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QUESTION 1

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 

Correct Answer: A 

 

QUESTION 2

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 

Correct Answer: D 

 

 

QUESTION 3

Why is it important for service providers to understand patterns of business activity (PBA)? 

A. PBA are based on organizational roles and responsibilities 



B. IT service providers CANNOT schedule changes until they understand PBA 

C. Demand for the services delivered by service providers are directly influenced by PBA 

D. Understanding PBA is the only way to enable accurate service level reporting 

Correct Answer: C 

 

QUESTION 4

Which of the following is an enabler of best practice? 

A. Standards 

B. Technology 

C. Academic research 

D. Internal experience 

Correct Answer: B 

 

QUESTION 5

At which stage of the service lifecycle should the processes necessary to operate a new service be defined? 

A. Service design: Design the processes 

B. Service strategy: Develop the offerings 

C. Service transition: Plan and prepare for deployment 

D. Service operation: IT operations management 

Correct Answer: A 

 

 

QUESTION 6

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 7

The experiences, ideas, insights and values of individuals are examples of which level of understanding within
knowledge management? 

A. Data 

B. Information 

C. Knowledge 

D. Governance 

Correct Answer: C 

 

QUESTION 8

What are customers of IT services who work in the same organization as the service provider known as? 

A. Strategic customers 

B. External customers 

C. Valued customers 

D. Internal customers 

Correct Answer: D 

 

QUESTION 9

Which one of the following is the 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 

Correct Answer: D 

 

QUESTION 10

Which is the correct definition of a customer facing service? 



A. One which directly supports the business processes of customers 

B. A service that cannot be allowed to fail 

C. One which is not covered by a service level agreement 

D. A service not directly used by the business 

Correct Answer: A 

 

 

QUESTION 11

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

A. Process owner 

B. Change manager 

C. Service manager 

D. Process practitioner 

Correct Answer: D 

 

QUESTION 12

Which function or process would provide staff to monitor events in an operations bridge? 

A. Technical management 

B. IT operations management 

C. Request fulfilment 

D. Applications management 

Correct Answer: B 
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