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QUESTION 1

Which phase of the ITIL lifecycle provides the following benefit: The Total Cost of Ownership (TCO) of a service can be
minimized if all aspects of the service, the processes and the technology are considered during development? 

A. Service Design 

B. Service Strategy 

C. Service Operation 

D. Continual Service Improvement 

Correct Answer: A 

 

QUESTION 2

Which is NOT a service desk type described in the ITIL service operation guidance? 

A. Local 

B. Centralized 

C. Outsourced 

D. Virtual 

Correct Answer: C 

 

QUESTION 3

Before embarking on the 7-step Continual Service Improvement (CSI) process, which of the following items need to be
identified? 

A. Business Objectives, IT Objectives, Process Metrics 

B. Process Models, Goals and Objectives 

C. Vision and Strategy, Tactical Goals and Operational Goals 

D. Business and IT Strategy and Process Definitions 

Correct Answer: C 

 

QUESTION 4

What is a RACI model used for? 

A. Performance analysis 
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B. Recording configuration items 

C. Monitoring services 

D. Defining roles and responsibilities 

Correct Answer: D 

 

QUESTION 5

Which of the following statements about incident reporting and logging is CORRECT? 

A. Incidents can only be reported by users, since they are the only people who know when a service has been
disrupted 

B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal service. This includes
technical staff 

C. All calls to the Service Desk must be logged as Incidents to assist in reporting Service Desk activity 

D. Incidents reported by technical staff must be logged as Problems because technical staff manages infrastructure
devices not services 

Correct Answer: B 
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