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QUESTION 1

Which of the following are reasons why ITIL is successful? 

1.

 ITIL is vendor neutral 

2.

 It does not prescribe actions 

3.

 ITIL represents best practice 

A. All of the above 

B. 1 and 3 only 

C. 1 and 2 only 

D. 2 and 3 only 

Correct Answer: A 

 

QUESTION 2

A process owner is responsible for which of the following? 

1.

 Defining the process strategy 

2.

 Assisting with process design 

3.

 Improving the process 

4.

 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 



Correct Answer: C 

 

QUESTION 3

Which process is responsible for discussing reports with customers showing whether services have met their targets? 

A. Continual service improvement 

B. Change management 

C. Service level management 

D. Availability management 

Correct Answer: C 

 

QUESTION 4

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 

Correct Answer: B 

 

QUESTION 5

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 

Correct Answer: A 

 

QUESTION 6

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 

Correct Answer: B 

 

QUESTION 7

Which process is responsible for the availability, confidentiality and integrity of data? 

A. Service catalogue management 

B. Service asset and configuration management 

C. Change management 

D. Information security management 

Correct Answer: D 

 

QUESTION 8

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 

Correct Answer: A 

 

QUESTION 9

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 

Correct Answer: D 



 

QUESTION 10

Which of the following are the MAIN objectives of incident management? 

1.

 To automatically detect service-affecting events 

2.

 To restore normal service operation as quickly as possible 

3.

 To minimize adverse impacts on business operations 

A. 1 and 2 only 

B. 2 and 3 only 

C. 1 and 3 only 

D. All of the above 

Correct Answer: B 

 

QUESTION 11

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:

 Identifying possible future markets that the service provider could operate in 

A. 

1, 2 and 3 only 

B. 

1 and 2 only 

C. 

1, 2 and 4 only 

D. 



All of the above 

Correct Answer: A 

 

QUESTION 12

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 

Correct Answer: A 
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