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NEW QUESTION 1
- (Exam Topic 4)
What is defined as "any component that needs to be managed in order to deliver an IT service"?

A. An event
B. An IT asset
C. A configuration item
D. A change

Answer: C

Explanation: 
CIs are simply any component that needs to be managed in order to deliver an IT service. A server, a virtual server, or even the configuration of an application
could be considered a CI, for example
https://www.bmc.com/blogs/itil-asset-configuration-management/#:~:text=among%20your%20CIs-,Configurati 

NEW QUESTION 2
- (Exam Topic 4)
What is included in the purpose of the 'release management' practice?

A. Authorizing changes to proceed
B. Making new features available for use
C. Moving new software to live environments
D. Ensuring information about services is available

Answer: B

Explanation: 
The purpose of the release management practice is to make new and changed services and features available for use.
Release: A version of a service or other configuration item, or a collection of configuration items, that is made available for use.
https://wiki.process-symphony.com.au/framework/lifecycle/process/release-management-itil-4/

NEW QUESTION 3
- (Exam Topic 4)
Which is the BEST type of resource for investigating complex incidents?

A. Self-help systems
B. Knowledgeable support staff
C. Detailed work instructions
D. Disaster recovery plans

Answer: B

Explanation: 
More complex incidents will usually be escalated to a support team for resolution, or even suppliers and partners who offer support for products and services they
provide.

NEW QUESTION 4
- (Exam Topic 4)
Which TWO BEST describe the guiding principles?

 Short term

 Standards

 Recommendations

 Long-term

A. 1 and 4
B. 3 and 4
C. 1 and 2
D. 2 and 3

Answer: B

Explanation: 
A guiding principle is a recommendation that provides universal and enduring guidance to an organization, which applies in all circumstances, regardless of
changes in its goals, strategies, type of work, or management structure.
https://www.bmc.com/blogs/itil-guiding-principles/#:~:text=A%20guiding%20principle%20is%20a,of%20work

NEW QUESTION 5
- (Exam Topic 4)
Why should a service level agreement include bundles of metrics?

A. To ensure that the service levels have been agreed with customers
B. To reduce the number of metrics that need to be measured and reported
C. To ensure that all services are included in the service reports
D. To help focus on business outcomes, rather than operational result.
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Answer: D

Explanation: 
Individual metrics without a specified service context are unhelpful. They should relate to defined outcomes and not simply operational metrics. This can be
achieved with balanced bundles of metrics, such as customer satisfaction and key business outcomes.
https://www.bmc.com/blogs/itil-service-level-management/#:~:text=Service%20Level%20Agreements%20(SL

NEW QUESTION 6
- (Exam Topic 4)
What is the customer of a service responsible for?

A. Authorizing the budget for the service
B. Provisioning the service
C. Defining the requirements for the service
D. Using the service

Answer: C

Explanation: 
Customer: A person who defines the requirements for a service and takes responsibility for the outcomes of service consumption;
https://www.bmc.com/blogs/itil-key-concepts-service-management/

NEW QUESTION 7
- (Exam Topic 4)
Which practice ensures that a variety of access channels are available for users to report issues?

A. Service desk
B. Service level management
C. Incident management
D. Change enablement

Answer: A

Explanation: 
Service desks provide a variety of channels for access including:

 Phone calls, which can include specialized technology, such as interactive voice response (IVR), conference calls, voice recognition, and others.

 Service portals and mobile applications, supported by service and request catalogues, and knowledge bases.

 Chat, through live chat and chatbots.

 Email for logging and updating, and for follow-up surveys and confirmations.

 Walk-in service desk (which are becoming more prevalent in some sectors, such as higher education, where there are high peaks of activity that demand
physical presence).,

 Text and social media messaging, which are useful for notifications in case of major incidents and for contacting specific stakeholder groups, but can also be
used to allow users to request support.

 Public and corporate social media and discussion forums for contacting the service provider and for peer-to-peer support.
https://www.bmc.com/blogs/itil-service-desk/

NEW QUESTION 8
- (Exam Topic 4)
What is the difference between the 'incident management" and 'service desk’ practices'?

A. Incident management restores service operation; service desk provides communication with users
B. Incident management resolves complex issues, service desk reserves simpler issues
C. Incident What is the difference between the 'incident management" and 'service
D. Incident management manages interruptions to services, service desk monitors achieved service quality

Answer: A

Explanation: 
The incident management practice aims to minimize the negative impact of incidents by restoring normal service operation as quickly as possible1. This practice
involves logging, categorizing, prioritizing, investigating, resolving, and closing incidents2. The service desk practice provides a single point of contact fo users and
customers to report issues, make requests, or seek guidance1. This practice involves providing communication with users, capturing feedback, managing user
satisfaction, and facilitating continual improvement3. References: ITIL Foundation - ITIL 4 Edition, page 14; ITIL® 4 – A Pocket Guide, page 32; ITIL® 4 Practice
Guide: Incident Management, page 7.

NEW QUESTION 9
- (Exam Topic 4)
What can a change schedule be used for?

A. Speeding up the planning and authorization of emergency changes
B. Providing information about deployed changes to help manage incidents and problems.
C. Tracking and managing improvement ideas from identification through to final action
D. Providing a way to initiate normal changes

Answer: B

Explanation: 
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The change schedule is used to help plan changes, assist in communication, avoid conflicts, and assign resources. It can also be used after changes have been
deployed to provide information needed for incident management, problem management, and improvement planning
https://www.bmc.com/blogs/itil-change-enablement/#:~:text=The%20change%20schedule%20is%20used,probl

NEW QUESTION 10
- (Exam Topic 4)
Which is included in the purpose of the 'improve' value chain activity?

A. Ensuring the continual improvement of practices across all value chain activities
B. Ensuring that services continually meet expectations for quality, costs, and lime to market
C. Ensuring a shared understanding of the improvement direction for services across the organization
D. Ensuring continual engagement and good relationships with all stakeholders

Answer: A

Explanation: 
The purpose of the improve value chain activity is to ensure continual improvement of products, services, and practices across all value chain activities and the
four dimensions of service management.
https://wiki.process-symphony.com.au/framework/lifecycle/service-value-systemitil-4/#:~:text=The%20purpose

NEW QUESTION 10
- (Exam Topic 3)
Which TWO types of competence are MOST important 'or service desk staff?
* 1. Knowledge of business processes
* 2. Collaboration skills
* 3. Advanced technical knowledge
* 4. Workflow design skills

A. 1 and 2
B. 2 and 3
C. 3 and 4
D. 1 and 4

Answer: A

NEW QUESTION 11
- (Exam Topic 3)
In which case would a problem be logged?

A. When the cause is identified but not resolved
B. After analysis of error information from a supplier
C. When a user reports an unplanned service interruption
D. Alter a workaround is identified and documented

Answer: A

NEW QUESTION 16
- (Exam Topic 3)
Which practices is MOST associate with the use of empathy to understand users?

A. Service desk
B. Continual improvement
C. Service level management
D. Change enablement

Answer: A

NEW QUESTION 19
- (Exam Topic 3)
Which is a purpose of the ‘relationship management’ practice?

A. To systematically observe services and service components
B. To protect the information needed by the organization to conduct its business
C. To be the entry point and single point of contact for the service provider with all of its users
D. To identify, analyze, monitor, and continually improve links with stakeholders

Answer: D

Explanation: 
Reference:
https://wiki.process-symphony.com.au/framework/lifecycle/process/relationship-management-itil-4/

NEW QUESTION 24
- (Exam Topic 3)
Why should a service level manager carry out regular service reviews?

A. To ensure that agreements are written simply and are easy to understand
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B. To collect information about service consumer goals and objectives
C. To capture information about service issues and performance against agreed goals
D. To ensure continual improvement of services, so that they meet the evolving needs of service consumers

Answer: C

NEW QUESTION 29
- (Exam Topic 3)
What is a cause, or potential cause, of one or more incidents?

A. A configuration item
B. A workaround
C. An incident
D. A problem

Answer: D

NEW QUESTION 31
- (Exam Topic 3)
Which statement about ‘continual improvement’ is CORRECT?

A. All improvement ideas should be logged in a single ‘continual improvement register’
B. A single team should carry out ‘continual improvement’ across the organization
C. ‘Continual improvement’ should have minimal interaction with other practices
D. Everyone in the organization is responsible for some aspects of ‘continual improvement’

Answer: D

NEW QUESTION 33
- (Exam Topic 3)
Which practice provides a communications point for users to report operational issues, queries and requests?

A. Incident management
B. Continual improvement
C. Service desk
D. Relationship management

Answer: C

Explanation: 
The purpose of the service desk practice is to capture demand for incident resolution and service requests. It should also be the entry point and single point of
contact for the service provider with all of its users. It provides a clear path for users to report issues, queries, and requests, and have them acknowledged,
classified, owned, and actioned.
https://www.bmc.com/blogs/itil-service-desk/

NEW QUESTION 38
- (Exam Topic 3)
Which is a use of a change schedule?

A. Speeding up the planning and authorization of emergency changes
B. Providing information about deployed changes to help manage incidents and problems
C. Providing a means of initiating and assessing normal changes
D. Tracking and managing improvement ideas from identification through to final action

Answer: B

NEW QUESTION 41
- (Exam Topic 3)
Identify the missing word in the following sentence.
The purpose of the ‘supplier management’ practice is to ensure that the organization’s suppliers and their performances are [?] appropriately to support the
seamless provision of quality products and services.

A. measured
B. rewarded
C. managed
D. defined

Answer: C

Explanation: 
Reference: https://www.bmc.com/blogs/itil-management-practices/

NEW QUESTION 42
- (Exam Topic 3)
Which statement about problems is CORRECT?
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A. Problems are not related to incidents.
B. Problems must be resolved quickly in order to restore normal business activity.
C. Problem analysis should focus on one of the four dimensions to achieve a fast diagnosis.
D. Problem prioritization involves risk assessment.

Answer: D

Explanation: 
Reference: https://www.bmc.com/blogs/itil-problem-management/ 

NEW QUESTION 47
- (Exam Topic 3)
Which of the following is NOT recommended by the guiding principle 'start where you are?

A. Asking questions that appear to be stupid
B. Identifying what is available to be leveraged
C. Building something completely new
D. Collecting data directly from the source

Answer: C

NEW QUESTION 48
- (Exam Topic 3)
Which statement about the 'optimize and automate' guiding principle is CORRECT?

A. Activities should be automated before they are optimized
B. Automation is best applied to non-standard tasks
C. Technology eliminates the need for human intervention
D. Automation frees human resources for more complex activities

Answer: D

NEW QUESTION 52
- (Exam Topic 3)
Which dimension of service management considers how activities are coordinated?

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

Answer: D

NEW QUESTION 53
- (Exam Topic 3)
Which describes a ‘change authority’?

A. A model used to determine who will assess a change
B. A person who approves a change
C. A tool used to help changes
D. A way to manage the people aspects of change

Answer: B

NEW QUESTION 54
- (Exam Topic 3)
Which is a risk that might be removed from a service consumer by an IT service?

A. Service provider ceasing to trade
B. Security breach
C. Failure of server hardware
D. Cost of purchasing servers

Answer: B

Explanation: 
Reference: https://www.bmc.com/blogs/itil-key-concepts-service-management/

NEW QUESTION 57
- (Exam Topic 3)
Which guiding principle considers which parts of an existing process should be kept by identifying how they contribute to value creation?

A. Progress iteratively with feedback
B. Collaborate and promote visibility
C. Think and work holistically
D. Keep it simple and practical
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Answer: D

NEW QUESTION 62
- (Exam Topic 3)
Which is a low risk change that has been pre-approved so that no additional authorization is needed?

A. A standard change
B. A change model
C. An emergency change
D. A normal change

Answer: A

NEW QUESTION 66
- (Exam Topic 3)
Which practice has a strong influence on the user experience and perception of the service provider?

A. Service desk
B. Change enablement
C. Service level management
D. Supplier management

Answer: C

NEW QUESTION 70
- (Exam Topic 3)
Which statement about outcomes is CORRECT?

A. Outcomes rely on outputs to deliver results for a stakeholder.
B. Outcomes use activities to produce tangible or intangible deliverables.
C. Outcomes gives service consumers assurance of products or services
D. Outcomes help a service consumers to assess the cost of a specific activity

Answer: A

NEW QUESTION 72
- (Exam Topic 3)
What can be used to determine if a service is 'fit for purpose'?

A. Availability
B. Warranty
C. Outcome
D. Utility

Answer: D

NEW QUESTION 75
- (Exam Topic 3)
Which is an activity of the 'problem management' practice?

A. Restoration of normal service operation as quickly as possible
B. Prioritization of problems based on the risk that they pose
C. Authorization of changes to resolve the cause of problems.
D. Resolution of incidents in a time that meet customer expectations

Answer: B

NEW QUESTION 78
- (Exam Topic 3)
Which of the following is included in the purpose of the 'continual improvement' printer?

A. The restoration of normal service operation as quickly as possible
B. The establishment of Inks between the organization and its stakeholders at strategic and tactical levels
C. The alignment of the organization's practices and services with changing business needs
D. The reduction of the likelihood and impact of incidents

Answer: C

NEW QUESTION 81
- (Exam Topic 3)
Which statement about outcome is CORRECT?

A. Outcomes rely on outputs to deliver results for a stakeholder
B. Outcomes use activities to produce tangible or intangible deliverables
C. Outcomes give service consumers assurance of products or services
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D. Outcomes help a service consumer to assess the cost of a specific activity

Answer: A

NEW QUESTION 83
- (Exam Topic 3)
Which practice improves customer and user satisfaction by reducing the negative impact of service interruptions?

A. Service request management
B. Service level management
C. Incident management
D. Change management

Answer: C

Explanation: 
The purpose of incident management is to minimize the negative impact of incidents by restoring normal service operation as quickly as possible. Incident
management can have an enormous impact on customer and user satisfaction, and the perception of those stakeholders of the service provider.
https://www.bmc.com/blogs/itil-incident-management/

NEW QUESTION 87
- (Exam Topic 3)
Which guiding principle leads to a faster response to customer needs by timeboxing activities and learning from the outputs of previous activities?

A. Focus on value
B. Progress iteratively with feedback
C. Collaborate and promote visibility
D. Optimize and automate

Answer: B

NEW QUESTION 92
- (Exam Topic 3)
Which is an example are problem control activity?

A. Reviewing incident records to identify trends
B. Implementing a technical fix to resolve an issue
C. Re-assessing a known error to understand the ongoing impact
D. Documenting the steps in a workaround

Answer: D

NEW QUESTION 93
- (Exam Topic 3)
Which costs are included in the value proposition of a service?

A. Additional expense that the service consumer has because they are using the service
B. Money that the service consumer no longer needs to spend because they are using the service
C. Tangible or intangible results for the service consumer because they are using the service
D. The benefits, usefulnes
E. and importance of the service that are perceived by the service consumer

Answer: D

NEW QUESTION 95
- (Exam Topic 3)
Which step of the continual improvement model includes baseline assessments?

A. Did we get there?
B. Where are we now?
C. What is the vision?
D. Where do we want to be?

Answer: D

NEW QUESTION 96
- (Exam Topic 3)
Which is a use of a continual improvement register?

A. Planning changes, assisting in communication, avoiding conflicts, and assigning resources
B. Selecting the right method, model or technique for identifying improvements
C. Tracking and managing improvement ideas from identification through to final action
D. Describing the services designed to meet the needs of a consumer group

Answer: C
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NEW QUESTION 101
- (Exam Topic 3)
Which practice recommends that organizations develop competencies »n techniques such as strength, weakness, opportunity, and threat (SWOT) analysis, and
balanced scorecards?

A. Incident management
B. Continual improvement
C. Service request management
D. Change enablement

Answer: B

NEW QUESTION 106
- (Exam Topic 3)
What role would be MOST suitable for someone with tots of experience working in IT and business roles? They also have experience of managing relationships
with various stakeholders, including suppliers and
business managers.

A. Service level manager
B. Service desk agent
C. Change authority
D. Problem analyst

Answer: A

NEW QUESTION 108
- (Exam Topic 3)
Which practice is most likely to benefit from the use of chatbots?

A. Service level management
B. Change enablement
C. Continual improvement
D. Service desk

Answer: D

NEW QUESTION 110
- (Exam Topic 3)
Identify the missing words in the following sentence.
The ‘incident management’ practice should maintain [?] for logging and managing incidents.

A. a dedicated team
B. a formal process
C. detailed procedures
D. a value chain activity

Answer: C

NEW QUESTION 115
- (Exam Topic 3)
Which MOST helps an organization adapt ITIL concepts so that they apply to the organization's specific circumstances?

A. Continual improvement
B. Service value chain
C. Practices
D. Guiding principles

Answer: A

NEW QUESTION 118
- (Exam Topic 3)
Which describes the 'plan' value chain activity?

A. It ensures a shared understanding of the current status and vision for all products and services across the organization
B. It ensures that services are delivered and supported according to agreed specifications and stakeholders expectations
C. It ensures that service components are available when and where they are needed, and meet agreed specifications
D. It ensures continual improvement of products, services, and practices across all value chain activities

Answer: A

NEW QUESTION 120
- (Exam Topic 3)
How are target resolution times used in the 'incident management' practice?

A. They are agreed, documented, and communicated to help set user expectations
B. They are established, reviewed, and reported to ensure that customers are happy with the service
C. They are initiated, approved, and managed to ensure that predictable responses are achieved
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D. They are scheduled, assessed and authorized to reduce the risk of service failures

Answer: A

NEW QUESTION 125
- (Exam Topic 3)
Which guiding principle discourages 'silo activity'?

A. Focus on value
B. Start where you are
C. Collaborate and promote visibility
D. Keep it simple and practical

Answer: C

NEW QUESTION 128
- (Exam Topic 3)
Which is one of the MAIN concerns of the ‘design and transition’ value chain activity?

A. Understanding the organization’s vision
B. Understanding stakeholder needs
C. Meeting stakeholder expectations
D. Ensuring service components are available

Answer: C

Explanation: 
The purpose of 'obtain/build' value chain activity is "to ensure that service components are available when and where they are needed, and meet agreed
specifications." Service components for 'deliver and support' and service components for design and transition are key outputs of 'obtain/build' value chain activity.

NEW QUESTION 133
- (Exam Topic 2)
Which term describes the functionality offered by a service?

A. cost
B. Utility
C. Warranty
D. Risk

Answer: B

NEW QUESTION 134
- (Exam Topic 3)
Which statement about managing incidents is CORRECT?

A. Low impact incidents should be resolved efficiently, making logging unnecessary
B. The 'incident management' practice should use a single process regardless of the impact of the incident
C. Low impact incidents should be resolved efficiently so the resource required is reduced
D. Incidents with the lowest impact should be resolved first

Answer: C

NEW QUESTION 135
- (Exam Topic 3)
Which ‘service level management’ activity helps staff to deliver a more business-focused service?

A. Creating targets based on the percentage of uptime of a service
B. Understanding the ongoing requirements of customers
C. Using complex technical terminology in service level agreements (SLAs)
D. Measuring low-level operational activities

Answer: B

NEW QUESTION 137
- (Exam Topic 2)
A customer is a person who defines the requirements for a service and takes responsibility for the [?] of service consumption.

A. outputs
B. outcomes
C. costs
D. risks

Answer: B

NEW QUESTION 139

Passing Certification Exams Made Easy visit - https://www.2PassEasy.com



Welcome to download the Newest 2passeasy ITIL-4-Foundation dumps
https://www.2passeasy.com/dumps/ITIL-4-Foundation/ (503 New Questions)

- (Exam Topic 2)
Which process is used to compare the value that new services offer with the value of the services they have replaced?

A. Availability management
B. Capacity management
C. Service portfolio management
D. Service catalogue management

Answer: C

NEW QUESTION 141
- (Exam Topic 2)
What should be done first when applying the 'focus on value' guiding principle?

A. Identify all suppliers and partners involved in the service
B. Determine the cost of providing the service
C. Identify the outcomes that the service facilitates
D. Determine who the service consumer is in each situation

Answer: D

NEW QUESTION 144
- (Exam Topic 2)
Which statement about known errors and problems is CORRECT?

A. Known error is the status assigned to a problem after it has been analysed
B. A known error is the cause of one or more problems
C. Known errors cause vulnerabilities, problems cause incidents
D. Known errors are managed by technical staff, problems are managed by service management staff

Answer: A

NEW QUESTION 148
- (Exam Topic 2)
What does ‘change enablement’ PRIMARILY focus on?

A. Changes to service levels
B. Changes to products and services
C. Changes to organizational structure
D. Changes to skills and competencies

Answer: B

NEW QUESTION 152
- (Exam Topic 2)
Which practice may involve the initiation of disaster recovery?

A. Incident management
B. Service request management
C. Service level management
D. IT asset management

Answer: A

NEW QUESTION 155
- (Exam Topic 2)
Which is an example of improving service utility using service management automation?

A. Pre-determined routing of a service request
B. Reducing the time to compile service data
C. Monitoring service availability
D. Faster resource allocation

Answer: D

NEW QUESTION 159
- (Exam Topic 2)
How should an organization include third-party suppliers in the continual improvement of services?

A. Ensure suppliers include details of their approach to service improvement in contracts
B. Require evidence that the supplier uses agile development methods
C. Require evidence that the supplier implements all improvements using project management practices
D. Ensure that all supplier problem management activities result in improvements

Answer: A

Passing Certification Exams Made Easy visit - https://www.2PassEasy.com



Welcome to download the Newest 2passeasy ITIL-4-Foundation dumps
https://www.2passeasy.com/dumps/ITIL-4-Foundation/ (503 New Questions)

NEW QUESTION 161
- (Exam Topic 2)
Identify the missing word in the following sentence.
The purpose of the 'information security management' practice is to [?] the organization's information.

A. protect
B. store
C. audit
D. provide

Answer: A

NEW QUESTION 164
- (Exam Topic 2)
Which statement about change management is CORRECT?

A. It optimizes overall business risk
B. It optimizes financial exposure
C. It ensures that all changes are authorized by the change advisory board (CAB)
D. It ensures that service requests follow the normal change management process

Answer: C

NEW QUESTION 165
- (Exam Topic 2)
What are typically recognized through notifications created by an IT service, CI or monitoring tool?

A. Incidents
B. Problems
C. Events
D. Requests

Answer: C

NEW QUESTION 168
- (Exam Topic 2)
Who is responsible for defining metrics for change management?

A. The change management process owner
B. The change advisory board (CAB)
C. The service owner
D. The continual service improvement manager

Answer: A

NEW QUESTION 173
- (Exam Topic 2)
What must always be done before an activity is automated?

A. Check that the activity has already been optimized
B. Check that suitable new technology has been purchased
C. Ensure that DevOps has been successfully implemented
D. Ensure the solution removes the need for human intervention

Answer: A

NEW QUESTION 178
- (Exam Topic 2)
Which statement about metrics is CORRECT?

A. Process metrics can be used to measure end-to-end service performance
B. Technology metrics can be used to measure component performance and availability
C. Process metrics can be used to measure the utilization of a supplier’s network
D. Technology metrics can be used to determine the overall health of a process

Answer: B

NEW QUESTION 179
- (Exam Topic 2)
Which value chain activity ensures the availability of service components?

A. Improve
B. Deliver and support
C. Engage
D. Obtain/build

Answer: 
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D

NEW QUESTION 183
- (Exam Topic 2)
Which is included in the purpose of the ‘deliver and support’ value chain activity?

A. Meeting stakeholder expectations for time to market
B. Understanding the organization’s service vision
C. Understanding stakeholder needs
D. Providing services to agreed specifications

Answer: A

NEW QUESTION 188
- (Exam Topic 2)
Which is an example of a business related measurement?

A. The number of passengers checked in
B. The average time to response to change requests
C. The average resolution time for incidents
D. The number of problems resolved

Answer: A

NEW QUESTION 189
- (Exam Topic 2)
What is a definition of a service improvement plan (SIP)?

A. A formal plan to implement improvements to a customer’s business processes
B. An input from availability management to service level management, detailing the service design plan
C. A formal plan to implement improvements to a service or process
D. An input from financial management for IT services to service level management, detailing the budget plan

Answer: C

Explanation: 
D18912E1457D5D1DDCBD40AB3BF70D5D

NEW QUESTION 194
- (Exam Topic 2)
Which term is used to describe the prediction and control of income and expenditure within an organization?

A. Charging
B. Governance
C. Budgeting
D. Accounting

Answer: C

NEW QUESTION 197
- (Exam Topic 2)
Which service management dimension is focused on activities and how these are coordinated?

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

Answer: C

NEW QUESTION 201
- (Exam Topic 2)
Which guiding principle considers the importance of customer loyalty?

A. Progress iteratively with feedback
B. Focus on value
C. Optimize and automate
D. Start where you are

Answer: B

NEW QUESTION 205
- (Exam Topic 2)
Which statement about the ‘change enablement’ practice is CORRECT?
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A. Standard changes are those that need to be scheduled, assessed and authorized following a standard process
B. Normal changes are triggered by the creation of a change request which can be created manually or automated
C. Assessment and authorization of normal changes should be expedited to ensure they can be implemented quickly
D. There should be a separate change authority for standard changes which includes senior managers who understand the risks involved

Answer: B

NEW QUESTION 208
- (Exam Topic 2)
What is a change schedule used for?

A. To help plan emergency changes
B. To help authorize standard changes
C. To help assign a change authority
D. To help manage normal changes

Answer: D

NEW QUESTION 211
- (Exam Topic 2)
Which is the BEST example of an emergency change?

A. The implementation of a planned new release of a software application
B. A low-risk computer upgrade implemented as a service request
C. The implementation of a security patch to a critical software application
D. A scheduled major hardware and software implementation

Answer: C

NEW QUESTION 216
- (Exam Topic 2)
Which practice has a purpose that includes maximizing success by ensuring that risks have been properly assessed?

A. Relationship management
B. Change control
C. Release management
D. Monitoring and event management

Answer: B

Explanation: 
Reference: https://www.symphonysummit.com/products/what-is-it-service-management-itsm/ 

NEW QUESTION 220
- (Exam Topic 2)
What type of change is pre-authorized, low risk, relatively common, and follows a procedure or work instruction?

A. A standard change
B. An emergency change
C. An internal change
D. A normal change

Answer: A

NEW QUESTION 221
- (Exam Topic 2)
Which usually requires a team of representatives from many stakeholder groups?

A. Fulfilling a service request
B. Authorizing an emergency change
C. Logging a new problem
D. Investigating a major incident

Answer: D

NEW QUESTION 225
- (Exam Topic 2)
Which dimension considers data security and privacy?

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

Answer: B
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NEW QUESTION 226
- (Exam Topic 2)
What is recommended by the guiding principle ‘progress iteratively with feedback’?

A. A current state assessment that is carried out at the start of an improvement initiative
B. The identification of all interested parts at the start of an improvement initiative
C. An improvement initiative that is broken into a number of manageable sections
D. An assessment of how all the parts of an organization will affect an improvement initiative

Answer: C

NEW QUESTION 229
- (Exam Topic 2)
Which ITIL practice recommends performing service reviews to ensure that services continue to meet the needs of the organization?

A. Service desk
B. Service request management
C. Service level management
D. Service configuration management

Answer: C

NEW QUESTION 231
- (Exam Topic 2)
Which is an objective of the design coordination process?

A. To produce service design packages and ensure they are handed over to service transition
B. To assess and evaluate all changes and their impact on service designs
C. To document the initial structure and relationship between services and customers
D. To gather and document new service level requirements from the customer

Answer: A

Explanation: 
D18912E1457D5D1DDCBD40AB3BF70D5D

NEW QUESTION 233
- (Exam Topic 2)
Which statement BEST describes the value of service strategy to the business?

A. It allows higher volumes of successful change
B. It reduces unplanned costs through optimized handling of service outages
C. It reduces the duration and frequency of service outages
D. It enables the service provider to understand what levels of service will make their customers successful

Answer: D

NEW QUESTION 235
- (Exam Topic 2)
Which term relates to service levels aligned with the needs of service consumers?

A. Service management
B. Warranty
C. Cost
D. Utility

Answer: B

NEW QUESTION 238
- (Exam Topic 2)
What is a set of specialized organizational capabilities for enabling value for customers in the form of services?

A. Service offering
B. Service provision
C. Service management
D. Service consumption

Answer: C

NEW QUESTION 240
- (Exam Topic 2)
Service transition contains detailed descriptions of which processes?

A. Change management, service asset and configuration management, release and deployment management
B. Change management, capacity management, event management, service request management
C. Service level management, service portfolio management, service asset and configuration management
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D. Service asset and configuration management, release and deployment management, request fulfillment

Answer: A

NEW QUESTION 241
- (Exam Topic 2)
Which is handled as a service request?

A. An investigation to identify the cause of an incident
B. A compliment about an IT support team
C. The failure of an IT service
D. An emergency change to implement a security patch

Answer: C

NEW QUESTION 242
- (Exam Topic 2)
What describes the steps needed to create and deliver a specific service to a consumer?

A. Service management
B. Practices
C. A value stream
D. Service level management

Answer: C

NEW QUESTION 246
- (Exam Topic 2)
Which is considered by the ‘partners and suppliers’ dimension?

A. Using artificial intelligence
B. Defining controls and procedures
C. Using formal roles and responsibilities
D. Working with an integrator to manage relationships

Answer: D

NEW QUESTION 248
- (Exam Topic 2)
Which guiding principle considers customer and user experience?

A. Collaborate and promote visibility
B. Focus on value
C. Start where you are
D. Keep it simple and practical

Answer: B

NEW QUESTION 253
- (Exam Topic 2)
Which joint activity performed by a service provider and service consumer ensures continual value co-creation?

A. Service offering
B. Service provision
C. Service relationship management
D. Service consumption

Answer: C

NEW QUESTION 256
- (Exam Topic 2)
Which guiding principle recommends collecting data before deciding what can be re-used?

A. Focus on value
B. Keep it simple and practical
C. Start where you are
D. Progress interactively with feedback

Answer: C

NEW QUESTION 257
- (Exam Topic 2)
Which practice provides users with a way to get various requests arranged, explained and coordinated?

A. Service level management
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B. Relationship management
C. Continual improvement
D. Service desk

Answer: D

Explanation: 
Over time, the focus of service desks has broadened from simply logging and resolving technical issues, to proving more comprehensive support for people and
the business. They are increasingly being used to get various matters arranged, explained, and coordinated. The service desk has a major influence on user
experience and how the service provider is perceived by the users. By understanding and acting on the business context of transactional activity (i.e. logging
tickets), the service desk is better placed to add value to the organization.
Reference: https://www.bmc.com/blogs/itil-service-desk/

NEW QUESTION 259
- (Exam Topic 1)
What type of change is MOST likely to be managed by the 'service request management' practice?

A. An emergency change
B. A normal change
C. An application change
D. A standard change

Answer: D

NEW QUESTION 264
- (Exam Topic 1)
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

NEW QUESTION 269
- (Exam Topic 1)
When should a change request be submitted to resolve a problem?

A. As soon as a solution for the problem has been identified
B. As soon as a workaround for the problem has been identified
C. As soon as the analysis of the frequency and impact of incidents justifies the change
D. As soon as the analysis of cost, risks and benefits justifies the change

Answer: D

NEW QUESTION 270
- (Exam Topic 1)
In which TWO situations should the ITIL guiding principles be considered?
* 1. In every initiative
* 2. In relationships with all stakeholders
* 3. Only in specific initiatives where the principle is relevant
* 4. Only in specific stakeholder relationships where the principle is relevant

A. 1 and 2
B. 1 and 4
C. 2 and 3
D. 3 and 4

Answer: A

NEW QUESTION 272
- (Exam Topic 1)
What should be used to set user expectations for request fulfilment times?

A. The consumer demand for the service
B. The time that the customer indicates for service delivery
C. The service levels of the supplier
D. The time needed to realistically deliver the service

Answer: D

NEW QUESTION 276
- (Exam Topic 1)
Which practice identifies metrics that reflect a customer experience of a service?
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A. Continual improvement
B. Service level management
C. Service desk
D. Problem management

Answer: B

NEW QUESTION 281
- (Exam Topic 1)
Which activity captures the demand for incident resolution and service requests?

A. Change control
B. Problem management
C. Service desk
D. Service catalogue management

Answer: C

NEW QUESTION 285
- (Exam Topic 1)
Which ITIL guiding principle recommends using existing services, processes and tools when improving services?

A. Progress iteratively with feedback
B. Keep is simple and practical
C. Start where you are
D. Focus on value

Answer: C

NEW QUESTION 288
- (Exam Topic 1)
What is the purpose of the ‘deployment management’ practice?

A. To ensure services achieve agreed and expected performance
B. To make new or changed services available for use
C. To move new or changed components to live environments
D. To set clear business-based targets for service performance

Answer: C

NEW QUESTION 291
- (Exam Topic 1)
Identify the missing word in the following sentence.
The purpose of the service configuration management practice is to ensure that accurate and reliable information about the configuration of services, and the [?]
that support them, is available when and where it is needed.

A. suppliers
B. assets
C. customers
D. CIs

Answer: D

NEW QUESTION 296
- (Exam Topic 1)
Which guiding principle recommends standardizing and streamlining manual tasks?

A. Optimize and automate
B. Collaborate and promote visibility
C. Focus on value
D. Think and work holistically

Answer: A

NEW QUESTION 298
- (Exam Topic 1)
Which describes a set of defined steps for implementing improvements?

A. The ‘improve’ value chain activity
B. The ‘continual improvement register’
C. The ‘continual improvement model’
D. The ‘engage’ value chain activity

Answer: C

NEW QUESTION 299
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- (Exam Topic 1)
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

NEW QUESTION 304
- (Exam Topic 1)
What is the purpose of the 'information security management1 practice?

A. To ensure that accurate and reliable information about the configuration of services is available when and where it is needed
B. To observe services and service components
C. To protect the information needed by the organization to conduct its business
D. To plan and manage the full lifecycle of all IT assets

Answer: C

NEW QUESTION 309
- (Exam Topic 1)
What is defined as any component that needs to be managed in order to deliver an IT service?

A. A service request
B. An IT asset
C. A configuration item (CI)
D. An incident

Answer: C

NEW QUESTION 312
- (Exam Topic 1)
Which practices are typically involved in the implementation of a problem resolution?
* 1. Continual improvement
* 2. Service request management
* 3. Service level management
* 4. Change control

A. 1 and 2
B. 1 and 4
C. 3 and 4
D. 2 and 3

Answer: B

NEW QUESTION 316
- (Exam Topic 1)
Which practice has a purpose that includes aligning the organization's practices and services with changing business needs?

A. Relationship management
B. Continual improvement
C. Service configuration management
D. Service level management

Answer: B

NEW QUESTION 317
- (Exam Topic 1)
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
C. Keep it simple and practical
D. Optimize and automate

Answer: C

NEW QUESTION 322
- (Exam Topic 1)
Which statement about service desks is CORRECT?

A. The service desk should work in close collaboration with support and development teams
B. The service desk should rely on self-service portals instead of escalation to support teams
C. The service desk should remain isolated from technical support teams
D. The service desk should escalate all technical issues to support and development teams
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Answer: A

NEW QUESTION 324
- (Exam Topic 1)
Identify the missing word in the following sentence.
A known error is a problem that has been [?] and has not been resolved.

A. closed
B. logged
C. analysed
D. escalated

Answer: C

NEW QUESTION 326
- (Exam Topic 1)
Which is the purpose of the 'monitoring and event management' practice?

A. To ensure that accurate and reliable information about the configuration of services is available when and where it is needed
B. To systematically observe services and service components, and record and report selected changes of state
C. To protect the information needed by the organization to conduct its business
D. To minimize the negative impact of incidents by restoring normal service operation as quickly as possible

Answer: B

NEW QUESTION 328
- (Exam Topic 1)
How does information about problems and known errors contribute to 'incident management'?

A. It enables the reassessment of known erros
B. It enables quick and efficient diagnosis of incidents
C. It removes the need for collaboration during incident resolution
D. It removes the need for regular customer updates

Answer: B

NEW QUESTION 330
- (Exam Topic 1)
Which practice coordinates the classification, ownership and communication of service requests and incidents?

A. Supplier management
B. Service desk
C. Problem management
D. Relationship management

Answer: B

NEW QUESTION 332
- (Exam Topic 1)
Which TWO statements about the 'service request management' practice are CORRECT?
* 1. Service requests are part of normal service delivery
* 2. Complaints can be handled as service requests
* 3. Service requests result from a failure in service
* 4. Normal changes should be handled as service requests

A. 3 and 4
B. 2 and 3
C. 1 and 4
D. 1 and 2

Answer: D

NEW QUESTION 333
- (Exam Topic 4)
Which is recommended as pan of the 'progress iteratively with feedback' guiding principle?

A. Prohibit changes to plans after they have been finalized
B. Analyse the whole situation in detail before taking any action
C. Reduce the number of steps that produce tangible results
D. Organize work into small manageable units

Answer: D

Explanation: 
The ‘progress iteratively with feedback’ guiding principle encourages organizations to break down complex initiatives into smaller, simpler, and more manageable
units of work1. This principle also recommends seeking and acting on feedback from stakeholders, avoiding big-bang approaches, and adapting plans based on
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new information2. However, this principle does not advise prohibiting changes to plans, analysing the whole situation in detail, or reducing the number of steps that
produce tangible results, as these would be contrary to the iterative and adaptive nature of this principle3. References: ITIL Foundation - ITIL 4 Edition, page 7;
ITIL® 4 – A Pocket Guide, page 27; ITIL® 4 Practice Guide: Progress Iteratively with Feedback, page 9.

NEW QUESTION 336
- (Exam Topic 4)
Which is a key element of the 'think and work holistically' guiding principle?

A. Assessing which procedures can be re-used when improving a service
B. Understanding the methods applicable to complex systems
C. Eliminating metrics which do not contribute to achieving an objective
D. Using technology for standard tasks to give people time for complex activities

Answer: B

Explanation: 
No service, practice, process, department, or supplier stands alone. The outputs that the organization delivers to itself, its customers, and other stakeholders will
suffer unless it works in an integrated way to handle its activities as a whole, rather than as separate parts.
Taking a holistic approach to service management includes establishing an understanding of how all the parts of an organization work together in an integrated
way (remember the four dimensions of service management?), including having an end-to-end visibility of how demand is captured and translated into outcomes.
In a complex system, the alteration of one element can impact others and, where possible, these impacts need to be identified, analysed and planned for.
To apply this principle successfully, consider this advice:

 Recognize the complexity of the systems

 Collaboration is key to thinking and working holistically

Automation can facilitate working holistically
https://www.bmc.com/blogs/itil-guiding-principles/

NEW QUESTION 337
- (Exam Topic 4)
Which practice would be MOST involved in assessing the risk to services when a supplier modifies the contract they offer to the organization?

A. Incident management
B. Service level management
C. Service request management
D. Change enablement

Answer: B

Explanation: 
https://www.bmc.com/blogs/itil-service-level-management/ 

NEW QUESTION 339
- (Exam Topic 4)
Which practice has a purpose that includes managing risks to confidentiality, integrity and availability?

A. Information security management
B. Continual improvement
C. Monitoring and event management
D. Service level management

Answer: A

Explanation: 
To protect the information needed by the organization to conduct its business. This includes understanding and managing risks to the confidentiality, integrity, and
availability of information, as well as other aspects of information security such as authentication and non-repudiation.
https://www.bmc.com/blogs/itil-management-practices/

NEW QUESTION 343
- (Exam Topic 4)
What is the definition of service management?

A. A set of specialized organizational capabilities for enabling value for customers in the form of services
B. A result for a stakeholder enabled by one or more outputs
C. A formal description of one or more services designed to address the needs of a target consumer group
D. Joint activities performed by a service provider and a service consumer to ensure continual value co-creation

Answer: A

Explanation: 
Service management is the term used to describe how organizations manage their services to deliver value to their customers and other stakeholders. Service
management requires a set of specialized organizational capabilities, such as processes, roles, tools, and competencies, that enable the effective and efficient
delivery of services1. Service management is also a professional practice supported by an extensive body of knowledge, experience, and skills3. References: ITIL
Foundation - ITIL 4 Edition, page 2; ITIL® 4 – A Pocket Guide, page 11.

NEW QUESTION 346
- (Exam Topic 4)
What type of change is often used for resolving incidents or implementing security patches?
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A. Standard change
B. Normal change
C. Emergency change
D. Change model

Answer: C

Explanation: 

 A change that must be implemented as soon as possible without strictly following the standard process
e.g. to resolve an incident or implement a security patch.

 The process for assessment and authorization is expedited to ensure quick implementation, so scheduling and documentation is not a priority.

 The change authority may be separate from what is standard or normal practice, typically smaller in number but with greater capacity to expedite approval.
https://www.bmc.com/blogs/itil-change-enablement/

NEW QUESTION 347
- (Exam Topic 4)
What ensures that a service provider and a service consumer continually co-create value?

A. Service consumption
B. Service offerings
C. Change enablement
D. Service relationship management

Answer: D

Explanation: 
A service relationship is defined as the cooperation between a service provider and service consumer. Service relationships are established between two or more
organizations to co-create value. An organization can play the role of provider or consumer interchangeably, depending on the situation.
https://www.bmc.com/blogs/itil-key-concepts-service-management/#:~:text=and%20stakeholder%20manageme

NEW QUESTION 352
......
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