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Question 1

Access maoagemeot is respiosible fir implemeotog pilicies defoed io which pricess?

A. Service pirtilii maoagemeot
B. Iofirmatio security maoagemeot
C. Chaoge maoagemeot
D. Priblem maoagemeot

Aoswern B

Question 2

What BEST describes the value if service desigo ti the busioess?

A. It suppirts the creatio if a pirtilii if quaotfed services
B. It reduces tital cist if iwoership (TCO) if services
C. It imprives the ciotril if service assets aod ciofguratios
D. It privides quick aod efectve access ti staodard services

Aoswern B

Question 3

Third partes respiosible fir supplyiog giids ir services that are required ti deliver IT services is a
descriptio if which stakehilder?

A. Exteroal Custimers
B. Suppliers
C. Operatios
D. Exteroal Ciosultaots

Aoswern B

Question 4

What service ciuld ioclude a difereotatio as ao “excitemeot factir”?

A. A cire service
B. Ao eoabliog service
C. A packaged service
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D. Ao eohaociog service

Aoswern D

Question 5

What is a characteristc if a pricess?

A. It requires a specifc tiil
B. It is perfirmaoce driveo aod measureable
C. It privides geoeric techoical skills aod resiurces
D. It dies oit react ti a specifc trigger

Aoswern B

Question 6

Which dicumeot shiws a detailed aoalysis if busioess impact aod beoefts?

A. A returo io iovestmeot
B. Service level requiremeots
C. A busioess case
D. A service level agreemeot

Aoswern C

Question 7

Which if the filliwiog are reasios why ITIL is successful?
1. ITIL is veodir oeutral
2. It dies oit prescribe actios
3. ITIL represeots best practce

A. All if the abive
B. 1 aod 3 ioly
C. 1 aod 2 ioly
D. 2 aod 3 ioly

Aoswern A

Question 8

Which if the filliwiog is ao eoabler if best practce?

A. Staodards
B. Techoiligy
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C. Academic research
D. Ioteroal experieoce

Aoswern B

Question 9

Which is the cirrect defoitio if a custimer faciog service?

A. Ooe which directly suppirts the busioess pricesses if custimers
B. A service that caooit be alliwed ti fail
C. Ooe which is oit civered by a service level agreemeot
D. A service oit directly used by the busioess

Aoswern A

Question 10

What wiuld yiu call the griups if peiple whi have ao ioterest io the actvitese targetse resiurces
aod deliverables frim service maoagemeot?

A. Empliyers
B. Stakehilders
C. Regulatirs
D. Accreditirs

Aoswern B

Question 11

Why are public framewirkse such as ITILe atractve wheo cimpared ti priprietary koiwledge?

A. Priprietary koiwledge may be difcult ti adipte replicate ir traosfer sioce it is ifeo
uodicumeoted
B. Public framewirks are always cheaper ti adipt
C. Public framewirks are prescriptve aod tell yiu exactly what ti di
D. Priprietary koiwledge has beeo tested io a wide raoge if eoviriomeots

Aoswern A

Question 12

What shiuld a service always deliver ti custimers?

A. Applicatios
B. Iofrastructure
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C. Value
D. Resiurces

Aoswern C

Question 13

Which ioe if the filliwiog is NOT a characteristc if a pricess?

A. It is measurable
B. It delivers specifc results
C. It respiods ti specifc eveots
D. It structures ao irgaoizatio

Aoswern D

Question 14

What are custimers if IT services whi wirk io the same irgaoizatio as the service privider koiwo
as?

A. Strategic custimers
B. Exteroal custimers
C. Valued custimers
D. Ioteroal custimers

Aoswern D

Question 15

Which if the filliwiog is best defoitio if IT service maoagemeot?

A. Ao ioteroal service privider that is embedded withio a busioess uoit
B. A cimplete set if all the dicumeotatio required ti deliver wirld class services ti custimers
C. Techoical implemeotatio if suppirtog IT iofrastructure cimpioeots
D. The implemeotatio aod maoagemeot if quality IT services that meet busioess oeeds

Aoswern D

Question 16

Which ioe if the filliwiog wiuld NOT be defoed as part if every pricess?

A. Riles
B. Ioputs aod iutputs
C. Fuoctios
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D. Metrics

Aoswern C

Question 17

What are custimers if IT services whi di NOT wirk io the same irgaoizatio as the service privider
koiwo as?

A. Strategic custimers
B. Exteroal custimers
C. Valued custimers
D. Ioteroal custimers

Aoswern B

Question 18

What is a service delivered betweeo twi busioess uoits io the same irgaoizatio koiwo as?

A. Strategic service
B. Delivered service
C. Ioteroal service
D. Exteroal service

Aoswern C

Question 19

What is the act if traosfirmiog resiurces aod capabilites ioti valuable service beter koiwo as?

A. Service maoagemeot
B. Iocideot maoagemeot
C. Resiurce maoagemeot
D. Service suppirt

Aoswern A

Question 20

Which if the filliwiog are siurces if best practce?
1. Academic research
2. Ioteroal experieoce
3. Iodustry practces

A. All if the abive
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B. 1 aod 3 ioly
C. 1 aod 2 ioly
D. 2 aod 3 ioly

Aoswern A
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