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QUESTION 1

Within service design, what is the key output handed over to service transition? 

A. Measurement, methods and metrics 

B. Service design package 

C. Service portfolio design 

D. Process definitions 

Correct Answer: B 

 

QUESTION 2

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 

Correct Answer: B 

 

QUESTION 3

Which of the following is NOT a recognized example of a service provider type within the ITIL framework? 

A. Internal 

B. External 

C. Service desk 

D. Shared services unit 

Correct Answer: C 

 

QUESTION 4

From the perspective of the service provider, who is the person or group that agrees their service targets? 

A. The user 



B. The customer 

C. The supplier 

D. The administrator 

Correct Answer: B 

 

QUESTION 5

Which of these recommendations is best practice for service level management? 

1.

 Include legal terminology in service level agreements (SLAs) 

2.

 It is NOT necessary to be able to measure all the targets in an SLA 

A. 1 only 

B. 2only 

C. Both of the above 

D. Neither of the above 

Correct Answer: D 

 

QUESTION 6

Which of the following CANNOT be provided by a tool? 

A. Knowledge 

B. Information 

C. Wisdom 

D. Data 

Correct Answer: C 

 

QUESTION 7

Which statement about the emergency change advisory board (ECAB) is CORRECT? 

A. The ECAB considers every high priority request for change (RFC) 

B. Amongst the duties of the ECAB is the review of completed emergency changes 



C. The ECAB will be used for emergency changes where there may not be time to call a full CAB 

D. The ECAB will be chaired by the IT Director 

Correct Answer: C 

 

QUESTION 8

What are the categories of event described in the UIL service operation book? 

A. Informational, scheduled, normal 

B. Scheduled, unscheduled, emergency 

C. Informational, warning, exception 

D. Warning, reactive, proactive 

Correct Answer: C 

 

QUESTION 9

Which one 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 

Correct Answer: A 

 

QUESTION 10

Which of the following can include steps that will help to resolve an incident? 

1.

 Incident model 

2.

 Known error record 

A. 1 only 

B. 2only 



C. Both of the above 

D. Neither of the above 

Correct Answer: C 

 

QUESTION 11

Which stage of the service lifecycle is MOST concerned with defining policies and objectives? 

A. Service design 

B. Service transition 

C. Continual service improvement 

D. Service operation 

Correct Answer: A 

 

QUESTION 12

How many people should be accountable for a process as defined in the RACI model? 

A. As many as necessary to complete the activity 

B. Only one - the process owner 

C. Two - the process owner and the process enactor 

D. Only one - the process architect 

Correct Answer: B 
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