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  Question: 1  

Which practice has a purpose to support the quality of the service by handling all agreed 
user initiated service? 
Requests? 

 

A. Change control 
B. IT asset management 

C. Service desk 
D. Service request management 

 

  Answer: D  
 

  Question: 2  

Which is NOT a component of the service value system? 
 

A. The guiding principles 

B. Governance 
C. Practices 
D. The four dimensions of service management 

 

  Answer: D  
 

  Question: 3  

Which statement about the steps to fulfill a service request is CORRECT? 
 

A. They should be complex and detailed 

B. They should be well-known and proven 
C. They should include incident handling 
D. They should be brief and simple 

 

  Answer: B  
 

  Question: 4  

What is defined as a cause, or potential cause, of one or more incidents? 
 

A. Change 
B. Event 
C. Known error 

D. Problem 
 

  Answer: D  
 

  Question: 5  

Which guiding principle recommends eliminating activities that do not contribute to the creation 
of value? 

 

A. Start where you are 
B. Collaborate and promote visibility 
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C. Keep it simple and practical 
D. Optimize and automate 

 

  Answer: C  
 

  Question: 6  

When should the effectiveness of a problem workaround be assessed? 
 

A. Whenever the workaround is used 

B. Whenever the problem is resolved 
C. Whenever the workaround becomes a known error 
D. Whenever the problem is prioritized 

 

  Answer: A  
 

  Question: 7  

Identify the missing word in the following sentence. 
A change is defined as the addition, modification, or removal of anything that could have a 
direct or indirect effect on [?]. 

 

A. assets 
B. values 

C. elements 
D. services 

 

  Answer: D  
 

  Question: 8  

Which dimension considers how knowledge assets should be protected? 
 

A. Organizations and people 

B. Partners and suppliers 
C. Information and technology 
D. Value streams and processes 

 

  Answer: C  
 

  Question: 9  

What is a means of enabling value co-creation by facilitating outcomes that customers want 
to achieve, without the customer having to manage specific costs and risks? 

 

A. Service management 
B. Continual improvement 

C. A service 
D. And IT asset 

 

  Answer: C  
 

  Question: 10  

Identify the missing words in the following sentence. 
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The management of information security incidents usually requires [?]. 
 

A. Immediate escalation 

B. Specialist teams 
C. A separate process 
D. Third party support 

 

  Answer: C  
  Question: 11  

What are the ITIL guiding principles used for? 
 

A. To help an organization make good decisions 
B. To direct and control an organization 
C. To identify activities that an organization must perform in order to deliver a valuable service 

D. To ensure that an organization’s performance continually meets stakeholders’ expectations 
 

  Answer: A  
 

  Question: 12  

Which is the CORRECT approach for managing a large improvement initiative as smaller 
iterations? 

 

A. Each iteration should be designed before starting the initiative and implemented without 
feedback 

B. Feedback should only be taken into account when one iteration fails to meet its objective 
C. Feedback should be reduced for large improvements as it is unlikely that circumstances 
will change 
D. Each iteration should be continually re-evaluated based on feedback 

 

  Answer: D  
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