BCS ITILF Exam
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Question No: 1
Which of the following are sources of best practice?
1. Academic research
2. Internal experience
3. Industry practices
A. All of the above
B. 1 and 3 only
C. 1 and 2 only
D. 2 and 3 only
Answer: A

Question No: 2
What type of services are NOT directly used by the business but are required by the service
provider to deliver customer facing services?
A. Business services
B. Component services
C. Supporting services
D. Customer services
Answer: C

Question No: 3
Which of the following are classed as stakeholders in service management?
1. Customers
2. Users
3. Suppliers
A. All of the above
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B. 1 and 3 only
C. 1 and 2 only
D. 2 and 3 only
Answer: A

Question No: 4
Which of the following is the best definition of service management?
A. The ability to keep services highly available to meet the business needs
B. A set of specialized organizational capabilities for providing value to customers in the form of
services
C. A complete set of all the documentation required to deliver world class services to customers
D. An internationally recognized methodology to provide valuable services to customers
Answer: B

Question No: 5
Which of the following is the best definition of IT service management?
A. An internal service provider that is embedded within a business unit
B. A complete set of all the documentation required to deliver world class services to customers
C. Technical implementation of supporting IT infrastructure components
D. The implementation and management of quality IT services that meet business needs
Answer: D

Question No: 6
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
Leading the way in IT testing and certification tools, www.examkiller.net

BCS ITILF Exam
B. A group of interrelated, interacting 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

Question No: 7
Which of the following are reasons why ITIL is successful?
1. ITIL is vendor neutral
2. It does not prescribe actions
3. ITIL represents best practice
A. All of the above
B. 1 and 3 only
C. 1 and 2 only
D. 2 and 3 only
Answer: A

Question No: 8
Which of the following is an enabler of best practice?
A. Standards
B. Technology
C. Academic research
D. Internal experience
Answer: B

Question No: 9
Which is the correct definition of a customer facing service?
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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
Answer: A

Question No: 10
What would you call the groups of people who have an interest in the activities, targets,
resources and deliverables from service management?
A. Employers
B. Stakeholders
C. Regulators
D. Accreditors
Answer: B

Question No: 11
Why are public frameworks, such as ITIL, attractive when compared to proprietary knowledge?
A. Proprietary knowledge may be difficult to adopt, replicate or transfer since it is often
undocumented
B. Public frameworks are always cheaper to adopt
C. Public frameworks are prescriptive and tell you exactly what to do
D. Proprietary knowledge has been tested in a wide range of environments
Answer: A

Question No: 12
What should a service always deliver to customers?
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A. Applications
B. Infrastructure
C. Value
D. Resources
Answer: C

Question No: 13
Which one of the following is NOT a characteristic of a process?
A. It is measurable
B. It delivers specific results
C. It responds to specific events
D. It structures an organization
Answer: D

Question No: 14
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
Answer: D

Question No: 15
Which of the following is best definition of IT service management?
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A. An internal service provider that is embedded within a business unit
B. A complete set of all the documentation required to deliver world class services to customers
C. Technical implementation of supporting IT infrastructure components
D. The implementation and management of quality IT services that meet business needs
Answer: D

Question No: 16
Which one of the following would NOT be defined as part of every process?
A. Roles
B. Inputs and outputs
C. Functions
D. Metrics
Answer: C

Question No: 17
What are customers of IT services who do NOT work in the same organization as the service
provider known as?
A. Strategic customers
B. External customers
C. Valued customers
D. Internal customers
Answer: B

Question No: 18
What is a service delivered between two business units in the same organization known as?
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A. Strategic service
B. Delivered service
C. Internal service
D. External service
Answer: C

Question No: 19
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

Question No: 20
Which of the following are sources of best practice?
1. Academic research
2. Internal experience
3. Industry practices
A. All of the above
B. 1 and 3 only
C. 1 and 2 only
D. 2 and 3 only
Answer: A

Question No: 21
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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

Question No: 22
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
Answer: A

Question No: 23
Which of the following is NOT a source of best practice?
A. Standards
B. Technology
C. Academic research
D. Internal experience
Answer: B
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Question No: 24
Which reason describes why ITIL is so successful?
A. The five ITIL volumes are concise
B. It is not tied to any particular vendor platform
C. It tells service providers exactly how to be successful
D. It is designed to be used to manage projects
Answer: B

Question No: 25
What type of services are NOT directly used by the business but are required by the service
provider to deliver customer facing services?
A. Business services
B. Component services
C. Supporting services
D. Customer services
Answer: C

Question No: 26
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
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Question No: 27
Understanding what to measure and why it is being measured are key contributors to which
part of the Service Lifecycle?
A. Service Strategy
B. Continual Service Improvement
C. Service Operation
D. Service Design
Answer: B

Question No: 28
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

Question No: 29
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

Question No: 30
Service transition contains detailed descriptions of which processes?
A. Change management, service asset and configuration management, release and deployment
management
B. Change management,
management

capacity

management

event

management,

service

request

C. Service level management, service portfolio management, service asset and configuration
management
D. Service asset and configuration management, release and deployment management, request
fulfilment
Answer: A

Question No: 31
Which of the following BEST describes service strategies' value to the business?
A. Allows higher volumes of successful change
B. Reduction in unplanned costs through optimized handling of service outages
C. Reduction in the duration and frequency of service outages
D. Enabling the service provider to have a clear understanding of what levels of service will make
their customers successful
Answer: D

Question No: 32
Which of the following is NOT an objective of service transition?
A. To ensure that a service can be managed, operated and supported
B. To provide training and certification in project management
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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
Answer: B

Question No: 33
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
Answer: B

Question No: 34
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
Answer: A

Question No: 35
Which stage of the service lifecycle is MOST concerned with defining policies and objectives?
A. Service design
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B. Service transition
C. Continual service improvement
D. Service operation
Answer: A

Question No: 36
Which of the following provide value to the business from service strategy?
1. Enabling the service provider to have a clear understanding of what levels of service will make
their customers successful
2. Enabling the service provider to respond quickly and effectively to changes in the business
environment
3. Support the creation of a portfolio of quantified services
A. All of the above
B. 1 and 3 only
C. 1 and 2 only
D. 2 and 3 only
Answer: A

Question No: 37
Which of the following are benefits to the business of implementing service transition?
1. Better reuse and sharing of assets across projects and resources
2. Reduced cost to design new services
3. Result in higher volume of successful changes
A. 1 and 2 only
B. 2 and 3 only
C. 1 and 3 only
D. None of the above
Answer: C
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Question No: 38
In which core ITIL publication can you find detailed descriptions of service catalogue
management, information security management, and supplier management?
A. Service strategy
B. Service design
C. Service transition
D. Service operation
Answer: B

Question No: 39
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. 3 only
D. All of the above
Answer: D

Question No: 40
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
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D. Service strategy
Answer: C

Question No: 41
In which of the following areas would ITIL complementary guidance provide assistance?
1. Adapting best practice for specific industry sectors
2. Integrating ITIL with other operating models
A. Both of the above
B. Neither of the above
C. Option 1 only
D. Option 2 only
Answer: A

Question No: 42
From the perspective of the service provider, what is the person or group who defines or and
agrees their service targets known as?
A. User
B. Customer
C. Supplier
D. Administrator
Answer: B

Question No: 43
A known error has been created after diagnosis of a problem was complete but before a
workaround has been found. Is this a valid approach?
A. Yes: for information purposes, a known error record can be created at any time it is prudent to
do so
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B. No: the Known Error should be created before the problem is logged
C. No: a known error record is created when the original incident is raised
D. No: a known error record should be created with the next release of the service
Answer: A

Question No: 44
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

Question No: 45
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
Answer: C

Question No: 46
Which of the following statements about standard changes are CORRECT?
1. The approach is pre-authorized
2. The risk is usually low and well understood
3. Details of the change will be recorded
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4. Some standard changes will be triggered by the request fulfillment process
A. 1 only
B. 2 and 3 only
C. 1, 2 and 4 only
D. All of the above
Answer: D

Question No: 47
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

Question No: 48
What are underpinning contracts used to document?
A. The provision of IT services or business services by a service provider
B. The provision of goods and services by third party suppliers
C. Service levels that have been agreed between the internal service provider and their customer
D. Metrics and critical success factors (CSFs) for internal support teams
Answer: B

Question No: 49
The addition, modification or removal of an authorized, planned or supported service or service
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component and its associated documentation is a definition of what?
A. A change
B. A change model
C. A change request
D. A change advisory board
Answer: A

Question No: 50
Which one of the following includes four stages called Plan, Do, Check and Act?
A. The Deming Cycle
B. The continual service improvement approach
C. The seven-step improvement process
D. The service lifecycle
Answer: A

Question No: 51
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

Question No: 52
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The effective management of risk requires specific types of action. Which of the following pairs of
actions would be BEST to manage risk?
A. Training in risk management for all staff and identification of risks
B. Identification of risk, analysis and management of the exposure to risk
C. Control of exposure to risk and investment of capital
D. Training of all staff and investment of capital
Answer: B

Question No: 53
What is the result of carrying out an activity, following a process or delivering an IT service
known as?
A. Outcome
B. Incident
C. Change
D. Problem
Answer: A

Question No: 54
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
Answer: C
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Question No: 55
The BEST description of an incident is:
A. An unplanned disruption of service unless there is a backup to that service
B. An unplanned interruption to service or a reduction in the quality of service
C. Any disruption to service whether planned or unplanned
D. Any disruption to service that is reported to the service desk, regardless of whether the service
is impacted or not
Answer: B

Question No: 56
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
Answer: B

Question No: 57
Which of the following statements about service asset and configuration management is/are
CORRECT?
1. A configuration item (Cl) can exist as part of any number of other Cls at the same time
2. Choosing which Cls to record will depend on the level of control an organization wishes to
exert
A. 1 only
B. 2 only
C. Both of the above
D. Neither of the above
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