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QUESTION 1

What should be documented as part of every process? 

A. The process owner, process policy and set of process activities 

B. The service owner, service level agreement and set of process procedures 

C. The policy owner, operational level agreement and set of process steps 

D. The service manager, service contract and set of work instructions 

Correct Answer: A 

 

QUESTION 2

What is the BEST definition of a definitive media library? 

A. It is a secure library in which the latest versions of authorized software items are stored and protected 

B. It is a structured document with definitive information regarding all live IT services, including those available for
deployment 

C. It is a secure library in which all definitive authorized versions of all media configuration items are stored and
protected 

D. It is a set of tools and databases that is used to manage knowledge, information and data 

Correct Answer: C 

 

QUESTION 3

Which of the following is NOT an objective of Continual Service Improvement? 

A. Review and analyze Service Level Achievement results 

B. Identify activities to improve the efficiency of service management processes 

C. Improve the cost effectiveness of IT services without sacrificing customer satisfaction 

D. Conduct activities to deliver and manage services at agreed levels to business users 

Correct Answer: D 

 

QUESTION 4

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 

Correct Answer: D 

 

QUESTION 5

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) 

Correct Answer: B 

 

QUESTION 6

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 

Correct Answer: B 

 

QUESTION 7

Check, Act and Plan are three of the stages of the Deming Cycle. Which is the fourth? 

A. Do 

B. Perform 

C. Implement 

D. Measure 

Correct Answer: A 



 

QUESTION 8

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 

Correct Answer: B 

 

QUESTION 9

Which statement about change management is CORRECT? 

A. It optimizes overall business risk 

B. It optimizes financial exposure 

C. It ensures that all changes are authorized by the change advisory board (CAB) 

D. It ensures that servicerequests follow the normal change management process 

Correct Answer: C 

 

QUESTION 10

Which is an objective of the design coordination process? 

A. To ensure service design packages are handed over to service transition 

B. To ensure that all changes are assessed for their impact on service designs 

C. TO document the initial structure and relationship between services and customers 

D. TO handover new service level requirements to the service level management process 

Correct Answer: A 

 



QUESTION 11

Which one of the following includes four stages called Plan, Do, Check and Act? 

A. The Deming Cycle 

B. The continual service improvement approach 

C. The seven-step improvement process 

D. The service lifecycle 

Correct Answer: A 

 

QUESTION 12

Why are public frameworks, such as ITIL, attractive when compared to proprietary knowledge? 

A. Proprietary knowledge may be difficult to adopt, replicate or transfer since it is often undocumented 

B. Public frameworks are always cheaper to adopt 

C. Public frameworks are prescriptive and tell you exactly what to do 

D. Proprietary knowledge has been tested in a wide range of environments 

Correct Answer: A 
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