
 

 

 

 

Vendor:ISEB

Exam Code:ITILF2011

Exam Name:The ITIL Foundation - 2011

Version:Demo

 

 



QUESTION 1

Why are public frameworks, such as 1TIL, 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 

 

QUESTION 2

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 

Correct Answer: C 

 

QUESTION 3

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 

Correct Answer: C 

 

QUESTION 4

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 

Correct Answer: A 

 

QUESTION 5

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 

Correct Answer: B 

 

QUESTION 6

Which one of the following do technology metrics measure? 

A. Components 

B. Processes 

C. The end-to-end service 

D. Customer satisfaction 

Correct Answer: A 

 

QUESTION 7

Which statement about Service Level Agreements (SLAs) is CORRECT? 

A. They must contain legal wording because of their importance 

B. There should always be a separate SLA for each specific customer 

C. The wording must be clear and concise to allow no room for ambiguity 

D. Changes to the SLA can only be requested by the customer 

Correct Answer: C 

 



QUESTION 8

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 

Correct Answer: C 

 

QUESTION 9

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 

Correct Answer: B 

 

QUESTION 10

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 11

The design of IT services requires the effective and efficient use of "the four Ps". What are these four Ps? 

A. People, process, partners, performance 

B. Performance, process, products, plans 

C. People, process, products, partners 



D. People, products, plans, partners 

Correct Answer: C 

 

QUESTION 12

Which of the following statements about service asset and configuration management is/are CORRECT? 

1.

 A configuration item (CI) can exits as part of any numbers other CIs at the same time 

2.

 Choosing which CIs 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 

Correct Answer: C 
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