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NEW QUESTION 1
Which process is responsible for discussing reports with customers showing whether services have met their targets?

A. Continual service improvement
B. Change management

C. Service level management

D. Availability management

Answer: C

NEW QUESTION 2

Which of the following are objectives of service level management?

1: Defining, documenting and agreeing the level of FT services to be provided
2: Monitoring, measuring and reporting the actual level of services provided

3: Monitoring and improving customer satisfaction

4: |dentifying possible future markets that the service provider could operate in

A. 1,2 and 3 only
B. 1and 2 only

C.1,2and 4 only
D. All of the above

Answer: A

NEW QUESTION 3
Which role is responsible for carrying out the activities of a process?

A. Process owner

B. Change manager
C. Service manager

D. Process practitioner

Answer: D

NEW QUESTION 4

Which of the following service desk organizational structures are described in service operation?
1: Local service desk

2: Virtual service desk

3: IT help desk

4: Follow the sun

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

Answer: A

NEW QUESTION 5
What is the name of the group that should review changes that must be implemented faster than the normal change process?

A. Technical management

B. Emergency change advisory board
C. Urgent change board

D. Urgent change authority

Answer: B

NEW QUESTION 6
Which one of the following contains information that is passed to service transition to enable the implementation of a new service?

A. A service option

B. A service transition package (STP)
C. A service design package (SDP)
D. A service charter

Answer: C

NEW QUESTION 7

Which statement should NOT be part of the value proposition for Service Design?
A. Reduced total cost of ownership

B. Improved quality of service

C. Improved Service alignment with business goals
D. Better balance of technical skills to support live services
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Answer: D

NEW QUESTION 8
Which process is responsible for managing relationships with vendors?

A. Change management

B. Service portfolio management
C. Supplier management

D. Continual service improvement

Answer: C

NEW QUESTION 9
Which one of the following do technology metrics measure?

A. Components

B. Processes

C. The end-to-end service
D. Customer satisfaction

Answer: A

NEW QUESTION 10

Consider the following list:

1: Change authority

2: Change manager

3: Change advisory board (CAB)

Which one of the following is the BEST description of the items above?

A. Job descriptions

B. Functions

C. Teams

D. Roles, people or groups

Answer: D

NEW QUESTION 10

Which of the following is an objective of business relationship management?
A. To identify patterns of business activity

B. To ensure high levels of customer satisfaction

C. To secure funding to manage the provision of services

D. To ensure strategic plans for IT services exist

Answer: B

NEW QUESTION 13

Which one of the following is the CORRECT set of steps for the continual service improvement approach?

A. Devise a strategy; Design the solution; Transition into production; Operate the solution; Continually improve
B. Where do we want to be?; How do we get there?; How do we check we arrived?; How do we keep the momentum going?

C. Identify the required business outcomes; Plan how to achieve the outcomes; Implement the plan; Check the plan has been properly implemented; Improve the

solution

D. What is the vision?; Where are we now?; Where do we want to be?; How do we get there?; Did we get there?; How do we keep the momentum going?

Answer: D

NEW QUESTION 18

Which of the following would be used to communicate a high level description of a major change that involved significant cost and risk to the organization?

A. Change proposal
B. Change policy
C. Service request
D. Risk register

Answer: A

NEW QUESTION 19

Which of the following are basic concepts used in access management?
A. Personnel, electronic, network, emergency, identity

B. Rights, access, identity, directory services, service/service components

C. Physical, personnel, network, emergency, service
D. Normal, temporary, emergency, personal, group
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Answer: B

NEW QUESTION 20
Which of the following statements MOST correctly identifies the scope of design coordination activities?

A. Only changes that introduce new services

B. It is mandatory that all changes are subject to design coordination activity
C. Only changes to business critical systems

D. Any change that the organization believes could benefit

Answer: D

NEW QUESTION 25
The remediation plan should be evaluated at what point in the change lifecycle?

A. Before the change is approved

B. Immediately after the change has failed and needs to be backed out

C. After implementation but before the post implementation review

D. After the post implementation review has identified a problem with the change

Answer: A

NEW QUESTION 27
Which one of the following can help determine the level of impact 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 29
Which one of the following provides the CORRECT list of processes within the service operation stage of the service lifecycle?

A. Event management, incident management, problem management, request fulfilment, and access management
B. Event management, incident management, change management, and access management

C. Incident management, problem management, service desk, request fulfilment, and event management

D. Incident management, service desk, request fulfilment, access management, and event management

Answer: A

NEW QUESTION 30
With which process is problem management likely to share categorization and impact coding systems?

A. Incident management

B. Service asset and configuration management
C. Capacity management

D. IT service continuity management

Answer: A

NEW QUESTION 35

Which of the following is NOT one of the five individual aspects of service design?
A. The design of the service portfolio, including the service catalogue
B. The design of new or changed services

C. The design of market spaces

D. The design of the technology architectures

Answer: C

NEW QUESTION 39

Which of the following BEST describes a problem?

A. An issue reported by a user

B. The cause of two or more incidents

C. A serious incident which has a critical impact to the business

D. The cause of one or more incidents

Answer: D

NEW QUESTION 41
From the perspective of the service provider, what is the person or group who defines or and agrees their service targets known as?
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A. User

B. Customer

C. Supplier

D. Administrator

Answer: B

NEW QUESTION 43

Which of the following is NOT a valid objective of problem management?
A. To prevent problems and their resultant Incidents

B. To manage problems throughout their lifecycle

C. To restore service to a user

D. To eliminate recurring incidents

Answer: C

NEW QUESTION 47

Who is responsible for ensuring that the request fulfillment process is being performed according to the agreed and documented standard?

A. The IT director
B. The process owner
C. The service owner
D. The customer

Answer: B

NEW QUESTION 49
Which of the following is NOT an objective of Continual Service Improvement?

A. Review and analyze Service Level Achievement results

B. Identify activities to improve the efficiency of service management processes

C. Improve the cost effectiveness of IT services without sacrificing customer satisfaction
D. Conduct activities to deliver and manage services at agreed levels to business users

Answer: D

NEW QUESTION 53
Which process is responsible for low risk, frequently occurring, low cost changes?

A. Demand management

B. Incident management

C. Release and deployment management
D. Request fulfillment

Answer: D

NEW QUESTION 58
Which process is responsible for sourcing and delivering components of requested standard services?

A. Request fulfilment

B. Service portfolio management
C. Service desk

D. IT finance

Answer: A

NEW QUESTION 61
Which one of the following does service metrics measure?

A. Functions

B. Maturity and cost

C. The end-to-end service
D. Infrastructure availability

Answer: C

NEW QUESTION 66

Which one of the following is concerned with policy and direction?
A. Capacity management

B. Governance

C. Service design
D. Service level management
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Answer: B

NEW QUESTION 67

Which of the following are classed as stakeholders in service management?
1: Customers

2: Users

3: Suppliers

A. All of the above
B. 1 and 3 only
C.land 2 only
D. 2 and 3 only

Answer: A

NEW QUESTION 69
Which of the following is an enabler of best practice?

A. Standards

B. Technology

C. Academic research
D. Internal experience

Answer: B

NEW QUESTION 72

Which of the following activities are performed by a service desk?
1: Logging details of incidents and service requests

: Providing first-line investigation and diagnosis

: Restoring service

: Implementing all standard changes

A WN

. All of the above
.1,2and 3 only
.2 and 4 only
.3and 4 only

o0 w>

Answer: B

NEW QUESTION 77
Check, Act and Plan are three of the stages of the Deming Cycle. Which is the fourth?

A. Do

B. Perform
C. Implement
D. Measure

Answer: A

NEW QUESTION 82
Which one of the following is an objective of service transition?

A. To negotiate service levels for new services

B. To ensure that service changes create the expected business value

C. To minimize the impact of service outages on day-to-day business activities
D. To plan and manage entries in the service catalogue

Answer: B

NEW QUESTION 86

Which of the following are types of service defined in ITIL?
1: Enabling

2: Core

3: Enhancing

4: Computer

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

Answer: D
Explanation:

Reference: http://books.google.com.pk/books?id=xeDemWEIspQC&pg=PA14&Ipg=PA14&dqg=ITIL+typ
es+of+services+enabling+core+enhancing&source=bl&ots=BD_PYvN87y&sig=dZ6y0OvHgk LbXPiHdGOfCvH_D9Eg&hl=en&sa=X&ei=qjQ-
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Ue3S0O4SHParwWgYAH&redir_esc=y#v=onepage&q=ITIL%20types%200f%20services%20 enabling%20core%20enhancing&f=false

NEW QUESTION 87

Which of the following is an objective/are objectives of the service strategy stage of the service lifecycle?

1: Providing an understanding of what strategy is
2: Ensuring a working relationship between the customer and service provider
3: Defining how value is created

A. 1 only
B. 2 only
C.3only
D. All of the above

Answer: D

NEW QUESTION 90

Which process is involved in monitoring an IT service and detecting when the performance drops below acceptable limits?

A. Service asset and configuration management
B. Event management

C. Service catalogue management

D. Problem management

Answer: B

NEW QUESTION 94
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 97

Which areas of service management can benefit from automation?
1: Design and modeling

2: Reporting

3: Pattern recognition and analysis

4: Detection and monitoring

A. 1,2 and 3 only
B. 1, 3and 4 only
C. 2,3 and 4 only
D. All of the above

Answer: D

NEW QUESTION 100
Which one of the following activities is NOT part of the Deming Cycle?

A. Act

B. Plan

C.Do

D. Co-ordinate

Answer: D

NEW QUESTION 101
Which one of the following is the BEST description of a service level agreement (SLA)?

A. The part of a contract that specifies the responsibilities of each party

B. An agreement between the service provider and an internal organization
C. An agreement between a service provider and an external supplier

D. An agreement between the service provider and their customer

Answer: D

NEW QUESTION 104

Which one of the following do major incidents require?
A. Separate procedures

B. Less urgency

C. Longer timescales
D. Less documentation
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Answer: A

NEW QUESTION 107
The multi-level SLA' is a three-layer structure. Which one of the following layers is NOT part of this type of SLA?

A. Customer level

B. Service level

C. Corporate level

D. Configuration level

Answer: D

NEW QUESTION 111
Which one of the following is an objective of release and deployment management?

A. To standardize methods and procedures used for efficient and prompt handling of all changes

B. To ensure all changes to service assets and configuration items (Cls) are recorded in the configuration management system (CMS)
C. To ensure that the overall business risk of change is optimized

D. To define and agree release and deployment plans with customers and stakeholders

Answer: D

NEW QUESTION 116
Which one of the following is the BEST description of a relationship in service asset and configuration management?

A. Describes the topography of the hardware

B. Describes how the configuration items (Cls) work together to deliver the services
C. Defines which software should be installed on a particular piece of hardware

D. Defines how version numbers should be used in a release

Answer: B

NEW QUESTION 119
Implementation of ITIL service management requires the preparation and planning of the effective and efficient use of "the four Ps." What are these four Ps?

A. People, process, partners, performance

B. Performance, process, products, problems
C. People, process, products, partners

D. People, products, perspective, partners

Answer: C

NEW QUESTION 124
Which one of the following statements is CORRECT?

A. The configuration management system is part of the known error database

B. The service knowledge management system is part of the configuration management system
C. The configuration management system is part of the service knowledge management system
D. The configuration management system is part of the configuration management database

Answer: C

NEW QUESTION 127
Which one of the following is NOT the responsibility of service catalogue management?

A. Ensuring that information in the service catalogue is accurate

B. Ensuring that service level agreements are maintained

C. Ensuring that information in the service catalogue is consistent with information in the service portfolio
D. Ensuring that all operational services are recorded in the service catalogue

Answer: B

NEW QUESTION 130

Which of the following statements is CORRECT for every process?
1: It delivers its primary results to a customer or stakeholder

2: It defines activities that are executed by a single function

A. Both of the above

B. 1 only

C. Neither of the above
D. 2 only

Answer: B
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NEW QUESTION 133

Which of the following are within the scope of service asset and configuration management?

1: Identification of configuration items (ClIs)

2: Recording relationships between Cls

3: Recording and control of virtual Cls

4: Approving finance for the purchase of software to support service asset and configuration management

A. 1,2 and 3 only
B. All of the above
C.1,2and 4 only
D. 3 and 4 only

Answer: A

NEW QUESTION 135
Looking for ways to improve process efficiency and cost effectiveness is a purpose of which part of the service lifecycle?

A. Service operation

B. Service transition

C. Continual service improvement
D. Service strategy

Answer: C

NEW QUESTION 138
What are the categories of events described in the ITIL service operation book?

A. Informational, scheduled, normal

B. Scheduled, unscheduled, emergency
C. Informational, warning, exception

D. Warning, reactive, proactive

Answer: C

NEW QUESTION 141
Which of the following is NOT an example of Self-Help capabilities?

A. Requirement to always call the service desk for service requests
B. Menu-driven range of self help and service requests

C. Web front-end

D. A direct interface into the back end process handling software

Answer: A

NEW QUESTION 142

Which process is responsible for eliminating recurring incidents and minimizing the impact of incidents that cannot be prevented?
A. Service level management

B. Problem management

C. Change management

D. Event management

Answer: B

NEW QUESTION 147

Which of the following identifies the purpose of service transition planning and support?

A. Provide overall planning for service transitions and co-ordinate the resources they require

B. Ensure that all service transitions are properly authorized

C. Provide the resources to allow all infrastructure elements of a service transition to be recorded and tracked
D. To define testing scripts to ensure service transitions are unlikely to ever fail

Answer: A

NEW QUESTION 151

The definitive media library is the responsibility of:

A. Facilities management

B. Access management

C. Request fulfillment

D. Service asset and configuration management

Answer: D

NEW QUESTION 152
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Which of the following statements about processes is INCORRECT?

A. They are units of organizations
B. They are measurable

C. They deliver specific results

D. They respond to specific events

Answer: A

NEW QUESTION 155
Which stage of the change management process deals with what should be done if the change is unsuccessful?

A. Remediation planning
B. Categorization

C. Prioritization

D. Review and close

Answer: A

NEW QUESTION 159
Which of the following statements is INCORRECT?

A. The SKMS is part of the Configuration Management System (CMS)

B. The SKMS can include data on the performance of the organization

C. The Service Knowledge Management System (SKMS) includes Configuration Management Databases (CMDB)
D. The SKMS can include user skill levels

Answer: A

NEW QUESTION 161
What is the act of transforming resources and capabilities into valuable service better known as?

A. Service management
B. Incident management
C. Resource management
D. Service support

Answer: A

NEW QUESTION 165

Which of the following activities would be performed by a process manager?
1: Monitoring and reporting on process performance

2: ldentifying improvement opportunities

3: Appointing people to required roles

A. All of the above
B. 1 and 3 only
C.land 2 only
D. 2 and 3 only

Answer: A

NEW QUESTION 168
Which process would maintain policies, standards and models for service transition activities and processes?

A. Change management
B. Capacity management
C. Service transition planning and support
D. Release management

Answer: C

NEW QUESTION 173

Which types of communication would the functions within service operation use?
1; Communication between data centre shifts

2: Communication related to changes

3: Performance reporting

4: Routine operational communication

A. 1 only

B. 2 and 3 only
C.1,2and 4 only
D. All of the above

Answer: D
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NEW QUESTION 178
Which process would seek to understand levels of customer satisfaction and communicate what action plans have been put in place to deal with dissatisfaction?

A. Availability management

B. Capacity management

C. Business relationship management
D. Service catalogue management

Answer: C

NEW QUESTION 182
Which process has the following objective ??Establish new or changed services into supported environments within the predicted cost, time and resource
estimates???

A. Service strategy

B. Service transition planning and support
C. Service level management

D. Change management

Answer: B

NEW QUESTION 184
Understanding customer usage of services and how this varies over the Business Lifecycle is part of which process?

A. Service Portfolio Management

B. Service Level Management

C. Component Capacity Management
D. Demand Management

Answer: D

NEW QUESTION 188
One of the five major aspects of Service Design is the design of the service solutions. It includes?

A. Requirements, resources and capabilities needed and agreed
B. Only requirements needed and agreed

C. Only capabilities needed and agreed

D. Only resources and capabilities needed

Answer: A

NEW QUESTION 190
A Service Level Agreement is?

A. The part of a contract that specifies responsibilities of each party

B. An agreement between the Service Provider and their customer

C. An agreement between a Service Provider and an external supplier

D. An agreement between the Service Provider and an internal organization

Answer: B

NEW QUESTION 195
How many times should each stage of the Plan, Do, Check, Act (PDCA) cycle be visited?

A. Each stage should be carried out once in the order Plan-Do-Check-Act

B. There should be a single Plan,then the Do-Check-Act cycle should be repeated multiple times to implement Continual Improvement
C. There should be a single Plan and Do,then Check and Act should be carried out multiple times to implement Continual Improvement
D. The entire cycle should be repeated multiple times to implement Continual Improvement

Answer: D

NEW QUESTION 197

What is the definition of an Alert?

A. A type of Incident

B. A warning that a threshold has been reached or that something has changed

C. An error message to the user of an application

D. An audit report that indicates areas where IT is not performing according to agreed procedures
Answer: B

NEW QUESTION 200

In many organizations the role of Incident Manager is assigned to the Service Desk.
It is important that the Incident Manager is given the authority to:
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A. Only manage Incidents effectively through 1st and 2nd line
B. Only manage Incidents effectively through the 1st line

C. Only manage Incidents effectively at the 3rd line

D. Manage Incidents effectively through 1st, 2nd and 3rd line

Answer: D

NEW QUESTION 204

In which core publication can you find detailed descriptions of Service Level Management, Availability Management, Supplier Management and IT Service

Continuity Management?
A. Service Transition

B. Service Design

C. Service Strategy

D. Service Operation

Answer: B

NEW QUESTION 207

Which of the following is NOT an aim of the Change Management process?

A. Overall business risk is optimized

B. Standardized methods and procedures are used for efficient and prompt handling of all Changes

C. All budgets and expenditures are accounted for

D. All changes to Service Assets and Configuration Items (CIs) are recorded in the Configuration Management system

Answer: C

NEW QUESTION 208

The MAIN purpose of the Service Portfolio is to describe services in terms of?

A. Business Value

B. Functionality

C. IT Assets

D. Service Level Requirements

Answer: A

NEW QUESTION 209

Which process is responsible for frequently occurring changes where risk and cost are low?

A. Access management

B. Request Fulfillment

C. Release and Deployment Management
D. Incident Management

Answer: B

NEW QUESTION 211
Which is the first step in the 7 Step Improvement Process?

A. Prepare for action

B. Define what you should measure

C. Identify gaps in Service Level Agreement (SLA) achievement
D. Where are we now?

Answer: B

NEW QUESTION 213
Which of the following is NOT an objective of problem management?

A. Minimizing the impact of incidents that cannot be prevented
B. Preventing problems and resulting incidents from happening
C. Eliminating recurring incidents

D. Restoring normal service operation as quickly as possible

Answer: D

NEW QUESTION 217

Service Acceptance criteria are used to?
A. Ensure the design stage of the Lifecycle
B. Ensure Portfolio Management is in place

C. Ensure delivery and support of a service
D. Ensure service Key Performance Indicators (KPIs) are reported
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Answer: C

NEW QUESTION 221
Customer perceptions and business outcomes help to define what?

A. The value of a service

B. Governance

C. Total cost of ownership (TCO)

D. Key performance indicators (KPIs)

Answer: A

NEW QUESTION 223

A consultant has made two recommendations to you in a report:

1: To include legal terminology in your Service Level Agreements (SLAS)

2: It is not necessary to be able to measure all the targets in an SLA

Which of the recommendations conform to Service Level Management good practice?

A. 1 only

B. 2 only

C. Both of the above
D. Neither of the above

Answer: D

NEW QUESTION 227

Which of the following activities are helped by recording relationships between Configuration Items (Cls)?
1) Assessing the impact and cause of Incidents and Problems

2) Assessing the impact of proposed Changes

3) Planning and designing a Change to an existing service

4) Planning a technology refresh or software upgrade

A. 1land 2 only

B. All of the above
C.1,2and 4 only
D. 1, 3and 4 only

Answer: B

NEW QUESTION 229

What is most likely to cause a loss of faith in the Service Level Management process?
A. Measurements that match the customer's perception of the service

B. Clear, concise, unambiguous wording in the Service Level Agreements(SLAS)

C. Inclusion of items in the SLA that cannot be effectively measured

D. Involving customers in drafting Service Level Requirements

Answer: C

NEW QUESTION 230

Configuration Management Databases (CMDBSs) and the Configuration Management System (CMS) are both elements of what larger entity?

A. The Asset Register

B. The Service Knowledge Management System
C. The Known Error Database

D. The Information Management System

Answer: B

NEW QUESTION 232
Which of the following defines the level of protection in Information Security Management?

A. The IT Executive

B. The ISO27001 Standard

C. The Business

D. The Service Level Manager

Answer: C

NEW QUESTION 234

Which of the following is one of the primary objectives of Service Strategy?
A. To design and build processes that will meet business needs

B. To provide detailed specifications for the design of IT services
C. To transform Service Management into a strategic asset

Passing Certification Exams Made Easy

visit - https://www.surepassexam.com



\I;;/ Exam Recommend!! Get the Full ITILF dumps in VCE and PDF From SurePassExam
I ISure PHSS https://www.surepassexam.com/ITILF-exam-dumps.html (424 New Questions)

D. To underscore the importance of services in the global economy

Answer: B

NEW QUESTION 239
Which of the following is the goal or purpose of service level management?

A. To carry out the service operations activities needed to support current IT services

B. To ensure that sufficient capacity is provided to deliver the agreed performance of services
C. To create and populate a service catalogue

D. To ensure that an agreed level of IT service is provided for all current IT services

Answer: D

NEW QUESTION 243

As a strategic tool for assessing the value of IT services, Financial Management applies to which of the following service provider types?
1) An internal service provider embedded within a business unit

2) An internal service provider that provides shared IT services

3) An external service provider

A. All of the above
B. 1and 2 only
C.land 3 only
D. 2 and 3 only

Answer: A

NEW QUESTION 246
Which Function would provide staff to monitor events in an Operations Bridge?

A. Applications Management
B. Service Desk

C. Technical Management

D. IT Operations Management

Answer: C

NEW QUESTION 247
Which process will regularly analyze incident data to identify discernable trends?

A. Service Level Management
B. Problem Management

C. Change Management

D. Event Management

Answer: B

NEW QUESTION 248
What does a service always deliver to customers?

A. Applications
B. Infrastructure
C. Value

D. Resources

Answer: C

NEW QUESTION 252
The difference between a Service Level Agreement (SLA) and an Operional Level Agreement (OLA) is that:

A. An SLA is legally binding, an OLA is a best efforts agreement

B. An SLA defines the service to be provided, an OLA defines internal support needed to deliver the service
C. An SLA defines Service Level Requirements, an OLA defines Service Level Targets

D. An SLA is with an external customer, an OLA is with an internal customer

Answer: A

NEW QUESTION 257

"Planning and managing the resources required to deploy a release into production” is a purpose of which part of the Service Lifecycle?
A. Service Operation

B. Service Strategy

C. Service Transition
D. Continual Service Improvement
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Answer: C

NEW QUESTION 258
Which of the following is the BEST definition of the term service management?

A. A set of specialized organizational capabilities for providing value to customers in the form of services

B. A group of interacting, interrelated, or independent components that form a unified whole, operating together for a common purpose
C. The management of functions within an organization to perform certain activities

D. Units of organizations with roles to perform certain activities

Answer: A

NEW QUESTION 260
Which of the following statements about the Service Portfolio and Service Catalogue is the MOST CORRECT?

A. The Service Catalogue only has information about services that are live, or being prepared for deployment; the Service Portfolio only has information about
services which are being considered for future development

B. The Service Catalogue has information about all services; the Service Portfolio only has information about services which are being considered for future
development

C. The Service Portfolio has information about all services; the Service Catalogue only has information about services which are live, or being prepared for
deployment

D. Service Catalogue and Service Portfolio are different names for the same thing

Answer: C

NEW QUESTION 265

Which of the following should be available to the Service Desk?
1: Known Error Data

2: Change Schedules

3: Service Knowledge Management System

4: The output from monitoring tools

A. 1,2 and 3 only
B. 1,2 and4 only
C. 2,3 and 4 only
D. All of the above

Answer: D

NEW QUESTION 268
What are the publications that provide guidance specific to industry sectors and organization types known as?

A. The Service Strategy and Service Transition books
B. The ITIL Complementary Guidance

C. The Service Support and Service Delivery books
D. Pocket Guides

Answer: B

NEW QUESTION 269
Which process is responsible for controlling, recording and reporting on versions, attributes and relationships relating to components of the IT infrastructure?

A. Service Level Management

B. Change Management

C. Incident Management

D. Service Asset and Configuration Management

Answer: D

NEW QUESTION 274

What is the Service Pipeline?

A. All services that are at a conceptual or development stage

B. All services except those that have been retired

C. All services that are contained within the Service Level Agreement (SLA)
D. All complex multi-user services

Answer: A

NEW QUESTION 275

Contracts relating to an outsourced Data Centre would be managed by?
A. Service Desk

B. IT Operations Control
C. Technical Management

Passing Certification Exams Made Easy visit - https://www.surepassexam.com



\I;;/ Exam Recommend!! Get the Full ITILF dumps in VCE and PDF From SurePassExam
I ISure PHSS https://www.surepassexam.com/ITILF-exam-dumps.html (424 New Questions)

D. Facilities Management

Answer: D

NEW QUESTION 278
Which of the following is the BEST definition of a Risk?

A. Something that won't happen

B. Something that will happen

C. Something that has happened
D. Something that might happen

Answer: D

NEW QUESTION 280

Which of the following would commonly be in a contract underpinning an IT service?
1) Marketing information

2) Contract description and scope

3) Responsibilities and dependencies

A. 1 and 2 only
B. 1 and 3 only
C.2and 3 only
D. None of the above

Answer: C

NEW QUESTION 285
Which of the following is the BEST description of a Business Case?

A. A decision support and planning tool that projects the likely consequences of a business action
B. A portable device designed for the secure storage and transportation of important documents
C. A complaint by the business about a missed service leve

D. The terms and conditions in an IT outsource contrac

Answer: A

NEW QUESTION 287
Service Design emphasizes the importance of the 'Four Ps'. Which of the following is a correct list of these 'Four Ps'?

A. People, Products, Partners, Profit

B. People, Process, Products, Partners

C. Potential, Preparation, Performance, Profit
D. People, Potential, Products, Performance

Answer: B

NEW QUESTION 289
Which of the following statements about incident reporting and logging is CORRECT?

A. Incidents can only be reported by users, since they are the only people who know when a service has been disrupted

B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal servic

C. This includes technical staff

D. All calls to the Service Desk must be logged as Incidents to assist in reporting Service Desk activity

E. Incidents reported by technical staff must be logged as Problems because technical staff manages infrastructure devices not services

Answer: B

NEW QUESTION 290
In the phrase "People, Processes, Products and Partners”. Products refers to:

A. IT Infrastructure and Applications

B. Services, technology and tools

C. Goods provided by third parties to support the IT Services
D. All assets belonging to the Service Provider

Answer: B

NEW QUESTION 294

The BEST processes to automate are those that are:
A. Carried out by Service Operations

B. Carried out by lots of people

C. Critical to the success of the business mission
D. Simple and well understood

Passing Certification Exams Made Easy visit - https://www.surepassexam.com



\I;;/ Exam Recommend!! Get the Full ITILF dumps in VCE and PDF From SurePassExam
I ISure PHSS https://www.surepassexam.com/ITILF-exam-dumps.html (424 New Questions)

Answer: D

NEW QUESTION 299
Which of the following should NOT be a concern of Risk Management?

A. To ensure that the organization can continue to operate in the event of a major disruption or disaster

B. To ensure that the workplace is a safe environment for its employees and customers

C. To ensure that the organization assets, such as information, facilities and building are protected from threats, damage or loss
D. To ensure only the change requests with mitigated risks are approved for implementation

Answer: D

NEW QUESTION 303
Which of the following BEST describes a Change Authority?

A. The Change Advisory Board

B. A person that provides formal authorisation for a particular type of chang

C. Arole, person or a group of people that provides formal authorisation for a particular type of chang
D. The Change Manager who provides formal authorisation for each change

Answer: C

NEW QUESTION 307

Which of the following are benefits to the business of implementing Service Transition?
1) Ability to adapt quickly to new requirements

2) Reduced cost to design new services

3) Improved success in implementing changes

A. 1land 2 only
B. 2 and 3 only
C. 1 and 3 only
D. None of the above

Answer: C

NEW QUESTION 312

The Supplier Management process includes:

1: Service Design activities, to ensure that contracts will be able to support the service requirements

2: Service Operation activities, to monitor and report supplier achievements

3: Continual Improvement activities, to ensure that suppliers continue to meet or exceed the needs of the business

A. 1and 2 only

B. 1 only

C. All of the above
D. 1 and 3 only

Answer: C

NEW QUESTION 315
Which process or function is responsible for the Definitive Media Library and Definitive Spares?

A. Facilities Management

B. Access Management

C. Request Fulfilment

D. Service Asset and Configuration Management

Answer: D

NEW QUESTION 317
Which stage of the Service Lifecycle is MOST concerned with defining policies and objectives?

A. Service Design

B. Service Transition
C. Service Strategy
D. Service Operation

Answer: C

NEW QUESTION 319
Where should the definitive authorized versions of all media Configuration Items (Cls) be stored and protected?

A. Definitive Media Library

B. Definitive Software Store

C. Service Knowledge Management System
D. Software Secure Library
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Answer: A

NEW QUESTION 321

Which of the following are included within Release and Deployment Models?
1) Roles and responsibilities

2) Template release and deployment

3) Supporting systems, tools and procedures.

4) Handover activities and responsibilities

A. 1,2 and 3 onl
B. 2,3 and 4 onl
C. All of the above
D. 1 and 4 onl

Answer: C

NEW QUESTION 324
Which phase of the ITIL lifecycle provides the following benefit: The Total Cost of Ownership (TCO) of a service can be minimized if all aspects of the service, the
processes and the technology are considered during development?

A. Service Design

B. Service Strategy

C. Service Operation

D. Continual Service Improvement

Answer: A

NEW QUESTION 325

Which of the following is the BEST definition of an event?

A. Any detectable or discernible occurrence that has significance for the management of the IT infrastructure
B. An unplanned interruption to an IT service or a reduction in the quality of an IT service

C. The unknown cause of one or more incidents that have an impact on an IT service

D. Reducing or eliminating the cause of an incident or problem

Answer: A

NEW QUESTION 327
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