· Question 1
1 out of 1 points
	
	

	
	Service Design is the ____ stage of the Service Lifecycle.
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
2nd

	Correct Answer:
	[image: Correct]b. 
2nd



	
	
	


· Question 2
1 out of 1 points
	
	

	
	A package of documents that define all aspects of a service's design and requirements is referred to as a Service Design Package.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 3
1 out of 1 points
	
	

	
	ITIL was developed here:
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
The UK

	Correct Answer:
	[image: Correct]a. 
The UK



	
	
	


· Question 4
1 out of 1 points
	
	

	
	According to the sample Service Level Agreement Monitoring Chart (see Service Design slide deck), the Incident Response Time target for Service X was ______ in Week 2.
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
Met

	Correct Answer:
	[image: Correct]a. 
Met



	
	
	


· Question 5
1 out of 1 points
	
	

	
	This is a process in the Service Transition stage:
	
	
	

	
		Selected Answer:
	[image: Correct]c. 
Change Management

	Correct Answer:
	[image: Correct]c. 
Change Management



	
	
	


· Question 6
1 out of 1 points
	
	

	
	A Service is something that provides value and is available to a client from a provider.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 7
1 out of 1 points
	
	

	
	A priority in Continual Service Improvement is to:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Set up and run improvement projects

	Correct Answer:
	[image: Correct]b. 
Set up and run improvement projects



	
	
	


· Question 8
0 out of 1 points
	
	

	
	A purpose of the Service Operation stage is to:
	
	
	

	
		Selected Answer:
	[image: Incorrect]d. 
none of the above

	Correct Answer:
	[image: Correct]b. 
manage services in the live environment



	
	
	


· Question 9
1 out of 1 points
	
	

	
	This is not a purpose of the Demand Management process:
	
	
	

	
		Selected Answer:
	[image: Correct]c. 
Creating cost models

	Correct Answer:
	[image: Correct]c. 
Creating cost models



	
	
	


· Question 10
1 out of 1 points
	
	

	
	This is not an activity of the Availability Management process:
	
	
	

	
		Selected Answer:
	[image: Correct]c. 
Evaluate and establish new suppliers and contracts

	Correct Answer:
	[image: Correct]c. 
Evaluate and establish new suppliers and contracts



	
	
	


· Question 11
1 out of 1 points
	
	

	
	This is a process in the Service Strategy stage:
	
	
	

	
		Selected Answer:
	[image: Correct]d. 
Demand Management

	Correct Answer:
	[image: Correct]d. 
Demand Management



	
	
	


· Question 12
1 out of 1 points
	
	

	
	Services that are no longer available are located in the Service Pipeline category of a Service Portfolio.
	
	
	

	
		Selected Answer:
	[image: Correct] False

	Correct Answer:
	[image: Correct] False



	
	
	


· Question 13
1 out of 1 points
	
	

	
	Implementation and ongoing management are activities identified in the IT Service Continuity Process.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 14
1 out of 1 points
	
	

	
	The role of Technology Management is to:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Be the custodian of technical knowledge and expertise related to managing the IT infrastructure

	Correct Answer:
	[image: Correct]b. 
Be the custodian of technical knowledge and expertise related to managing the IT infrastructure



	
	
	


· Question 15
0 out of 1 points
	
	

	
	Continual Service Improvement is considered a stage in the ITIL Service Lifecycle.
	
	
	

	
		Selected Answer:
	[image: Incorrect] True

	Correct Answer:
	[image: Correct] False



	
	
	


· Question 16
1 out of 1 points
	
	

	
	This is not a process in the Service Design stage:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Access Management

	Correct Answer:
	[image: Correct]b. 
Access Management



	
	
	


· Question 17
1 out of 1 points
	
	

	
	The purpose of Continual Service Improvement is to align and realign IT Services to changing business needs by identifying and implementing improvements to IT Services that support the business process.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 18
1 out of 1 points
	
	

	
	This is an activity of the Service Level Management process:
	
	
	

	
		Selected Answer:
	[image: Correct]d. 
Meeting with the customer and other stakeholders of the Service

	Correct Answer:
	[image: Correct]d. 
Meeting with the customer and other stakeholders of the Service



	
	
	


· Question 19
1 out of 1 points
	
	

	
	This process ensures that the level of availability delivered in all IT Services meets the availability needs and/or service targets in a cost effective manner.
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Availability Management

	Correct Answer:
	[image: Correct]b. 
Availability Management



	
	
	


· Question 20
1 out of 1 points
	
	

	
	This is a process in the Service Operation stage:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Access Management

	Correct Answer:
	[image: Correct]b. 
Access Management



	
	
	


· Question 21
1 out of 1 points
	
	

	
	A benefit of the Business Relationship Management process is that it monitors which services consume the most assets.
	
	
	

	
		Selected Answer:
	[image: Correct] False

	Correct Answer:
	[image: Correct] False



	
	
	


· Question 22
1 out of 1 points
	
	

	
	This is not an activity of the Information Security Management process:
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
Planning the resources needed for Service Design activities

	Correct Answer:
	[image: Correct]a. 
Planning the resources needed for Service Design activities



	
	
	


· Question 23
1 out of 1 points
	
	

	
	All are processes in the Service Design stage except for:
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
Business Relationship Management

	Correct Answer:
	[image: Correct]a. 
Business Relationship Management



	
	
	


· Question 24
1 out of 1 points
	
	

	
	Change Management is a process in the Service Design stage.
	
	
	

	
		Selected Answer:
	[image: Correct] False

	Correct Answer:
	[image: Correct] False



	
	
	


· Question 25
1 out of 1 points
	
	

	
	All are part of the 4 P’s of Service Design except for:
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
Payroll

	Correct Answer:
	[image: Correct]a. 
Payroll



	
	
	


· Question 26
1 out of 1 points
	
	

	
	This version of ITIL organized the processes into two categories: Services Support and Service Delivery:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
ITIL v2

	Correct Answer:
	[image: Correct]b. 
ITIL v2



	
	
	


· Question 27
1 out of 1 points
	
	

	
	These are processes of the Service Design stage:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Availability Management & Design Coordination

	Correct Answer:
	[image: Correct]b. 
Availability Management & Design Coordination



	
	
	


· Question 28
1 out of 1 points
	
	

	
	This is not a process in the Service Transition stage:
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
Supplier Management

	Correct Answer:
	[image: Correct]a. 
Supplier Management



	
	
	


· Question 29
1 out of 1 points
	
	

	
	ITIL is a body of knowledge that represents guidance on how to manage IT Services.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 30
1 out of 1 points
	
	

	
	According to the sample Service Level Agreement Monitoring Chart (see Service Design slide deck), the Service Desk Response Time target for Service X was breached in Week 3.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 31
1 out of 1 points
	
	

	
	Both live and retired services are housed in the:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Service Portfolio

	Correct Answer:
	[image: Correct]b. 
Service Portfolio



	
	
	


· Question 32
1 out of 1 points
	
	

	
	This is not a process in the Service Operation stage:
	
	
	

	
		Selected Answer:
	[image: Correct]d. 
Capacity Management

	Correct Answer:
	[image: Correct]d. 
Capacity Management



	
	
	


· Question 33
1 out of 1 points
	
	

	
	This is not a process in the Service Strategy stage: 
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Design Coordination

	Correct Answer:
	[image: Correct]b. 
Design Coordination



	
	
	


· Question 34
1 out of 1 points
	
	

	
	According to the sample Service Level Agreement Monitoring Chart (see Service Design slide deck), the Availability target for Service X was ______ in Week 4.
	
	
	

	
		Selected Answer:
	[image: Correct]c. 
Threatened

	Correct Answer:
	[image: Correct]c. 
Threatened



	
	
	


· Question 35
1 out of 1 points
	
	

	
	A purpose of the Supplier Management Process is to:
	
	
	

	
		Selected Answer:
	[image: Correct]c. 
Obtain value for money from suppliers

	Correct Answer:
	[image: Correct]c. 
Obtain value for money from suppliers



	
	
	


· Question 36
0 out of 1 points
	
	

	
	This stage of the Service Lifecycle sets the strategic direction of IT services:
	
	
	

	
		Selected Answer:
	[image: Incorrect]b. 
Service Design

	Correct Answer:
	[image: Correct]a. 
Service Strategy



	
	
	


· Question 37
0 out of 1 points
	
	

	
	A purpose of the Service Design stage is to:
	
	
	

	
		Selected Answer:
	[image: Incorrect]a. 
Plan and manage changes to services and deploy releases into the live environment

	Correct Answer:
	[image: Correct]d. 
Design the Service to meet requirements



	
	
	


· Question 38
1 out of 1 points
	
	

	
	An Internal Service provider:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
is an internal IT department that serves one business unit

	Correct Answer:
	[image: Correct]b. 
is an internal IT department that serves one business unit



	
	
	


· Question 39
1 out of 1 points
	
	

	
	One of the 4 P's to take into consideration when designing a Service is 'Processes'.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 40
1 out of 1 points
	
	

	
	All of the following are activities in the Service Portfolio Management process except for:
	
	
	

	
		Selected Answer:
	[image: Correct]c. 
Test and Implement

	Correct Answer:
	[image: Correct]c. 
Test and Implement



	
	
	


· Question 41
1 out of 1 points
	
	

	
	A purpose of the Design Coordination process is:
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
To ensure that the goals and objectives of the Service Design stage are met

	Correct Answer:
	[image: Correct]a. 
To ensure that the goals and objectives of the Service Design stage are met



	
	
	


· Question 42
0 out of 1 points
	
	

	
	The Service Desk function includes activities such as logging incidents and service requests and conducting satisfaction surveys.
	
	
	

	
		Selected Answer:
	[image: Incorrect] False

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 43
1 out of 1 points
	
	

	
	ITIL:
	
	
	

	
		Selected Answer:
	[image: Correct]d. 
All of the above are true about ITIL

	Correct Answer:
	[image: Correct]d. 
All of the above are true about ITIL



	
	
	


· Question 44
1 out of 1 points
	
	

	
	A purpose of the Service Level Management Process is to manage services in the live environment.
	
	
	

	
		Selected Answer:
	[image: Correct] False

	Correct Answer:
	[image: Correct] False



	
	
	


· Question 45
1 out of 1 points
	
	

	
	Identifying patterns of business activity and user profiles is an activity of which process?
	
	
	

	
		Selected Answer:
	[image: Correct]d. 
Demand Management

	Correct Answer:
	[image: Correct]d. 
Demand Management



	
	
	


· Question 46
1 out of 1 points
	
	

	
	In ITIL v2, Incident Management, Release Management, and Problem Management were located in this category:
	
	
	

	
		Selected Answer:
	[image: Correct]d. 
Service Support

	Correct Answer:
	[image: Correct]d. 
Service Support



	
	
	


· Question 47
1 out of 1 points
	
	

	
	A customer complaint can initiate or trigger the Business Relationship Management process.
	
	
	

	
		Selected Answer:
	[image: Correct] True

	Correct Answer:
	[image: Correct] True



	
	
	


· Question 48
1 out of 1 points
	
	

	
	The duration that a customer uses a service for is part of their:
	
	
	

	
		Selected Answer:
	[image: Correct]a. 
Pattern of Business Activity

	Correct Answer:
	[image: Correct]a. 
Pattern of Business Activity



	
	
	


· Question 49
1 out of 1 points
	
	

	
	This is a process in the Service Design Stage:
	
	
	

	
		Selected Answer:
	[image: Correct]b. 
Availability Management

	Correct Answer:
	[image: Correct]b. 
Availability Management



	
	
	


· Question 50
1 out of 1 points
	
	

	
	A purpose of the Business Relationship Management process is to determine whether or not demand for a service exists.
	
	
	

	
		Selected Answer:
	[image: Correct] False

	Correct Answer:
	[image: Correct] False
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