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NEW QUESTION 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.1land 2
B.1land 4
C.3and 4
D.2and 3

Answer: B

NEW QUESTION 2

Which dimension considers how knowledge assets should be protected?
A. Organizations and people

B. Partners and suppliers

C. Information and technology

D. Value streams and processes

Answer: C

NEW QUESTION 3

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 4

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 5
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

Answer: C

NEW QUESTION 6

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 7

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
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NEW QUESTION 8
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 9
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 10
Which describes a standard change?

A. A high-risk change that needs very thorough assessment

B. A change that is typically implemented as a service request

C. A change that must be implemented as soon as possible

D. A change that needs to be scheduled, assessed and authorized following a defined process

Answer: B

NEW QUESTION 10
Which guiding principle recommends collecting data before deciding what can be re-used?

A. Focus on value

B. Keep it simple and practical

C. Start where you are

D. Progress interactively with feedback

Answer: C

NEW QUESTION 15
What are the ITIL guiding principles used for?

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 20
Which statement about emergency changes is CORRECT?

A. The testing of emergency can be eliminated in order to implement the change quickly

B. The assessment and authorization of emergency changes is expedited to ensure they can be implemented quickly
C. Emergency changes should be authorized and implemented as service requests

D. Emergency changes must be fully documented before authorization and implementation

Answer: B

NEW QUESTION 24
Which guiding principle recommends standardizing and streamlining manual tasks?

A. Optimize and automate

B. Collaborate and promote visibility
C. Focus on value

D. Think and work holistically

Answer: A

NEW QUESTION 28

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)
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* 4, Risk assessment

A. 1,2 and4only
B. 1, 2 and 3 only
C. 2,3 and 4 only
D. 1, 3and 4 only

Answer: C

NEW QUESTION 29
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 34
What should all ‘continual improvement' decisions be based on?

A. Accurate and carefully analysed data
B. Details of how services are measured
C. A recent maturity assessment

D. An up-to-date balanced scorecard

Answer: A

NEW QUESTION 37
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 40
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 41
What is described by the service value system?

A. How to apply the systems approach of the guiding principle think and work holistically

B. Services based on one or more products, designed to address needs of a target consumer group

C. How all the components and activities of the organization work together as a system to enable value creation
D. Joint activities performed by a service provider and a service consumer to ensure continual value co-creation

Answer: C

NEW QUESTION 42
Which guiding principle recommends eliminating activities that do not contribute to the creation of value?

A. Start where you are

B. Collaborate and promote visibility
C. Keep it simple and practical

D. Optimize and automate

Answer: C

NEW QUESTION 45

Arrange the following steps of software lifecycle in correct order.
* 1. Retire

* 2. Test

* 3. Operate

* 4. Deploy
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* 5. ldeation
* 6. Develop
* 7. Design

A. Ideation, Design, Develop, Deploy, Test, Operate, Retire
B. Retire, Test, Operate, Deploy, Ideation, Develop, Design
C. None of the above

D. Ideation, Test, Develop, Deploy, Design, Operate, Retire

Answer: A

NEW QUESTION 46
Which is a purpose of the 'engage' value chain activity?

A. Meeting expectations for quality, costs and time-to-market
B. Ensuring the continual improvement of services

C. Ensuring that the organization's vision is understood

D. Providing transparency and good relationships

Answer: D

NEW QUESTION 47
How do all value chain activities transform inputs to outputs?

A. By using a combination of practices
B. By using a single functional team

C. By determining service demand

D. By implementing process automation

Answer: A

NEW QUESTION 51
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 54

What does the 'service request management' practice depend on for maximum efficiency?
A. Self-service tools

B. Compliments and complaints

C. Processes and procedures

D. Incident management

Answer: C

NEW QUESTION 59

Which value chain activity communicates the current status of all four dimensions of service management?
A. Improve

B. Engage

C. Obtain/build

D. Plan

Answer: D

NEW QUESTION 64

Which guiding principle emphasizes the need to understand the flow of work in progress, identify bottlenecks, and uncover waste?
A. Focus on value

B. Collaborate and promote visibility

C. Think and work holistically

D. Keep it simple and practical

Answer: B

NEW QUESTION 65

Which practice identifies metrics that reflect the customer's experience of a service?

A. Continual improvement

The Leader of IT Certification visit - https://www.certleader.com



CertLeader@ 100% Valid and Newest Version ITIL-4-Foundation Questions & Answers shared by Certleader

Toader of IT Cortifications https://www.certleader.com/ITIL-4-Foundation-dumps.html (180 Q&AS)

B. Service desk
C. Service level management
D. Problem management

Answer: C

NEW QUESTION 68
Who is responsible for defining metrics for change management?

A. The change management process owner

B. The change advisory board (CAB)

C. The service owner

D. The continual service improvement manager

Answer: A

NEW QUESTION 71
Identify the missing words in the following sentence.
The management of information security incidents usually requires [?].

A. Immediate escalation
B. Specialist teams

C. A separate process
D. Third party support

Answer: C

NEW QUESTION 73
What is defined as a cause, or potential cause, of one or more incidents?

A. Change

B. Event

C. Known error
D. Problem

Answer: D

NEW QUESTION 75
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 78

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 83

Which is an objective of the design coordination process?

A. To produce service design packages and ensure they are handed over to service transition
B. To assess and evaluate all changes and their impact on service designs

C. To document the initial structure and relationship between services and customers
D. To gather and document new service level requirements from the customer

Answer: A

Explanation:

D18912E1457D5D1DDCBD40AB3BF70D5D

NEW QUESTION 86

How should an organization include third-party suppliers in the continual improvement of services?

A. Ensure suppliers include details of their approach to service improvement in contracts
B. Require evidence that the supplier uses agile development methods
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C. Require evidence that the supplier implements all improvements using project management practices
D. Ensure that all supplier problem management activities result in improvements

Answer: A

NEW QUESTION 90
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 91
Which ITIL concept describes governance?

A. The service value system

B. The service value chain

C. The seven guiding principles

D. The four dimensions of service management

Answer: A

NEW QUESTION 93
Which statement about the known error database (KEDB) is CORRECT?

A. It is maintained by the service desk and updated with the details of each new incident

B. It is a part of the configuration management database (CMDB) and contains workarounds

C. It is maintained by problem management and is used by the service desk to help resolve incidents

D. It is maintained by incident management and contains solutions to be implemented by problem management

Answer: C

NEW QUESTION 97
Which guiding principle recommends using the minimum number of steps necessary to achieve an objective?

A. Progress iteratively with feedback
B. Think and work holistically

C. Keep it simple and practical

D. Focus on value

Answer: C

NEW QUESTION 100
Which is a key requirement for a successful service level agreement?

A. It should be written in legal language

B. It should be simply written and easy to understand

C. It should be based on the service provider's view of the service
D. It should relate to simple operational metrics

Answer: B

NEW QUESTION 104
Which is a service request?

A. Requesting a workaround for an issue

B. Requesting information about how to create a document
C. Requesting an enhancement to an application

D. Requesting investigation of a degraded service

Answer: B

NEW QUESTION 105

Identify the missing word in the following sentence.

A service is a means of enabling value co-creation by facilitating outcomes that customers want to achieve, without the customer having to manage specific [?] and
risks.

A. information
B. utility

C. warranty
D. costs
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Answer: D

NEW QUESTION 107
What considerations influence the supplier strategy of an organization?

A. Contracts and agreements

B. Type of cooperation with suppliers
C. Corporate culture of the organization
D. Level of formality

Answer: C

NEW QUESTION 108
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

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 109
What is a recommendation of the ‘focus on value’ guiding principle?

A. Make ‘focus on value’ a responsibility of the management
B. Focus on the value of new and significant projects first

C. Focus on value for the service provider first

D. Focus on value at every step of the improvement

Answer: D

NEW QUESTION 114
What is 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?

A. Service management
B. Continual improvement
C. A service

D. An IT asset

Answer: C

NEW QUESTION 116

Which is a key consideration for the guiding principle 'keep it simple and practical'?
A. Try to create a solution for every exception

B. Start with a complex solution, then simplify

C. Understand how each element contributes to value creation

D. Ignore the conflicting objectives of different stakeholders

Answer: C

NEW QUESTION 121

Which activity captures the demand for incident resolution and service requests?
A. Change control

B. Problem management

C. Service desk

D. Service catalogue management

Answer: C

NEW QUESTION 126

Which is part of service provision?

A. The management of resources configured to deliver the service

B. The management of resources needed to consume the service

C. The grouping of one or more services based on one or more products

D. The joint activities performed to ensure continual value co-creation

Answer: A

NEW QUESTION 129
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Which is the CORRECT of the ‘R’ role in a RACI matrix?

A. This role ensures that activities are executed correctly
B. This role has ownership of the end result

C. This role is involved in providing knowledge and input
D. This role ensures the flow of information to stakeholders

Answer: B

NEW QUESTION 134
Which processes are responsible for the regular review of underpinning contracts?

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 139
Which practice provides support for managing feedback, compliments and complaints from users?

A. Change control

B. Service request management
C. Problem management

D. Incident management

Answer: B

NEW QUESTION 142
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 145
What is the CORRECT definition of service management?

A. A set of specialized assets for transitioning services into the live operational environment

B. A set of specialized organizational capabilities for delivering value to customers in the form of services
C. The capability of supplier to deliver services to providers in exchange for money

D. The capability of service providers to minimize their costs without reducing the value of the services

Answer: B

NEW QUESTION 146
Which practice ensures that accurate and reliable information is available about configuration items and the relationships between them?

A. Service configuration management
B. Service desk

C. IT asset management

D. Monitoring and event management

Answer: A

NEW QUESTION 149

Identify the missing word in the following sentence.

A change is defined as the addition, modification, or removal of anything that could have a direct or indirect effect on [?].
A. assets

B. values

C. elements

D. services

Answer: D

NEW QUESTION 153

What is the purpose of the ‘deployment management’ practice?

A. To ensure services achieve agreed and expected performance
B. To make new or changed services available for use
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C. To move new or changed components to live environments
D. To set clear business-based targets for service performance

Answer: C

NEW QUESTION 154
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 155
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 158
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 163
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 166
What should be done for every problem?

A. It should have a workaround to reduce the impact

B. It should be prioritized based on its potential impact and probability
C. It should be resolved so that it can be closed

D. It should be diagnosed to identify possible solutions

Answer: B

NEW QUESTION 171
What should be done first when applying the ‘focus on value' guiding principle?

A. Identify all suppliers and partners involved in the service
B. Determine the cost of providing the service

C. Identify the outcomes that the service facilitates

D. Determine who the service consumer is in each situation

Answer: D

NEW QUESTION 175

What is the purpose of service level management?

A. To obtain/build activity that ensures the service components are available when and where they are needed and meet agreed specifications.

B. To ensure that all current and planned IT services are delivered to agreed achievable targets.

C. To establish and nurture the links between the organization and its stakeholders at strategic and tactical levels.

D. To track and manage improvement ideas from identification to final action, organizations use a database or structured document called a continual improvement

register (CIR).

Answer: B
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NEW QUESTION 180
Identify the missing word in the following sentence.
The use of [?] should support, not replace what is observed, when using the 'start where you arel guiding principle.

A. plans

B. measurement
C. process

D. tools

Answer: B

NEW QUESTION 183
Which describes a set of defined steps for implementing improvements?

A. The ‘improve’ value chain activity

B. The ‘continual improvement register’
C. The ‘continual improvement model’
D. The ‘engage’ value chain activity

Answer: C

NEW QUESTION 187
What is the purpose of problem management?

A. Reduces the likelihood and impact of incidents

B. Ensures services are restored as soon as possible
C. Helps direct the incident to the correct support area
D. Determines how the service provider is perceived

Answer: A

NEW QUESTION 191
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 196
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 198
What helps diagnose and resolve a simple incident?

A. Rapid escalation

B. Formation of a temporary team
C. The use of scripts

D. Problem prioritization

Answer: C

NEW QUESTION 200

Which are phases of the release and deployment process?
* 1. Release build and test

* 2. Review and close

* 3. Categorize and record

* 4, Change authorization and schedule

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

NEW QUESTION 204

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 205

Which joint activity performed by a service provider and service consumer ensures continual value co-creation?

A. Service offering

B. Service provision

C. Service relationship management
D. Service consumption

Answer: C

NEW QUESTION 208

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 213
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