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NEW QUESTION 1
- (Exam Topic 1)
When should the effectiveness of a problem workaround be assessed?

A. Whenever the workaround is used

B. Whenever the problem is resolved

C. Whenever the workaround becomes a known error
D. Whenever the problem is prioritized

Answer: A

NEW QUESTION 2
- (Exam Topic 1)
Which describes normal changes?

A. Changes that need to be scheduled and assessed following a process
B. Changes that are low-risk and pre-authorized

C. Changes that are typically initiated as service requests

D. Changes that must be implemented as soon as possible

Answer: A

NEW QUESTION 3
- (Exam Topic 1)
Which practice uses techniques such as SWOT analysis, balanced scorecard reviews, and maturity assessments?

A. Incident management

B. Continual improvement

C. Service request management
D. Problem management

Answer: B

NEW QUESTION 4
- (Exam Topic 1)
How should the workflow for a new service request be designed?

A. Use a single workflow for all types of service request

B. Leverage existing workflows whenever possible

C. Use different workflows for each type of service request
D. Avoid workflows for simple service requests

Answer: B

NEW QUESTION 5
- (Exam Topic 1)
What is warranty?

A. Assurance that a product or service will meet agreed requirements

B. The amount of money spent on a specific activity or resource

C. The functionality offered by a product or service to meet a particular need
D. The perceived benefits, usefulness and importance of something

Answer: A

NEW QUESTION 6
- (Exam Topic 1)
Which statement about outcomes is CORRECT?

A. An outcome can be enabled by more than one output
B. Outcomes are how the service performs

C. An output can be enabled by one or more outcomes
D. An outcome is a tangible or intangible activity

Answer: A

NEW QUESTION 7
- (Exam Topic 1)
Which is NOT a key focus of the 'information and technology' dimension?

A. Workflow management and inventory systems
B. Communication systems and knowledge bases
C. Roles and responsibilities

D. Security and compliance
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Answer: C

NEW QUESTION 8
- (Exam Topic 1)
Which stakeholders co-create value in a service relationship?

A. Investor and consumer
B. Investor and supplier
C. Consumer and provider
D. Provider and supplier

Answer: C
NEW QUESTION 9

- (Exam Topic 1)
Which is a purpose of the 'service desk' practice?

A. To reduce the likelihood and impact of incidents by identifying actual and potential causes of incidents

B. To capture demand for incident resolution and service requests
C. To set clear business-based targets for service performance

D. To maximize the number of successful IT changes by ensuring risks are properly assessed

Answer: B

NEW QUESTION 10
- (Exam Topic 1)
What is the purpose of the ‘information security managementl practice?

A. To ensure that accurate and reliable information about the configuration of services is available when and where it is needed

B. To observe services and service components

C. To protect the information needed by the organization to conduct its business

D. To plan and manage the full lifecycle of all IT assets

Answer: C

NEW QUESTION 10
- (Exam Topic 1)

Which practices are typically involved in the implementation of a problem resolution?

* 1. Continual improvement

* 2. Service request management
* 3. Service level management

* 4, Change control

A.land?2
B.1and 4
C.3and 4
D.2and 3

Answer: B

NEW QUESTION 11
- (Exam Topic 1)

Which is included in the purpose of the ‘design and transition’ value chain activity?

A. Ensuring that service components are available when needed
B. Providing transparency and good stakeholder relationships
C. Supporting services according to specifications

D. Continually meeting stakeholder expectations for costs

Answer: D

NEW QUESTION 14
- (Exam Topic 1)
Which statement about a ‘continual improvement register’ is CORRECT?

A. It should be managed at the senior level of the organization
B. It should be used to capture user demand

C. There should only be one for the whole organization

D. It should be re-prioritized as ideas are documented

Answer: D

NEW QUESTION 18
- (Exam Topic 1)
What are the ITIL guiding principles used for?
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A. To help an organization make good decisions

B. To direct and control an organization

C. To identify activities that an organization must perform in order to deliver a valuable service
D. To ensure that an organization’s performance continually meets stakeholders’ expectations

Answer: A

NEW QUESTION 22
- (Exam Topic 1)
Which practice identifies metrics that reflect a customer experience of a service?

A. Continual improvement

B. Service level management
C. Service desk

D. Problem management

Answer: B

NEW QUESTION 25
- (Exam Topic 1)
Which statement about service desks is CORRECT?

A. The service desk should work in close collaboration with support and development teams
B. The service desk should rely on self-service portals instead of escalation to support teams
C. The service desk should remain isolated from technical support teams

D. The service desk should escalate all technical issues to support and development teams

Answer: A

NEW QUESTION 30
- (Exam Topic 1)
Which dimension includes activities and workflows?

A. Value streams and processes
B. Partners and suppliers

C. Information and technology
D. Organizations and people

Answer: A

NEW QUESTION 33
- (Exam Topic 1)
Which practice requires that staff demonstrate excellent customer service skills, such as empathy and emotional intelligence?

A. Release management
B. Service desk

C. Problem management
D. Supplier management

Answer: B

NEW QUESTION 36
- (Exam Topic 1)
What is typically needed to assign complex incidents to support groups?

A. The incident priority
B. The incident category
C. A change schedule
D. A self-help tool

Answer: B

NEW QUESTION 40

- (Exam Topic 1)

When should a full risk assessment and authorization be carried out for a standard change?
A. Each time the standard change is implemented

B. When the procedure for the standard change is created

C. At least once a year

D. When an emergency change is requested

Answer: B

NEW QUESTION 42
- (Exam Topic 1)
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In which TWO situations should the ITIL guiding principles be considered?
* 1. In every initiative

* 2. In relationships with all stakeholders

* 3. Only in specific initiatives where the principle is relevant

* 4. Only in specific stakeholder relationships where the principle is relevant

A.land?2
B.1and 4
C.2and3
D.3and 4

Answer: A

NEW QUESTION 45
- (Exam Topic 1)
Which activity is part of the 'continual improvement' practice?

A. Populating and maintaining the asset register

B. Providing a clear path for users to report issues, queries, and requests
C. Delivering tactical and operational engagement with customers

D. Identifying and logging opportunities

Answer: D

NEW QUESTION 49
- (Exam Topic 1)

Which ITIL guiding principle recommends using existing services, processes and tools when improving services?

A. Progress iteratively with feedback
B. Keep is simple and practical

C. Start where you are

D. Focus on value

Answer: C

NEW QUESTION 53
- (Exam Topic 1)

Which ITIL practice has a purpose that includes reducing the likelihood of incidents?

A. Change control

B. Continual improvement
C. Problem management
D. Service desk

Answer: C

NEW QUESTION 58
- (Exam Topic 1)
Which practice owns and manages issues, queries and requests from users?

A. Service desk

B. Problem management
C. Incident management
D. Change control

Answer: A

NEW QUESTION 62
- (Exam Topic 1)
What are the MOST important skills required by service desk staff?

A. Incident analysis skills

B. Technical skills

C. Problem resolution skills

D. Supplier management skills

Answer: A

NEW QUESTION 67
- (Exam Topic 1)
Which of these should be logged and managed as a problem?

A. Trend analysis shows a large number of similar incidents

B. A user requests delivery of a laptop

C. A monitoring tool detects a change of state for a service

D. 'Continual improvement' needs to prioritize an improvement opportunity
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Answer: A

NEW QUESTION 70
- (Exam Topic 1)
Which practice provides a single point of contact for users?

A. Incident management

B. Change control

C. Service desk

D. Service request management

Answer: C

NEW QUESTION 73
- (Exam Topic 1)
How does information about problems and known errors contribute to 'incident management'?

A. It enables the reassessment of known erros

B. It enables quick and efficient diagnosis of incidents

C. It removes the need for collaboration during incident resolution
D. It removes the need for regular customer updates

Answer: B

NEW QUESTION 75
- (Exam Topic 1)
Which of the following is an example of incident?

A. A backup server is being rebooted while services are running on the primary server
B. An application is not available during the business hours

C. A user has requested access to a shared repository

D. A user wants to reset the password of a server

Answer: B

NEW QUESTION 77
- (Exam Topic 1)
Which practice has a purpose that includes aligning the organization's practices and services with changing business needs?

A. Relationship management

B. Continual improvement

C. Service configuration management
D. Service level management

Answer: B

NEW QUESTION 78

- (Exam Topic 1)

Identify the missing word in the following sentence.

A known error is a problem that has been [?] and has not been resolved.

A. closed
B. logged
C. analysed
D. escalated

Answer: C

NEW QUESTION 79
- (Exam Topic 1)
What should be done to determine the appropriate metrics for measuring a new service?

A. Measuring the performance over the first six months, and basing a solution on the results
B. Asking customers to provide numerical targets that meet their needs

C. Using operational data to provide detailed service reports

D. Asking customers open questions to establish their requirements

Answer: C

NEW QUESTION 84

- (Exam Topic 1)

What is defined as any component that needs to be managed in order to deliver an IT service?

A. A service request
B. An IT asset
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C. A configuration item (ClI)
D. An incident

Answer: C

NEW QUESTION 88
- (Exam Topic 2)

What do customer perceptions and business outcomes help to define?

A. The value of a service

B. Service metrics

C. The total cost of a service

D. Key performance indicators (KPIs)

Answer: A

NEW QUESTION 90
- (Exam Topic 2)
Which practice may involve the initiation of disaster recovery?

A. Incident management

B. Service request management
C. Service level management
D. IT asset management

Answer: A

NEW QUESTION 95
- (Exam Topic 2)

What type of change is pre-authorized, low risk, relatively common, and follows a procedure or work instruction?

A. A standard change

B. An emergency change
C. An internal change

D. A normal change

Answer: A

NEW QUESTION 100
- (Exam Topic 2)

Which guiding principle is PRIMARILY concerned with end-to-end service delivery?

A. Focus on value

B. Think and work holistically
C. Optimize and automate

D. Collaborate and promote

Answer: B

NEW QUESTION 103
- (Exam Topic 2)
Which statement about the 'service deskl practice is CORRECT?

A. It provides a link with stakeholders at strategic and tactical levels
B. It carries out change assessment and authorization

C. It investigates the cause of incidents

D. It needs a practical understanding of the business processes

Answer: D

NEW QUESTION 106
- (Exam Topic 2)
Which will NOT be handled as a service request?

A. The degradation of a service

B. The replacement of a toner cartridge
C. The provision of a laptop

D. A complaint about a support team

Answer: A

NEW QUESTION 110
- (Exam Topic 2)
Service transition contains detailed descriptions of which processes?
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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 114
- (Exam Topic 2)
Which guiding principle focuses on reducing costs and human errors?

A. Focus and value

B. Collaborate and promote visibility
C. Optimize and automate

D. Think and work holistically

Answer: C

NEW QUESTION 118
- (Exam Topic 2)
Which are elements of the service value system?

A. Service provision, service consumption, service relationship management
B. Governance, service value chain, practices

C. Outcomes, utility, warranty

D. Customer value, stakeholder value, organization

Answer: B

NEW QUESTION 120

- (Exam Topic 2)

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 123
- (Exam Topic 2)
What is the primary focus of business capacity management?

A. Management, control and prediction of the performance, utilization and capacity of individual elements of|T 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 atimely fashion

Answer: D

NEW QUESTION 124
- (Exam Topic 2)
Which practice is the responsibility of everyone in the organization?

A. Change control

B. Problem management

C. Service level management
D. Continual improvement

Answer: D

NEW QUESTION 127

- (Exam Topic 2)

Identify the missing word in the following sentence. A user is [?] that uses services.
A. an organization

B. arole

C. ateam

D. a supplier

Answer: B
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NEW QUESTION 132
- (Exam Topic 2)
Which statement about known errors and problems is CORRECT?

A. Known error is the status assigned to a problem after it has been analysed

B. A known error is the cause of one or more problems

C. Known errors cause vulnerabilities, problems cause incidents

D. Known errors are managed by technical staff, problems are managed by service management staff

Answer: A

NEW QUESTION 137
- (Exam Topic 2)
Which is an example of a business related measurement?

A. The number of passengers checked in

B. The average time to response to change requests
C. The average resolution time for incidents

D. The number of problems resolved

Answer: A

NEW QUESTION 142
- (Exam Topic 2)
Which problem management activity ensures that a problem can be easily tracked and management information can be obtained?

A. Categorization
B. Detection

C. Prioritization
D. Escalation

Answer: A

Explanation:
D18912E1457D5D1DDCBD40AB3BF70D5D

NEW QUESTION 147
- (Exam Topic 2)
Which practice has a purpose that includes maximizing success by ensuring that risks have been properly assessed?

A. Relationship management

B. Change control

C. Release management

D. Monitoring and event management

Answer: B

Explanation:
Reference: https://www.symphonysummit.com/products/what-is-it-service-management-itsm/

NEW QUESTION 148
- (Exam Topic 2)
Which practice provides visibility of the organization's services by capturing and reporting on service performance?

A. Service desk

B. Service level management

C. Service request management

D. Service configuration management

Answer: B

NEW QUESTION 152
- (Exam Topic 2)
What is an event?

A. The addition, modification, or removal of anything that could have a direct or indirect effect on services
B. Any change of state that has significance for the management of a service or other configuration item
C. Cause of one or more incidents

D. An unplanned interruption to a service or reduction in the quality of a service

Answer: B

NEW QUESTION 155
- (Exam Topic 2)
What is a change schedule used for?
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A. To help plan emergency changes
B. To help authorize standard changes
C. To help assign a change authority
D. To help manage normal changes

Answer: D

NEW QUESTION 156
- (Exam Topic 2)

Which statement about the use of measurement in the ‘start where you are’ guiding principle is CORRECT?

A. It should always be used to support direct observation

B. It should always be used instead of direct observation

C. Measured data is always more accurate than direct observation
D. The act of measuring always positively impacts results

Answer: A
NEW QUESTION 157

- (Exam Topic 2)
Identify the missing word in the following sentence.

The purpose of the 'information security management' practice is to [?] the organization's information.

A. protect
B. store
C. audit
D. provide

Answer: A

NEW QUESTION 159
- (Exam Topic 2)
Which is included in the purpose of the ‘deliver and support’ value chain activity?

A. Meeting stakeholder expectations for time to market
B. Understanding the organization’s service vision

C. Understanding stakeholder needs

D. Providing services to agreed specifications

Answer: A

NEW QUESTION 161
- (Exam Topic 2)
Which guiding principle considers customer and user experience?

A. Collaborate and promote visibility
B. Focus on value

C. Start where you are

D. Keep it simple and practical

Answer: B

NEW QUESTION 165
- (Exam Topic 2)
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 service requests follow the normal change management process

Answer: C

NEW QUESTION 167

- (Exam Topic 2)

Which statement about metrics is CORRECT?

A. Process metrics can be used to measure end-to-end service performance

B. Technology metrics can be used to measure component performance and availability
C. Process metrics can be used to measure the utilization of a supplier's network

D. Technology metrics can be used to determine the overall health of a process

Answer: B

NEW QUESTION 172
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- (Exam Topic 2)
Which dimension considers data security and privacy?

A. Organizations and people

B. Information and technology
C. Partners and suppliers

D. Value streams and processes

Answer: B

NEW QUESTION 175
- (Exam Topic 2)
What is a change schedule PRIMARILY used for?

A. To help plan, authorize and schedule emergency changes

B. To publish a list of service requests that users can select

C. To ensure that a single change authority reviews every change

D. To help plan changes, assist in communication and avoid conflicts

Answer: D

NEW QUESTION 179
- (Exam Topic 2)
Which are the elements of process control?

A. Inputs, outputs and triggers

B. Work instructions, procedures and roles
C. Resources, capabilities and metrics

D. Process owner, policy and objectives

Answer: D

NEW QUESTION 182
- (Exam Topic 2)
Which is a key activity carried out in the ‘did we get there?’ step of the ‘continual improvement’ model?

A. Define measurable targets

B. Perform baseline assessments

C. Execute improvement actions

D. Evaluate measurements and metrics

Answer: D

NEW QUESTION 187

- (Exam Topic 2)

An SLA is a service level agreement.

Which describes the ‘watermelon SLA’ effect?

A. A single SLA defines target service levels for multiple customer, so every customer sees reports about other customers’ experiences.

B. The metrics in an SLA are focused on internal measures, so that reports show everything is good, while the customer is not satisfied.

C. SLA targets change very frequently, so that each report includes new measures and trends cannot be analyzed.

D. Introducing SLAs for a service enables customer to see that the service provider is doing a really good job, so this improves satisfaction.

Answer: B

Explanation:
Reference: https://www.bmc.com/blogs/itil-service-level-management/

NEW QUESTION 191
- (Exam Topic 2)
Which helps to manage an incident when it is unclear which support team should be working on the incident?

A. Disaster recovery plans
B. Swarming

C. Target resolution times
D. Self-help

Answer: B
Explanation:

Reference: https://www.bmc.com/blogs/itil-incident-management/

NEW QUESTION 193
- (Exam Topic 2)
Which processes are responsible for the regular review of underpinning contracts?
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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 194
- (Exam Topic 2)

Which practice has a purpose that includes helping the organization to maximize value, control costs and manage risks?

A. Relationship management
B. IT asset management

C. Release management

D. Service desk

Answer: B

NEW QUESTION 197
- (Exam Topic 2)

Which statement about IT service management is CORRECT? D18912E1457D5D1DDCBD40AB3BF70D5D

A. Itis performed by customers using a mix of IT systems, services and processes

B. It is performed by IT service providers using a mix of suppliers and their products

C. ltis performed by the service desk using a mix of people, process and technology

D. It is performed by IT service providers using a mix of people, process and technology

Answer: D

NEW QUESTION 202
- (Exam Topic 2)
What can be used to help determine the impact level 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 207
- (Exam Topic 2)
Which guiding principle is PRIMARILY concerned with consumer's revenue and growth?

A. Keep it simple and practical

B. Optimize and automate

C. Progress iteratively with feedback
D. Focus on value

Answer: D

NEW QUESTION 210
- (Exam Topic 2)
Which guiding principle considers the importance of customer loyalty?

A. Progress iteratively with feedback
B. Focus on value

C. Optimize and automate

D. Start where you are

Answer: B

NEW QUESTION 211

- (Exam Topic 2)

What actions does a service desk take for all issues, queries and requests that are reported to them?
A. Schedule, assess, authorize

B. Diagnose, investigate, resolve

C. Initiate, approve, fulfill

D. Acknowledge, classify, own

Answer: C

NEW QUESTION 215
- (Exam Topic 2)
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Where should all master copies of controlled software and documentation be stored?

A. In the definitive capacity library
B. In the definitive media library

C. In the definitive security library

D. In the definitive production library

Answer: B

NEW QUESTION 220

- (Exam Topic 2)

Which TWO are important aspects of the ‘service request management’ practice?
* 1. Standardization and automation

* 2. Providing a variety of channels for access

* 3. Establishing a shared view of targets

* 4, Policies for approvals

A.1land 2
B.2and 3
C.3and 4
D.1and 4

Answer: D

Explanation:
Reference: https://www.bmc.com/blogs/itil-service-request-management/

NEW QUESTION 225
- (Exam Topic 2)
Which practice has a purpose that includes restoring normal service operation as quickly as possible?

A. Problem management
B. Incident management
C. Deployment management
D. Supplier management

Answer: B

NEW QUESTION 230
- (Exam Topic 2)
Which practice would help a user gain access to an application that they need to use?

A. Service configuration management
B. Change enablement

C. Service request management

D. Service level management

Answer: B

NEW QUESTION 232
- (Exam Topic 2)
What includes governance as a component?

A. Practices

B. The service value chain
C. The service value system
D. The guiding principles

Answer: C

NEW QUESTION 237
- (Exam Topic 2)
What is the PRIMARY use of a change schedule?

A. To support the ‘incident management’ practice and improvement planning
B. To manage emergency changes

C. To plan changes and help avoid conflicts

D. To manage standard changes

Answer: C

NEW QUESTION 238

- (Exam Topic 2)

How does categorization of incidents assist the 'incident management' practice?

A. It determines the priority assigned to the incident
B. It determines how the service provider is perceived
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C. It helps direct the incident to the correct support area
D. It ensures that incidents are resolved in timescales agreed with the customer

Answer: C

NEW QUESTION 239
- (Exam Topic 2)
Which statement about the ‘four Ps’ of service design is CORRECT?

A. Processes refers to skill and training

B. Partners refers to suppliers and vendors
C. People refers to technology and tools

D. Products refers to producers and metrics

Answer: B
Explanation:

D18912E1457D5D1DDCBD40AB3BF70D5D

NEW QUESTION 240
- (Exam Topic 2)

Which guiding principle helps to ensure that each improvement effort has more focus and is easier to maintain?

A. Start where you are

B. Collaborate and promote visibility
C. Progress iteratively with feedback
D. Think and work holistically

Answer: C
NEW QUESTION 243
- (Exam Topic 2)

Which statement about change authorization is CORRECT?

A. A change authority should be assigned to each type of change and change model

B. Centralizing change authorization to a single person is the most effective means of authorization
C. The authorization of normal changes should be expedited to ensure they can be implemented quickly
D. Standard changes are high risk and should be authorized by the highest level of change authority

Answer: A

NEW QUESTION 244
- (Exam Topic 2)
Which is considered by the ‘partners and suppliers’ dimension?

A. Using artificial intelligence

B. Defining controls and procedures

C. Using formal roles and responsibilities

D. Working with an integrator to manage relationships

Answer: D

NEW QUESTION 246
- (Exam Topic 2)
What three elements make up the Service Portfolio?

A. Customer portfolio, service catalogue and retired services

B. Customer portfolio, configuration management system and service catalogue
C. Service pipeline, service catalogue and retired services

D. Service pipeline, configuration management system and service catalogue

Answer: C
Explanation:

D18912E1457D5D1DDCBD40AB3BF70D5D

NEW QUESTION 248

- (Exam Topic 2)

Which approach is CORRECT when applying the guiding principle ‘keep it simple and practical’?
A. Only add controls and metrics when they are needed

B. Design controls and metrics first, then remove those not adding value

C. Design controls and metrics and add them individually until all are implemented

D. Only add controls and metrics that are required for compliance

Answer: B
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NEW QUESTION 250
- (Exam Topic 2)
What happens if a workaround becomes the permanent way of dealing with a problem that cannot be resolved cost-effectively?

A. The problem record is deleted

B. The problem remains in the known error status

C. A change request is submitted to change control

D. Problem management restores the service as soon as possible

Answer: B

NEW QUESTION 255
- (Exam Topic 2)
What is the definition of a known error?

A. An unplanned interruption to a service, or reduction in the quality of a service

B. A cause, or potential cause, of one or more incidents

C. A problem that has been analyzed and has not been resolved

D. Any change of state that has significance for the management of a service or other configuration item (CI)

Answer: C

NEW QUESTION 260
- (Exam Topic 2)
What can a service remove from the consumer and impose on the consumer?

A. Utility
B. Asset
C. Cost
D. Outcome

Answer: C

NEW QUESTION 262
- (Exam Topic 2)
A customer is a person who defines the requirements for a service and takes responsibility for the [?] of service consumption.

A. outputs
B. outcomes
C. costs

D. risks

Answer: B

NEW QUESTION 264
- (Exam Topic 2)
Which stage of the service lifecycle has the purpose of looking for ways to improve process efficiency and cost effectiveness?

A. Service operation

B. Service transition

C. Continual service improvement D18912E1457D5D1DDCBD40AB3BF70D5D
D. Service strategy

Answer: C

NEW QUESTION 268
- (Exam Topic 2)
Which statement about the automation of service requests is CORRECT?

A. Service requests that cannot be automated should be handled as incidents

B. Service requests and their fulfillment should be automated as much as possible

C. Service requests that cannot be automated should be handled as problems

D. Service requests and their fulfillment should be carried out by service desk staff without automation

Answer: B

NEW QUESTION 269

- (Exam Topic 3)

Which practice has a purpose that includes managing risks to confidentiality, integrity and availability?
A. Information security management

B. Change enablement

C. Problem management

D. Service configuration management

Answer:
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A

NEW QUESTION 273

- (Exam Topic 3)

Identify the missing words in the following sentence.

When an organization has decided to improve a service, it should start by considering [?].

A. existing information

B. new methods

C. additional measurements
D. revised processes

Answer: A

NEW QUESTION 276

- (Exam Topic 3)

Identify the missing word in the following sentence.

The purpose of the service configuration management practice is to ensure that accurate and reliable information about the [?], and the Cls that support them, is
available when and where it is needed.

A. relationships with suppliers
B. configuration of services
C. skills of people

D. authorization of changes

Answer: B

Explanation:
Reference: https://wiki.process-symphony.com.au/framework/lifecycle/process/service-configuration- management-itil-4/

NEW QUESTION 279
- (Exam Topic 3)
Which describes a ‘change authority’?

A. A model used to determine who will assess a change
B. A person who approves a change

C. Atool used to help changes

D. A way to manage the people aspects of change

Answer: B

NEW QUESTION 281
- (Exam Topic 3)
Which guiding principle considers how the steps of a process can be performed as efficiently as possible?

A. Start where you are

B. Focus on value

C. Think and work holistically
D. Optimize and automate

Answer: D

Explanation:
Reference: https://www.sysaid.com/blog/entry/the-7-guiding-principles-of-itil-4-practical-advice-to-help-you- make-decisions

NEW QUESTION 282
- (Exam Topic 3)
Which ‘service level management’ activity helps staff to deliver a more business-focused service?

A. Creating targets based on the percentage of uptime of a service

B. Understanding the ongoing requirements of customers

C. Using complex technical terminology in service level agreements (SLAS)
D. Measuring low-level operational activities

Answer: B

NEW QUESTION 285

- (Exam Topic 3)

Which statement about managing incidents is CORRECT?

A. Low impact incidents should be resolved efficiently, making logging unnecessary

B. The 'incident management' practice should use a single process regardless of the impact of the incident
C. Low impact incidents should be resolved efficiently so the resource required is reduced

D. Incidents with the lowest impact should be resolved first

Answer: C
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NEW QUESTION 289
- (Exam Topic 3)
Which Practice includes management of workarounds and known errors?

A. Monitoring and event management
B. Service configuration management
C. Problem management
D. Incident management

Answer: C

Explanation:
What is problem management?

The purpose of problem management is to reduce the likelihood and impact of incidents by identifying actual and potential causes of incidents, and managing

workarounds and known errors.
Problems are related to incidents, but it is important to differentiate them in the way they are managed:

Incidents have an impact on users or business processes, and must be resolved so that normal business activity can take place.

Problems are the causes of incidents therefore they require investigation and analysis to identify the causes, develop workarounds, and recommend longer-term

resolution. This reduces the number and impact of future incidents.

NEW QUESTION 292
- (Exam Topic 3)
Which is part of the definition of a customer?

A. The role that defines the requirements for a service

B. A means of enabling value co-creation

C. The role that authorizes budget for service consumption

D. A set of specialized organizational capabilities for enabling value

Answer: A

NEW QUESTION 297
- (Exam Topic 3)
Which describes a CORRECT approach to change authorization?

A. Changes included in the change schedule are pre-authorized and do not need additional authorization
B. formal changes should be assessed and authorized before they are deployed

C. Emergency changes should be authorized by as many people as possible to reduce risk

D. formal changes are typically implemented as service requests and authorized by the service desk

Answer: B

NEW QUESTION 302

- (Exam Topic 3)

Which two statements about the guiding principles are CORRECT?

* 1. The guiding principles support continual improvement

* 2. Each guiding principle applies to a selection of the available stakeholder groups

* 3. Organizations should decide which one of the guiding principles is relevant to them
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* 4, Organizations should consider how the guiding principles interact with each other

A.land?2
B.2and 3
C.3and 4
D.1and 4

Answer: D

NEW QUESTION 303
- (Exam Topic 3)
What describes how components and activities work together to facilitate value creation?

A. The ITIL service value system

B. The ITIL guiding principles

C. The four dimensions of service management
D. A service relationship

Answer: A

NEW QUESTION 306
- (Exam Topic 3)
Which statement about the ‘incident management’ practice is CORRECT?

A. It identifies the cause of major incidents.

B. It authorizes changes to resolve incidents.

C. It maintains detailed procedures for diagnosing incidents.
D. It resolves the highest impact incidents first.

Answer: D

Explanation:
Reference: https://www.bmc.com/blogs/itil-incident-management/

NEW QUESTION 309
- (Exam Topic 3)
Which statement about standard changes is CORRECT?

A. A full assessment should be completed each time the change is implemented
B. The change can be implemented with less testing if necessary

C. The appropriate change authority should be assigned to each type of change
D. The change does not require additional authorization

Answer: D

NEW QUESTION 313
- (Exam Topic 3)
Which costs are included in the value proposition of a service?

A. Additional expense that the service consumer has because they are using the service

B. Money that the service consumer no longer needs to spend because they are using the service
C. Tangible or intangible results for the service consumer because they are using the service

D. The benefits, usefulnes

E. and importance of the service that are perceived by the service consumer

Answer: D

NEW QUESTION 317
- (Exam Topic 3)
Which activity is part of the ‘continual improvement practice?

A. handing compliments and complaints from user to identify improvements.
B. Improving relationships with and between stakeholders.

C. Prioritizing and creating business cases for improvement initiatives.

D. Identifying the cause unplanned interruptions to service.

Answer: C

NEW QUESTION 318
- (Exam Topic 3)
How are target resolution times used in the 'incident management' practice?

A. They are agreed, documented, and communicated to help set user expectations

B. They are established, reviewed, and reported to ensure that customers are happy with the service
C. They are initiated, approved, and managed to ensure that predictable responses are achieved

D. They are scheduled, assessed and authorized to reduce the risk of service failures
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Answer: A

NEW QUESTION 319
- (Exam Topic 3)
What is the purpose of the ‘deployment management’ practice?

A. To protect the information needed by the organization to conduct its business
B. To make new and changed services and features available for use

C. To move new or changed components to live environments

D. To plan and manage the full lifecycle of all IT assets.

Answer: C

NEW QUESTION 322

- (Exam Topic 3)

Which two are considered part of the ‘organizations and people’ dimension of service management?
* 1. Systems of authority

* 2. Culture

* 3. Relationships between organizations 4.Workflows

A.1land 2
B.2and 3
C.3and 4
D.1and 4

Answer: A

NEW QUESTION 327
- (Exam Topic 3)
Which will help solve incidents more quickly?

A. Target resolution times

B. Escalating all incidents to support teams

C. Collaboration between teams

D. Detailed procedural steps for incident investigation

Answer: C

NEW QUESTION 329
- (Exam Topic 3)
What is defined as any financially valuable component that can contribute to the delivery of a service?

A. Configuration item
B. Product

C. IT asset

D. Event

Answer: C

NEW QUESTION 331
- (Exam Topic 3)
What term is used to describe whether a service will meet availability, capacity and security requirements?

A. Outcomes
B. Value

C. Utility

D. Warranty

Answer: D

NEW QUESTION 332
- (Exam Topic 3)
What can be used to determine if a service is 'fit for purpose'?

A. Availability
B. Warranty
C. Outcome
D. Utility

Answer: D

NEW QUESTION 336
- (Exam Topic 3)
Which statement about change authorities is CORRECT?
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A. Change authorities are only required for authorizing emergency changes

B. Change authorities are assigned when each change is deployed

C. Change authorities are only required for authorizing normal changes

D. Change authorities are assigned for each type of change and change model

Answer: D

NEW QUESTION 338
- (Exam Topic 3)
What impact does automation have on a service desk?

A. Less low level work and a greater ability to focus on user experience

B. Increased phone contact and a reduced ability to focus on user experience
C. Ability to work from multiple locations, geographically dispersed

D. Ability to work from a single centralised location

Answer: A

NEW QUESTION 340
- (Exam Topic 3)
What is a configuration item?

A. Any financially valuable component that can contribute to delivery of an IT product or service
B. Any component that needs to be managed in order to deliver an IT service

C. Any change of state that has significance for the management of a service

D. A problem that has been analyzed but has not been resolved

Answer: B

Explanation:
Reference: https://www.bmc.com/blogs/itil-key-terms/

NEW QUESTION 342
- (Exam Topic 3)
Which statement about outcomes is CORRECT?

A. They are deliverables provided to service consumers.

B. They allow service consumers to achieve a desired result.

C. They provide products to service providers based on outputs.

D. The co-create value for service providers by reducing costs and risks.

Answer: B

Explanation:
Reference: https://www.axelos.com/news/blogs/february-2015/difference-between-outputs-and-outcomes-in- itsm

NEW QUESTION 343
- (Exam Topic 3)
Which statement about service relationship management is CORRECT?

A. It focuses on the service actions performed by users

B. It requires the service consumer to create resources for the service provider
C. It requires co-operation of both the service provider and service consumer
D. It focuses on the fulfilment of the agreed service actions

Answer: C

NEW QUESTION 347
- (Exam Topic 3)
Which benefit is MOST aligned with the guiding principle ‘progress iteratively with feedback'?

A. Service providers are able to respond more quickly to customer needs

B. Bottlenecks in the service provider's workflow are identified.

C. The complexities of the service provider's IT systems are identified.

D. The service provider gains a better understanding of the customer experience.

Answer: A

NEW QUESTION 351
- (Exam Topic 3)
Which type of change is MOST LIKELY to be initiated as part of the 'service request management' practice?

A. A normal change

B. An emergency change
C. A standard change

D. A change model
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Answer: C

NEW QUESTION 355

- (Exam Topic 3)

Which MOST helps an organization adapt ITIL concepts so that they apply to the organization's specific circumstances?
A. Continual improvement

B. Service value chain

C. Practices

D. Guiding principles

Answer: A

NEW QUESTION 360
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