with customers and stakeholders

Answer: D

NEW QUESTION 148
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 149
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 151
Which one of the following statements is CORRECT?

A. The configuration management system is part of the known error database

B. The service knowledge management system is part of the configuration management system
C. The configuration management system is part of the service knowledge management system
D. The configuration management system is part of the configuration management database

Answer: C

NEW QUESTION 154
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 158

Which of the following availability management activities is/are considered to be proactive as opposed to reactive?
1: Monitoring system availability

2: Designing availability into a proposed solution

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

Answer: D

NEW QUESTION 159

Which of the following are valid parts of the service portfolio?
1: Service pipeline

2: Service knowledge management system (SKMS)

3: Service catalogue

A.1and 2 only

B. 3 only

C.land 3 only

D. All of the above

Answer: C

NEW QUESTION 162
Which of the following are within the scope of service asset and configuration management?
1: Identification of configuration items (CIs)
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2: Recording relationships between Cls
3: Recording and control of virtual Cls
4: Approving finance for the purchase of software to support service asset and configuration management

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

Answer: A

NEW QUESTION 166

What is defined as the ability of a service, component or configuration item (Cl) to perform its agreed function when required?

A. Serviceability
B. Availability
C. Capacity

D. Continuity

Answer: B

NEW QUESTION 168

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 169
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

NEW QUESTION 173
Which of the following identifies the purpose of service transition planning and support?

A. Provide overall planning for service transitions and co-ordinate the resources they require

B. Ensure that all service transitions are properly authorized

C. Provide the resources to allow all infrastructure elements of a service transition to be recorded and tracked
D. To define testing scripts to ensure service transitions are unlikely to ever fail

Answer: A

NEW QUESTION 174
Which stage of the change management process deals with what should be done if the change is unsuccessful?

A. Remediation planning
B. Categorization

C. Prioritization

D. Review and close

Answer: A

NEW QUESTION 178
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 179
Which of these recommendations is best practice for service level management?

1: Include legal terminology in service level agreements (SLAS)
2: Itis NOT necessary to be able to measure all the targets in an SLA
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A. 1 only

B. 2only

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

Answer: D

NEW QUESTION 184
What is the act of transforming resources and capabilities into valuable service better known as?

A. Service management
B. Incident management
C. Resource management
D. Service support

Answer: A

NEW QUESTION 185

Which of the following items would commonly be on the agenda for a change advisory board (CAB)?
1: Details of failed changes

2: Updates to the change schedule

3: 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 186

Which types of communication would the functions within service operation use?
1; Communication between data centre shifts

2: Communication related to changes

3: Performance reporting

4: Routine operational communication

A. 1 only

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

Answer: D

NEW QUESTION 190
Which process would you MOST expect to be involved in the management of underpinning contracts?

A. Change management

B. Service catalogue management

C. Supplier management

D. Release and deployment management

Answer: C

NEW QUESTION 194

Which of the following can include steps that will help to resolve an incident?
1: Incident model

2: Known error record

A. 1 only

B. 2only

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

Answer: C

NEW QUESTION 196

Where would all the possible service improvement opportunities be recorded?
A. CSl register

B. Known error database

C. Capacity management information system

D. Configuration management database

Answer: A
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NEW QUESTION 201
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 206
To add value to the business, what are the four reasons to monitor and measure?

A. Evaluate; Diagnose; Justify; Intervene
B. Validate; Direct; Justify; Improve

C. Validate; Direct; Justify; Intervene

D. Evaluate; Direct; Justify; Improve

Answer: C

NEW QUESTION 208
Understanding customer usage of services and how this varies over the Business Lifecycle is part of which process?

A. Service Portfolio Management

B. Service Level Management

C. Component Capacity Management
D. Demand Management

Answer: D

NEW QUESTION 212
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 214

Which of the following statements is CORRECT?

1: The only phase of the Service Management Lifecycle where value can be measured is Service Operation
2: All of the phases of the lifecycle are concerned with the value of IT services

A. Both of the above
B. Neither of the above
C. 2 only

D. 1 only

Answer: C

NEW QUESTION 216
One of the five major aspects of Service Design is the design of the service solutions. It includes?

A. Requirements, resources and capabilities needed and agreed
B. Only requirements needed and agreed

C. Only capabilities needed and agreed

D. Only resources and capabilities needed

Answer: A

NEW QUESTION 217

Which of the following would NOT be a task carried out by the Request Fulfillment process?

A. The sourcing and delivering of the components of requested standard services (e.

B. licenses and software media)

C. Provision of a channel for users to request and receive standard services for which a pre-defined approval and qualification process exists
D. Provision of information used to compare actual performance against design standards

E. Provision of information to users and customers about the availability of services and the procedure for obtaining them

Answer: C

NEW QUESTION 220
What is the entry point or the first level of the V model?
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A. Customer / Business Needs
B. Service Release

C. Service Requirements

D. Service Solution

Answer: A

NEW QUESTION 221
Service Assets are used to create value. Which of the following are the MAJOR types of Service Asset?

A. Services and Infrastructure

B. Applications and Infrastructure
C. Resources and Capabilities

D. Utility and Warranty

Answer: C

NEW QUESTION 226
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 228
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 229
In Service Operation, if too much emphasis is placed on 'Stability’, what might the likely outcome be in terms of responsiveness to customer needs?

A. Customers needs will be met more easily because of the improved stability of the services with fewer failures to disrupt timely delivery

B. From the information given, it is not possible to comment regarding the impact on responsiveness of over-emphasis on stability

C. There is only likely to be a positive outcome from improved stability - the customers must be made fully aware of this and their expectations regarding
responsiveness must be managed

D. It is possible that responsiveness may suffer and customers needs may not be met within business timescales

Answer: D

NEW QUESTION 234
Which of the following combinations covers all the roles in Service Asset and Configuration Management?

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 238

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

B. Wisdom

C. Information

D. Knowledge

Answer: B

NEW QUESTION 242

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
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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 243
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 248
The BEST description of the purpose of Service Operation is?

A. To decide how IT will engage with suppliers during the Service Management Lifecycle
B. To proactively prevent all outages to IT Services

C. To deliver and support IT Services at agreed levels to business users and customers
D. To design and build processes that will meet business needs

Answer: C

NEW QUESTION 250
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 253
Which of the following models would be MOST useful in helping to define an organizational structure?

A. RACI model

B. Service Model

C. Continual Service improvement (CSI) mode
D. The Deming Cycle

Answer: A

NEW QUESTION 254
Customer perceptions and business outcomes help to define what?

A. The value of a service

B. Governance

C. Total cost of ownership (TCO)

D. Key performance indicators (KPIs)

Answer: A

NEW QUESTION 259

IT Service Continuity strategy should be based on:
1) Design of the service technology

2) Business continuity strategy

3) Business Impact Analysis

4) 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 263

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
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C. A warning that a threshold has been reached or that something has changed
D. A type of Incident

Answer: C

NEW QUESTION 267
Which of the following statements is CORRECT?

A. IT Service Continuity Management can only take place once Business Continuity Management has been established

B. Where Business Continuity Management is established, business continuity considerations should form the focus for IT Service Continuity Management

C. Business Continuity Management and IT Service Continuity Management must be established at the same time
D. IT Service Continuity Management is not required when IT is outsourced to a third party provider

Answer: B

NEW QUESTION 271

Which of the following does the Availability Management process include?
1: Ensuring services are able to meet availability targets

2: Monitoring and reporting actual availability

3: 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 276
Which of the following is NOT a responsibility of service transition?

A. To ensure that a service can be managed, operated and supported within constraints specified by design

B. To design and develop capabilities for service management
C. To provide quality knowledge of change and release and deployment management
D. To plan the resource requirements to manage a release

Answer: B

NEW QUESTION 278
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 280
Which of the following is one of the primary objectives of Service Strategy?

A. To design and build processes that will meet business needs

B. To provide detailed specifications for the design of IT services
C. To transform Service Management into a strategic asset

D. To underscore the importance of services in the global economy

Answer: B

NEW QUESTION 282
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

Answer: D

NEW QUESTION 285

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
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Answer: C

NEW QUESTION 289
What does a service always deliver to customers?

A. Applications
B. Infrastructure
C. Value

D. Resources

Answer: C

NEW QUESTION 292

Which of the following statements about communication within Service Operation are CORRECT?
1: All communication must have an intended purpose or resultant action

2: 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 293
Which of the following areas would not be supported by a Service Design tool?

A. Software design
B. Process design
C. Environment design
D. Strategy design

Answer: B

NEW QUESTION 295

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 299
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 304

Which of the following statements about the Service Portfolio and Service Catalogue is the MOST CORRECT?

A. The Service Catalogue only has information about services that are live, or being prepared for deployment; the Service Portfolio only has information about

services which are being considered for future development

B. The Service Catalogue has information about all services; the Service Portfolio only has information about services which are being considered for future

development

C. The Service Portfolio has information about all services; the Service Catalogue only has information about services which are live, or being prepared for

deployment
D. Service Catalogue and Service Portfolio are different names for the same thing

Answer: C

NEW QUESTION 306

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
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Answer: B

NEW QUESTION 310

What are the publications that provide guidance specific to industry sectors and organization types known as?

A. The Service Strategy and Service Transition books
B. The ITIL Complementary Guidance

C. The Service Support and Service Delivery books
D. Pocket Guides

Answer: B

NEW QUESTION 315
Which of the following are goals of Service Operation?

1: To coordinate and carry out the activities and processes required to deliver and manage services at agreed levels to the business

2: The successful release of services into the live environment

A. 1 only

B. 2 only

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

Answer: A

NEW QUESTION 318
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 320
What is the Service Pipeline?

A. All services that are at a conceptual or development stage

B. All services except those that have been retired

C. All services that are contained within the Service Level Agreement (SLA)
D. All complex multi-user services

Answer: A

NEW QUESTION 325

Which of the following is the BEST definition of a Risk?
A. Something that won't happen

B. Something that will happen

C. Something that has happened

D. Something that might happen

Answer: D

NEW QUESTION 328
What are the processes within Service Operation?

A. Event Management, Incident Management, Problem Management, Request Fulfilment and Access Management

B. Event Management, Incident Managemen
C. Change Management and Access Management

D. Incident Management, Problem Management, Service Desk, Request Fulfilment and Management
E. Incident Management, Service Desk, Request Fulfilment, Access Management and Event Management

Answer: A

NEW QUESTION 329

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

2) Activities

3) Functions

4) Responsibilities

A. 1 and 3 only

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

Answer: D

NEW QUESTION 334

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

A. A decision support and planning tool that projects the likely consequences of a 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 leve

D. The terms and conditions in an IT outsource contrac

Answer: A

NEW QUESTION 339
Which of the following statements about incident reporting and logging is CORRECT?

A. Incidents can only be reported by users, since they are the only people who know when a service has been disrupted
B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal servic

C. This includes technical staff

D. All calls to the Service Desk must be logged as Incidents to assist in reporting Service Desk activity

E. Incidents reported by technical staff must be logged as Problems because technical staff manages infrastructure devices not services

Answer: B

NEW QUESTION 342
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 catalogu

Answer: B

NEW QUESTION 347

The BEST processes to automate are those that are:
A. Carried out by Service Operations

B. Carried out by lots of people

C. Critical to the success of the business mission

D. Simple and well understood

Answer: D

NEW QUESTION 350

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 354
What is IT Governance concerned with?

A. Measuring and improving the efficiency and effectiveness of IT processes

B. Ensuring that IT processes support the organization's strategies and objectives
C. Reducing the total cost of providing services to the business

D. Ensuring that targets documented in Service Level Agreements (SLAS) are met

Answer: B

NEW QUESTION 358

Which of the following might be used to manage an Incident?
1) Incident Model

2) Known Error Record

A. 1 only

B. 2 only

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

NEW QUESTION 363
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 365
Undertaking a gap analysis is a key activity within which part of the Deming Cycle for improving services and service management processes?

A. Plan
B. Do

C. Check
D. Act

Answer: A

NEW QUESTION 369

The Supplier Management process includes:

1: Service Design activities, to ensure that contracts will be able to support the service requirements

2: Service Operation activities, to monitor and report supplier achievements

3: Continual Improvement activities, to ensure that suppliers continue to meet or exceed the needs of the business

A. 1 and 2 only

B. 1 only

C. All of the above
D. 1 and 3 only

Answer: C

NEW QUESTION 370
Which of the following models would be MOST useful in helping to define roles and responsibilities in an organization structure?

A. RACI model

B. Incident model

C. Continual service improvement (CSI) model
D. The Deming Cycle

Answer: A

NEW QUESTION 373
Where should the definitive authorized versions of all media Configuration Items (Cls) be stored and protected?

A. Definitive Media Library

B. Definitive Software Store

C. Service Knowledge Management System
D. Software Secure Library

Answer: A

NEW QUESTION 377

Which of the following is an example of self-help capabilities?

A. Menu-driven range of facilities used to access service requests

B. Calls to the service desk to register standard changes

C. A software update downloaded automatically to all laptops in an organization
D. Software to allow programmers to debug code

Answer: A

NEW QUESTION 378

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
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NEW QUESTION 381
Who owns the specific costs and risks associated with providing a service?

A. The Service Provider

B. The Service Level Manager
C. The Customer

D. The Finance department

Answer: A

NEW QUESTION 382
Implementation of ITIL Service Management requires preparing and planning the effective and efficient use of:

A. People, Process, Partners, Suppliers
B. People, Process, Products, Technology
C. People, Process, Products, Partners
D. People, Products, Technology, Partners

Answer: C

NEW QUESTION 386
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 387
Gathering data, monitoring performance and assessing metrics in order to facilitate service improvements are all activities associated with which part of the service
lifecycle?

A. Service Operation

B. Capacity Management
C. Service Design

D. Availability Management

Answer: A

NEW QUESTION 390

Which of the following activities is NOT a part of the Derning Cycle?
A. Act

B. Plan

C. Do

D. Co-ordinate

Answer: D

Explanation:

Reference: http://itilblues.wordpress.com/2010/03/10/mush-and-room-6-the-deming-cycle/
NEW QUESTION 392

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 395

Which of the following do Technology metrics measure?

A. Components

B. Processes

C. The end to end service

D. Customer satisfaction

Answer: A
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NEW QUESTION 397
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