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Question 1:

How does categorization of incidents assist incident management?

Option A: It helps direct the incident to the correct support area

Option B: It determines the priority assigned to the incident

Option C: It ensures that incidents are resolved in times agreed with the customer

Option D: It determines how the service provider is perceived

Hint for the Correct Answer:  "More complex incidents will usually be escalated to a support team for resolution. Typically, the routing is based on the incident category, which should help to identify the correct team."

=========

Question 2:

Which value chain activity creates service components?

Option A: Improve

Option B: Engage

Option C: Obtain/build

Option D: Deliver and support

Hint for the Correct Answer:  The purpose of 'obtain/build' value chain activity is "to ensure that service components are available when and where they are needed, and meet agreed specifications." Service components for 'deliver and support' and service components for design and transition are key outputs of 'obtain/build' value chain activity.

=========

Question 3:

What is the definition of warranty?

Option A: A tangible or intangible deliverable that is produced by carrying out an activity

Option B: The assurance that a product or service will meet agreed requirements

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

Option D: The functionality offered by a product or service to meet a particular need

Hint for the Correct Answer:  The definition of warranty is "assurance that a product or service will meet agreed requirements"

=========

Question 4:

Identify the missing word in the following sentence. The purpose of the information security management practice is to [?] the organization's information.

Option A: store

Option B: provide

Option C: audit

Option D: protect

Hint for the Correct Answer:  "The purpose of the information security management practice is to protect the organization’s information. This includes understanding and managing risks to the confidentiality, integrity and availability of information, as well as other aspects of information security such as authentication (ensuring someone is who they claim to be), and non-repudiation (ensuring that someone can’t deny that they took an action)."

=========

Question 5:

Which two needs should ‘change control’ BALANCE? 1. The need to assess risks and expected benefits 2. The need to manage a change schedule 3. The need to make beneficial changes 4. The need to protect customers and users

Option A: 1 and 2

Option B: 2 and 3

Option C: 3 and 4

Option D: 1 and 4

Hint for the Correct Answer:  “Change control must balance the need to make beneficial changes that will deliver additional value with the need to protect customers and users from the adverse effect of changes.”

=========

Question 6:

Identify the missing word(s) in the following sentence. A service is a means of enabling value co-creation by facilitating [?] that customers want to achieve.

Option A: the warranty

Option B: outcomes

Option C: the utility

Option D: outputs

Hint for the Correct Answer:  A service is “a means of value co-creation by facilitating outcomes that customers want to achieve, without the customer having to manage specific costs and risks”.

=========

Question 7:

Which value chain activity includes negotiation of contracts and agreements with suppliers and partners?

Option A: Engage

Option B: Design and transition

Option C: Obtain/build

Option D: Deliver and support

Hint for the Correct Answer:  The outputs of 'engage' value chain activity include "contracts and agreements with external and internal suppliers and partners".

=========

Question 8:

Which is a purpose of the ‘service desk’ practice?

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

Option B: To maximize the number of successful IT changes by ensuring risks are properly assessed

Option C: To capture demand for incident resolution and service requests

Option D: To set clear business-based targets for service performance

Hint for the Correct Answer:  "The purpose of the service desk practice is to capture demand for incident resolution and service requests. It is also SPOC. It should also be the entry point and single point of contact for the service provider with all of its users.”

=========

Question 9:

Which ITIL concept describes governance?

Option A: The seven guiding principles

Option B: The four dimensions of service management

Option C: The service value chain

Option D: The service value system

Hint for the Correct Answer:  The components of the service value system are 'guiding principles', 'governance', 'service value chain', 'practices', and 'continual improvement'.

=========

Question 10:

Which practice is the responsibility of everyone in the organization?

Option A: Service level management

Option B: Change control

Option C: Problem management

Option D: Continual improvement

Hint for the Correct Answer:  "Continual improvement is everyone’s responsibility," and "The commitment to and practice of continual improvement must be embedded into the very fiber of the organization".

=========

Question 11:

How does ‘service request management’ contribute to ‘obtain/build’ value chain activity?

Option A: It analyzes data to identify opportunities to provide new service request options

Option B: It ensures users continue to be productive when they need assistance from the service provider

Option C: It acquires pre-approved service components to help fulfil service requests

Option D: It collects user-specific requirements, sets expectations and provides status updates

Hint for the Correct Answer:  This is 'obtain/build' activity. "Obtain/build: The fulfillment of service requests may require acquisition of pre-approved service components."

=========

Question 12:

A service provider describes a package that includes a laptop with software, licenses, and support. What is this package an example of?

Option A: Value

Option B: An outcome

Option C: Warranty of a service

Option D: A service offering

Hint for the Correct Answer:  Service providers define combinations of goods, access to resources and service actions, to address the needs of different consumer groups. These combinations are called service offerings.

=========

Question 13:

What should be included in every service level agreement?

Option A: Details of the system-based metrics used

Option B: A technical description of the service components

Option C: Clearly defined service outcomes

Option D: Legal language

Hint for the Correct Answer:  "SLAs should relate to defined outcomes and not simply operational metrics. This can be achieved with balanced ‘bundles’ of metrics"

=========

Question 14:

What are the two types of cost that a service consumer should evaluate?

Option A: The cost of creating the service, and the cost charged for the service

Option B: The costs removed by the service, and the costs imposed by the service

Option C: The cost of provisioning the service, and the cost of improving the service

Option D: The cost of purchasing software, and the cost of purchasing hardware

Hint for the Correct Answer:  From the service consumer’s perspective, there are two types of costs involved in service relationships:

1.Costs removed from the service consumer by the service (a part of the valueproposition). This may include costs of staff, technology and other resources, which are not needed by the consumer.

2.Costs imposed on the consumer by the service (the costs of serviceconsumption). The total cost of consuming a service includes the price charged by the service provider (if any), plus other costs such as staff training, costs of network utilization, procurement, etc.

=========

Question 15:

Which is a benefit of using an IT service management tool to support incident management?

Option A: It can ensure that incidents are resolved within agreed times

Option B: It can provide automated matching of incidents to problems or known errors

Option C: It can ensure that supplier contracts are aligned with the needs of the service provider

Option D: It can provide automated resolution and closure of complex incidents

Hint for the Correct Answer:  "Modern IT service management tools can provide automated matching of incidents to other incidents, problems or known errors".

=========

Question 16:

What is the first step of the guiding principle 'focus on value'?

Option A: Identify the outcomes that the service facilitates

Option B: Identify all suppliers and partners that are involved in the service

Option C: Determine who the service consumer is in each situation

Option D: Determine the cost of providing the service

Hint for the Correct Answer:  "The first step in focusing on value is knowing who is being served. In each situation the service provider must, therefore, determine who the service consumer is".

=========

Question 17:

Which practice provides a single point of contact for users?

Option A: Incident management

Option B: Change control

Option C: Service desk

Option D: Service request management

Hint for the Correct Answer:  "The purpose of the service desk practice is to capture demand for incident resolution and service requests. It should also be the entry point and single point of contact for the service provider with all of its users. "

=========

Question 18:

What is a standard change?

Option A: A change that doesn't need risk assessment because the procedure has been pre-authorized

Option B: A change that needs to be assessed, authorized, and scheduled by a change authority

Option C: A change that doesn't need risk assessment because it is required to resolve an incident

Option D: A change that is assessed, authorized and scheduled as part of ‘continual
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