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QUESTION 1

What can be used to determine if a service is \\'fit for purpose\\'? 

A. Availability 

B. Warranty 

C. Outcome 

D. Utility 

Correct Answer: D 

 

QUESTION 2

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 

Correct Answer: C 

 

QUESTION 3

Which of the following would be examined by a major problem review? 

1.

 Things that were done correctly 

2.

 Things that were done incorrectly 

3.

 How to prevent recurrence 

4.

 What could be done better in the future 

A. 1 only 

B. 2 and 3 only 



C. 1, 2 and 4 only 

D. All of the above 

Correct Answer: D 

 

QUESTION 4

What do customer perceptions and business outcomes help to define? 

A. The value of a service 

B. Governance 

C. Total cost of ownership (TCO) 

D. Key performance indicators (KPIs) 

Correct Answer: A 

 

QUESTION 5

Which statement BEST describes the value of the service transition stage to the business? 

A. It supports the creation of a catalogue of services? 

B. It leads to gradual and continual improvement in service quality 

C. It ensures the production of more successful service designs 

D. It results in higher volumes of successful change 

Correct Answer: D 

 

QUESTION 6

What type of record should you raise when a problem diagnosis is complete and a workaround is available? 

A. A service object 

B. An incident 

C. A change 

D. A known error 

Correct Answer: D 

 

QUESTION 7



Which service management dimension is focused on activities and how these are coordinated? 

A. Partners and suppliers 

B. Information and technology 

C. Value streams and processes 

D. Organizations and people 

Correct Answer: C 

 

QUESTION 8

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 9

Which one of the following would be the MOST useful in helping to define roles and responsibilities in an organizational
structure? 

A. RACI model 

B. Incident model 

C. Continual service improvement (CSI) approach 

D. The Deming Cycle 

Correct Answer: A 

 

QUESTION 10

What defines the requirements for a service and takes responsibility for the outcomes of service consumption? 

A. An IT asset 

B. A customer 

C. A configuration item (CI) 



D. A user 

Correct Answer: B 

 

QUESTION 11

What is a service? 

A. A possible event that could cause harm or loss, or make it more difficult to achieve objectives 

B. A means of enabling value co-creation by facilitating outcomes that customers want to achieve, without the customer
having to manage specific costs and risks 

C. A tangible or intangible deliverable of an activity 

D. Joint activities performed by a service provider and a service consumer to ensure continual value co-creation based
on agreed and available service offerings 

Correct Answer: B 

Reference: https://www.bmc.com/blogs/itil-key-concepts-service-management/ 

 

QUESTION 12

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 

Correct Answer: B 
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