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QUESTION 1

Which one of the following is NOT part of the service design stage of the service lifecycle?
A. Designing and maintaining all necessary service transition packages

B. Producing quality, secure and resilient designs for new or improved services

C. Taking service strategies and ensuring they are reflected in the service design processes and the service designs
that are produced

D. Measuring the effectiveness and efficiency of service design and the supporting processes

Correct Answer: A

QUESTION 2

Which two processes will contribute MOST to enabling effective problem detection?
A. Incident and financial management

B. Change and release and deployment management

C. Incident and event management

D. Knowledge and service level management

Correct Answer: C

QUESTION 3

Which process or function is responsible for monitoring activities and events in the IT infrastructure?
A. Service level management

B. IT operations management

C. Capacity management

D. Incident management

Correct Answer: B

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 of the following is NOT an objective of service transition?

A. To ensure that a service can be operated, managed and supported

B. To provide training and certification in project management

C. To provide quality knowledge and information about services and service assets
D. To plan and manage the capacity and resource requirements to manage a release

Correct Answer: B

QUESTION 6

Which process will regularly analyse incident data to identify discernible trends?
A. Service level management

B. Problem management

C. Change management

D. Event management

Correct Answer: B

QUESTION 7

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)

Correct Answer: B




QUESTION 8

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

Correct Answer: D

QUESTION 9

Which one of the following is NOT a responsibility of the service transition stage of the service lifecycle?

A. To ensure that a service can be managed and operated in accordance with constraints specified during design
B. To design and develop capabilities for service management

C. To provide good-quality knowledge and information about services

D. To plan the resources required to manage a release

Correct Answer: B

QUESTION 10

In terms of adding value to the business, which one of the following describes service operation\\'s contribution?
A. The cost of the service is designed, predicted and validated

B. Measures for optimization are identified

C. Service value is modelled

D. Service value is visible to customers

Correct Answer: D

QUESTION 11

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 12

Which of the following would commonly be found in a contract underpinning an IT service?
1.

Financial arrangements related to the contract

2.

Description of the goods or service provided

3.

Responsibilities and dependencies for both parties
A. 1 and 2 only

B. 1 and 3 only

C.2and 3 only

D. All of the above

Correct Answer: D
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