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QUESTION 1

What should a release policy include? 

A. Roles and responsibilities across all the service transition processes 

B. Roles and responsibilities for updating the configuration management database (CMDB) 

C. Criteria and authorization to exit early life support and handover to the service operation function 

D. How request for changes (RFCs) are approved for software releases in the IT production environment 

Correct Answer: C 

 

QUESTION 2

What are the categories of event described in the ITIL service operation book? 

A. Informational, scheduled, normal 

B. Scheduled, unscheduled, emergency 

C. Informational, warning, exception 

D. Warning, reactive, proactive 

Correct Answer: C 

 

QUESTION 3

Which of the following is an example of self-help capabilities? 

A. Menu-driven range of facilities used to access service requests 

B. Calls to the service desk to register standard changes 

C. A software update downloaded automatically to all laptops in an organization 

D. Software to allow programmers to debug code 

Correct Answer: A 

 

QUESTION 4

The positive effect that customers perceive a service can have on their business outcomes is referred to as what? 

A. The utility of a service 

B. The warranty of a service 
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C. The economic value of a service 

D. Return on investment 

Correct Answer: A 

 

QUESTION 5

Implementation of ITIL Service Management requires preparing and planning the effective and efficient use of: 

A. People, Process, Partners, Suppliers 

B. People, Process, Products, Technology 

C. People, Process, Products, Partners 

D. People, Products, Technology, Partners 

Correct Answer: C 
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