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Topic Break Down

Topic No. of Questions
Topic 1, Introduction to operational support and analysis | 2

Topic 2, Operational support and analysis processes 28

Topic 3, Common service operation activities 3

Topic 4, Organizing for service operation 10

Topic 5, Implementation considerations 2

Topic 6, Challenges, critical success factors and risks 1

Total 46
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QUESTION NO: 1

Which ITIL process ensures that the IT Services are restored as soon as possible in the case of a malfunction?
A. Change Management

B. Incident Management

C. Problem Management

D. Service Level Management

ANSWER: B

Explanation:

Incident Management is correct because its purpose is to manage the lifecycle of incidents and restore normal service
operation as quickly as possible, while minimizing the adverse effect on business operations. In ITIL, an incident is an
unplanned interruption to an IT service, a reduction in service quality, or an event that has not yet affected a service but may
do so. The immediate operational priority is therefore to diagnose, resolve, or provide an effective workaround so that users
can resume normal service. Incident Management coordinates activities such as incident logging, categorization,
prioritization, initial diagnosis, escalation, resolution, recovery, and closure. Its focus is rapid restoration of agreed service
levels; a permanent underlying cause does not have to be identified before service can be restored. This makes it the central
process for responding to a service malfunction and returning the affected IT service to normal operation promptly. ITIL
guidance describes the Incident Management practice and its restoration objective in the ITIL Incident Management Practice
Guide overview. A complementary description of the practice purpose is available in the PeopleCert ITIL 4 Practitioner:
Incident Management certification overview.

QUESTION NO: 2

An Incident has been resolved using a workaround, but a permanent correction requires a modification to the live service.
What should happen NEXT?

A. Close the Incident and make the permanent correction without further authorization
B. Raise a Request for Change and assess the permanent correction through Change Management
C. Reclassify the Incident as a Service Request

D. Ask the user to approve the technical solution directly

ANSWER: B

Explanation:

A Request for Change should be raised and assessed through Change Management is correct. Incident Management
focuses on restoring normal service operation as quickly as possible. A workaround may achieve this objective without
removing the underlying cause. When a permanent correction requires a change to the live environment, it must be
evaluated, authorized, planned, tested, and implemented through the organization’s Change Management process.

Problem Management may identify and document the root cause, Known Error, and proposed solution, but it does not
bypass change control. Raising a Request for Change ensures that the risks, impacts, resources, dependencies, and
implementation arrangements for the permanent correction are properly managed. See AXELOS ITIL guidance.

QUESTION NO: 3

A monitoring tool reports that a server backup completed successfully at its scheduled time.
How should this event normally be classified?

A. Informational
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B. Warning
C. Exception

D. Major Incident

ANSWER: A

Explanation:

The correct answer is “Informational”. Informational events confirm that a normal operation or expected activity has occurred.
A successful scheduled backup is useful operational information and may be logged for audit, reporting, or trend analysis,
but it does not normally require corrective action.

Warning events indicate that a threshold has been reached or a condition exists that may require attention, such as storage
utilization approaching an agreed limit. Exception events indicate an abnormal condition, failure, or breach of a threshold that
requires action. Event Management uses filtering and categorization to ensure that operational teams focus on events
requiring an appropriate response rather than being overwhelmed by routine messages.

QUESTION NO: 4

What is the difference between a Known Error and a Problem?

A. The underlying cause of a Known Error is known. The underlying cause of a Problem is not known
B. A Known Error involves an error in the IT infrastructure, A

C. Problem does not involve such an error.

D. A Known Error always originates from an Incident. This is not always the case with a Problem

E. With a Problem, the relevant Configuration Items have been identified. This is not the case with a Known Error.

ANSWER: A

Explanation:

The underlying cause of a Known Error is known. The underlying cause of a Problem is not known is the correct distinction in
the ITIL operational-support context. Problem management is responsible for identifying and managing the cause, or
potential cause, of one or more incidents. At the point a problem is recorded, investigation may still be required to establish
its root cause. Once investigation has identified the root cause and the issue has been documented for operational use—
normally together with a workaround where one is available—the problem can be recorded and managed as a known error.
This classification is valuable because the service desk and technical support teams can use the known-error information to
restore service more quickly when matching incidents recur, rather than repeating diagnostic work. A known error does not
necessarily mean that a permanent resolution has already been implemented; it means that the cause has been understood
and relevant knowledge has been captured. This supports incident resolution while the permanent correction is assessed,
scheduled, and implemented through the appropriate change controls. See the AXELOS ITIL glossary and the PeopleCert
ITIL certification overview for ITIL terminology and lifecycle context.
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