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QUESTION NO: 1

Which one of the following does service metrics measure?
A. Functions

B. Maturity and cost

C. The end-to-end service

D. Infrastructure availability

ANSWER: C

Explanation:

Service metrics measure the end-to-end service as experienced and received by the customer or user. In ITIL, metrics are
commonly organized into technology, process, and service metrics. Service metrics provide the business- and customer-
focused view: they assess whether the complete service delivers its agreed outcomes and utility/warranty, rather than merely
reporting the condition of an individual component or the performance of an internal activity. This end-to-end perspective is
essential because a service can depend on multiple technologies, suppliers, processes, and teams; meaningful service
measurement brings these elements together into indicators such as achieved service levels, availability as perceived by
users, transaction success, or customer satisfaction. The results support service-level reporting, continual improvement, and
informed decisions about whether value is being co-created for consumers. Axelos’ ITIL glossary describes a service as a
means of enabling value co-creation by facilitating outcomes customers want to achieve, which supports measuring service
performance in terms of the whole delivered service rather than isolated internal elements. See the Axelos definition of a
service and Axelos’ overview of service management.

QUESTION NO: 2

Which lifecycle stage defines how value is created and delivered?
A. Service design

B. Service strategy

C. Continual service improvement

D. Service operation

ANSWER: B

Explanation:

Service strategy is correct because it establishes the service provider’s approach to creating value for customers and
achieving business outcomes. In the ITIL service lifecycle, this stage determines which services should be offered, which
customer needs and market spaces they address, the outcomes customers want to achieve, and the resources and
capabilities required to deliver those outcomes. It therefore provides the direction that guides the remaining lifecycle work,
ensuring that service investments and service offerings are purposeful, viable, and aligned with business priorities.

Value is understood in terms of utility and warranty: utility concerns what the service does to support a customer’s desired
outcome, while warranty concerns assurance that it will be available, capable, continuous, and secure enough for use. By
defining the intended value proposition and the strategy for realizing it, Service strategy gives the organization a basis for
making informed decisions about demand, service portfolios, financial management, and relationships with business
customers. This aligns with the ITIL guidance that service management exists to enable value co-creation through services.
See AXELQOS ITIL guidance and PeopleCert’s ITIL certification overview.

QUESTION NO: 3

What is the name of the group that should review changes that must be implemented faster than the normal change
process?
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A. Technical management
B. Emergency change advisory board
C. Urgent change board

D. Urgent change authority

ANSWER: B

Explanation:

Emergency change advisory board is correct. In ITIL change management terminology, an emergency change is one that
must be assessed and implemented more quickly than the normal change process allows, commonly to resolve a major
incident, address a serious vulnerability, or prevent substantial business impact. Although expedited, the change still
requires appropriate evaluation of risk, impact, implementation approach, and authorization. The emergency change
advisory board provides the appropriately empowered, relevant expertise needed to review the proposed emergency change
and support a rapid authorization decision. Its membership is typically selected according to the situation, so the necessary
technical, business, service, and risk perspectives can be available without the delay of convening the full normal change
advisory board. This preserves governance and accountability while recognizing that the urgency of the situation requires an
accelerated process. ITIL guidance treats change enablement as a practice that balances the need to make beneficial
changes with the need to protect services and manage risk. See the AXELOS ITIL overview and PeopleCert ITIL certification
information.

QUESTION NO: 4

Which of the following identifies the purpose of service transition planning and support?

A. Provide overall planning for service transitions and co-ordinate the resources they require

B. Ensure that all service transitions are properly authorized

C. Provide the resources to allow all infrastructure elements of a service transition to be recorded and tracked

D. To define testing scripts to ensure service transitions are unlikely to ever fail

ANSWER: A

Explanation:

The correct answer is “Provide overall planning for service transitions and co-ordinate the resources they require”. In ITIL
Foundation, transition planning and support is the process responsible for coordinating and planning the resources needed
to deploy a new or changed service successfully. Its purpose is to provide overall planning and coordination for service
transitions, ensuring that the relevant activities, people, information, technology, and supporting capabilities are available
when required. This process works across the service transition lifecycle stage, helping transition activity proceed in an
integrated and controlled way rather than as isolated technical tasks. It considers the transition’s scope, schedule,
dependencies, risks, readiness, and resource requirements, and it maintains appropriate plans for the transition. Effective
planning and support therefore helps ensure that changes can move into operation in line with agreed service requirements
and business expectations. This wording directly matches the purpose stated for the ITIL v3/2011 Transition Planning and
Support process. For further ITIL lifecycle context, see the AXELOS ITIL overview and the PeopleCert ITIL certification
information.

QUESTION NO: 5

How are groups, teams, departments and divisions classified?
A. Processes
B. Functions

C. Roles
- Page 4 of 18
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D. Technicians

ANSWER: B

Explanation:

Groups, teams, departments and divisions are classified as functions. In ITIL, a function is a team or group of people and
the tools or other resources they use to carry out one or more processes or activities. Functions are organizational units with
defined responsibilities, capabilities, and often a particular specialization. Examples commonly used in service management
include a service desk, technical management, application management, and IT operations management.

This classification distinguishes the organizational structure that supplies people and capabilities from the work practices
used to achieve objectives. A function may participate in and support several service-management activities, coordinating its
specialized resources to deliver and support services. Groups, teams, departments, and divisions are therefore practical
examples of how a function can be organized at different scales within an organization. This usage is consistent with ITIL
Foundation terminology describing functions as organizational entities that perform specified activities and contribute to
service management. See the AXELOS ITIL glossary and the PeopleCert ITIL Foundation certification overview.

QUESTION NO: 6

A known error has been created after diagnosis of a problem was complete but before a workaround has been found. Is this
a valid approach?

A. Yes: for information purposes, a known error record can be created at any time it is prudent to do so
B. No: the Known Error should be created before the problem is logged
C. No: a known error record is created when the original incident is raised

D. No: a known error record should be created with the next release of the service

ANSWER: A

Explanation:

“Yes: for information purposes, a known error record can be created at any time it is prudent to do so” is correct. In ITIL
problem management, a known error record is a practical means of capturing and sharing the results of problem
investigation once sufficient useful knowledge is available. Completing diagnosis may establish the nature or cause of the
problem and provide information that can help service desk staff, technical teams, and support groups recognize related
incidents, assess their impact, or continue investigation efficiently. It is therefore sensible to create the record before a
workaround has been identified, provided it delivers operational value.

The record can be progressively updated as knowledge improves. Once a workaround is discovered, it should be
documented promptly so that incident resolution can be accelerated and users’ disruption reduced. When a permanent
solution is developed and deployed, the known error record can also be updated to reflect the resolution and relevant links to
change records or knowledge articles. This approach supports knowledge sharing, avoids repeated diagnostic effort, and
maintains visibility of unresolved underlying issues. ITIL describes problem management as identifying and managing
causes of incidents, while preserving and using knowledge to reduce the likelihood and impact of incidents. See AXELOS
ITIL guidance and PeopleCert ITIL certification information.

QUESTION NO: 7

Which statement is CORRECT?

A. A function is a set of responsibilities allocated to a service manager

B. A process is a team or group of people and the tools they use to perform one or more activities
C. A function is a set of specialised organisational capabilities

D. A process is a structured set of activities designed to accomplish a specific objective
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ANSWER: D

Explanation:

“A process is a structured set of activities designed to accomplish a specific objective” is correct. In ITIL terminology, a
process is deliberately organized: it takes one or more defined inputs, uses activities and controls to transform them, and
produces specified outputs or outcomes. Its purpose is to achieve an objective consistently and in a repeatable, measurable
way. Processes therefore establish the coordinated workflow needed to manage and deliver services, rather than merely
describing an organizational team, an individual’s responsibilities, or a capability in isolation.

This definition is central to the ITIL Foundation treatment of service management. ITIL uses processes to make
responsibilities, interfaces, measurements, and expected results clear across the service provider. For example, incident
management follows a structured process to restore normal service operation efficiently, with activities arranged to meet that
objective. The wording in the correct statement closely matches the established ITIL glossary definition of a process. See the
AXELOS glossary and the PeopleCert ITIL certification overview for ITIL terminology and service-management context.

QUESTION NO: 8

Which is the CORRECT list of the three levels of a multi-level service level agreement (SLA)?
A. Technology, customer, user

B. Corporate, customer, service

C. Corporate, customer, technology

D. Service,user, IT

ANSWER: B

Explanation:

Corporate, customer, service is the correct three-level structure for a multi-level SLA in ITIL Foundation terminology. This
structure organizes commitments so that common requirements are documented once at the appropriate level, while
retaining the ability to define commitments that are specific to an individual customer or service. The corporate level covers
SLA matters that apply broadly across the organization, such as common policies, standards, or general service-
management commitments. The customer level records requirements that apply to a particular customer or business unit
and can cover all services delivered to that customer. The service level then defines targets and commitments for a
particular service, often in relation to that customer. This layered approach reduces duplication, makes agreements easier to
maintain, and provides a clear link between enterprise-wide expectations, customer needs, and measurable service targets.
ITIL treats service level management as the practice responsible for setting clear, business-based targets for service utility,
warranty, and experience. See the official PeopleCert ITIL Foundation certification page and the AXELOS overview of
service level management.

QUESTION NO: 9

What BEST describes the purpose of analyzing risk?
A. To assess impact and urgency

B. To assess impact and probability

C. To review remediation planning

D. To review transition planning

ANSWER: B

Explanation:
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To assess impact and probability is correct because risk analysis establishes an understanding of both the potential
consequences of a risk and the likelihood that it will occur. Impact considers the extent to which an event could affect service
value, agreed outcomes, customers, users, costs, compliance, or organizational objectives. Probability, also called
likelihood, considers how likely the event is to happen. Assessing these two dimensions enables an organization to evaluate
the level of exposure posed by each risk and prioritize appropriate risk treatment or response activities. This supports
consistent, informed decisions about where attention and resources are most needed, rather than treating every identified
risk as equally significant. ITIL risk management practices use this kind of evaluation to help manage uncertainty in a way
that protects and enables value co-creation. ISO’s risk-management guidance likewise describes risk assessment as
including risk analysis, which develops an understanding of risk and its characteristics. See the ISO 31000 risk-management
overview and PeopleCert’s ITIL certification overview.

QUESTION NO: 10

When can a known error record be raised?
1. At any time it would be useful to do so
2. After a workaround has been found

A. 2 only

B. 1 only

C. Neither of the above

D. Both of the above

ANSWER: D
Explanation:

Both of the above is correct. In ITIL terminology, a known error is a problem that has been analysed but has not yet been
resolved. A known error record documents the understanding available at that point, including symptoms, the underlying
cause when identified, and any available workaround. The record can be created whenever doing so will help restore
service, support service desk staff, prevent repeated diagnostic effort, or make useful knowledge available to incident
resolution teams. It is therefore not necessary to wait for every aspect of investigation to be complete.

A workaround is particularly valuable information to capture in a known error record because it provides a practical means of
reducing or eliminating the impact of related incidents while a permanent resolution is being developed. Consequently,
raising or updating the record after a workaround has been found is an appropriate and common use of known error
management. The key principle is usefulness: the record should be made available as soon as it can provide actionable
support to incident handling and problem control. See the AXELOS definition of a known error and the ITIL certification
overview from PeopleCert.

QUESTION NO: 11

Which process is responsible for discussing reports with customers showing whether services have met their targets?
A. Continual service improvement

B. Change management

C. Service level management

D. Availability management

ANSWER: C

Explanation:
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Service level management is correct because it manages and maintains the agreed service targets between the service
provider and its customers. A core activity of this process is monitoring, measuring, reporting, and reviewing service
performance against the service level targets documented in service level agreements. It provides customers with service
reports and discusses the results with them, including whether agreed targets have been achieved and any actions needed
to maintain or improve service quality. These reviews ensure that service expectations remain understood, measurable, and
aligned with business needs. In ITIL Foundation terminology, service level management is specifically accountable for
negotiating service level agreements and ensuring that service delivery is assessed against those commitments. Reporting
and discussing target achievement with customers is therefore an essential part of managing the service relationship rather
than merely collecting operational metrics. The official ITIL glossary defines service level management as the practice of
setting clear, business-based targets for service levels and ensuring that delivery of services is properly assessed,
monitored, and managed against these targets. See AXELOS: Service level management and PeopleCert: ITIL 4
Foundation.

QUESTION NO: 12

What would be the next step in the continual service improvement (CSI) model after:
1. What is the vision?

2. Where are we now?

3. Where do we want to be?

4. How do we get there?

5. Did we get there?

6.7

A. What is the return on investment (ROI)?

B. How much did it cost?

C. How do we keep the momentum going?

D. What is the value on investment (VOI)?

ANSWER: C
Explanation:

The next step is “How do we keep the momentum going?” The ITIL continual service improvement model is deliberately
cyclical rather than a one-time project sequence. Once an organization has assessed whether it reached the agreed target, it
must sustain the improvement, embed successful practices into normal operations, identify further opportunities, and begin
the improvement cycle again. This ensures that benefits do not fade after implementation and that service management
continues to adapt to changing business needs, customer expectations, performance data, and technology.

Keeping momentum involves communicating outcomes, reinforcing ownership, monitoring the measures used to evaluate
success, and using lessons learned to define the next improvement initiative. This reflects the purpose of continual
improvement: aligning services and practices with evolving stakeholder needs through ongoing measurement and
improvement activity. The classic seven-step CSl approach is documented in ITIL Foundation learning materials and is also
consistent with the continual-improvement guidance in the current ITIL framework. See AXELOS: Continual improvement in
ITIL and PeopleCert ITIL 4 Foundation.

QUESTION NO: 13

Which value chain activity ensures that stakeholders have a shared understanding of the vision, current status and
improvement direction?

A. Engage
B. Plan
- Page 8 of 18
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C. Obtain/build

D. Deliver and support

ANSWER: B

Explanation:

Plan is correct. The plan value chain activity ensures a shared understanding of the organization’s vision, current status and
improvement direction for all products and services. It provides the basis for coordinated decisions and helps ensure that
work across the organization is aligned with agreed priorities.

Although all service value chain activities can involve planning at some level, the Plan activity has this specific purpose
within the ITIL service value chain. The other activities are improve, engage, design and transition, obtain/build, and deliver
and support. See the PeopleCert ITIL certification overview.

QUESTION NO: 14

Which process works with change management to ensure only authorized components are used?
A. Knowledge management

B. Service portfolio management

C. Service asset and configuration management

D. Financial management for IT services

ANSWER: C

Explanation:

Service asset and configuration management is correct because it maintains reliable, accurate information about the
components required to deliver services and about the relationships between those components. In ITIL Foundation
terminology, these components are configuration items, which can include infrastructure, software, documentation, services,
and other assets that need to be controlled. The process identifies configuration items, records their attributes and
relationships, and maintains their status throughout their lifecycle.

Change management relies on this controlled configuration information to assess the impact of proposed changes and to
ensure that changes affect the appropriate authorized items. In turn, configuration control verifies that the configuration
remains aligned with approved requirements and that only authorized versions, components, and relationships are in use.
This coordination protects service integrity, supports accurate impact assessment, and provides traceability between
approved changes and the service environment. The ITIL Foundation syllabus describes service asset and configuration
management as ensuring that assets required to deliver services are properly controlled and that accurate, reliable
information is available when needed. See the ITIL Foundation overview from PeopleCert and the ITIL UK professional
community for ITIL service-management context.

QUESTION NO: 15

Which process includes business, service and component sub-processes?
A. Capacity management

B. Incident management

C. Service level management

D. Financial management

ANSWER: A
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Explanation:

Capacity management is correct because ITIL defines it as a process that ensures IT services and their supporting
components can meet agreed current and future capacity and performance requirements in a cost-effective and timely way.
In the ITIL Foundation lifecycle guidance, capacity management is structured into three closely related sub-processes:
business capacity management, service capacity management, and component capacity management. Business capacity
management translates present and anticipated business needs into requirements for services. Service capacity
management focuses on end-to-end service performance and capacity, while component capacity management addresses
the individual technology components that underpin those services. This layered structure enables capacity decisions to
connect strategic business demand with service-level needs and the detailed resource capability of infrastructure,
applications, and other components. It supports planning, monitoring, analysis, tuning, and reporting so that capacity
remains aligned with demand as it changes. The ITIL glossary also describes capacity management in terms of ensuring
capacity meets agreed requirements. See the AXELOS ITIL glossary and the UK government’s archived guidance on
managing capacity and demand for related service-management context.

QUESTION NO: 16

Which one of the following would be the MOST useful in helping to define roles and responsibilities in an organizational
structure?

A. RACI model
B. Incident model
C. Continual service improvement (CSI) approach

D. The Deming Cycle

ANSWER: A

Explanation:

The RACI model is the most useful tool for defining roles and responsibilities because it maps the work involved in an
activity, process, service, or decision to the people or groups participating in it. It identifies who is Responsible for performing
the work, who is Accountable for ensuring the outcome is achieved, who must be Consulted for input, and who should be
Informed about progress or decisions. This makes responsibility assignments visible and unambiguous within an
organizational structure.

In ITIL practice, clear role definition supports effective process ownership, decision-making, communication, and
governance. A RACI model can be applied to activities such as incident resolution, change authorization, service-level
management, and continual improvement. By documenting the appropriate involvement for each activity, it helps avoid gaps,
duplicated effort, and uncertainty over who has authority to make decisions. It is therefore especially valuable when teams,
suppliers, or functional units need to coordinate their work across service-management processes. Further guidance on the
model is available from AXELOS: RACI model guide and the ITIL Foundation certification overview.

QUESTION NO: 17

A process owner is responsible for which of the following?
1. Defining the process strategy

2. Assisting with process design

3. Improving the process

4. Performing all activities involved in a process

A. 2,3 and 4 only

B. All of the above

C. 1,2 and 3 only
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D. 1, 2 and 4 only

ANSWER: C

Explanation:

1, 2 and 3 only is correct. In ITIL, the process owner is accountable for ensuring that a process is fit for purpose,
documented, governed, and continually improved. This accountability includes establishing the process vision and strategy:
defining what the process is intended to achieve, how it supports service-management objectives, and the controls and
measures needed to assess performance. The process owner also contributes to and oversees process design, ensuring
that workflows, roles, interfaces, procedures, and supporting tools form a coherent and usable process.

Continual improvement is a core part of process ownership. The owner reviews performance information, identifies
opportunities for improvement, prioritizes changes, and ensures that improvements preserve the process’s ability to deliver
its intended outcomes. Although the process owner has overall accountability and may coordinate activities across teams,
the operational activities within the process are carried out by process practitioners and other assigned roles. ITIL
distinguishes accountability for the process from responsibility for performing individual process activities. See the ITIL
overview from PeopleCert and the ITIL best-practice overview from AXELOS.

QUESTION NO: 18

What BEST defines serviceability?

A. How quickly a service or component can be restored to normal working order

B. How long a service or component can perform its agreed function without failure
C. The ability of a third-party supplier to meet the terms of its contract

D. The part of the business process that is critical to providing the service

ANSWER: C

Explanation:

The ability of a third-party supplier to meet the terms of its contract is the best definition of serviceability in ITIL Foundation
terminology. Serviceability concerns the performance of an external supplier or vendor in delivering what has been
contractually agreed, such as support, maintenance, availability commitments, response targets, replacement arrangements,
or other service obligations. It therefore helps an organization assess whether a supplier can support the required level of
service throughout the lifecycle of a service or component.

In practice, serviceability is important where the IT service provider depends on third parties for hardware, software, cloud
platforms, telecommunications, facilities, or specialist support. Contractual requirements should be measurable and aligned
with the organization’s service level commitments, so that supplier performance can be monitored and managed effectively.
This relationship between supplier commitments and service delivery is a key concern of supplier management. The ITIL
glossary defines serviceability specifically in terms of a third-party supplier’s ability to meet contractual terms. See the
AXELOS ITIL glossary entry for serviceability and the AXELOS overview of supplier management.

QUESTION NO: 19

Which of the following BEST describes a service offering?

A. A description of one or more services designed to address the needs of a target consumer group
B. A formal agreement between a provider and an external supplier

C. A measure of the availability and performance of a service

D. A complete list of all configuration items used by a service
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ANSWER: A

Explanation:

A description of one or more services designed to address the needs of a target consumer group is correct. A service
offering describes what a service provider makes available to consumers. It can include goods, access to resources and
service actions. Different service offerings may be created for different consumer groups, depending on their requirements
and expected outcomes.

A service offering is not the same as the service itself, a service level agreement, or a contract with a supplier. It is the
structured description of what is being offered to support value co-creation with service consumers. Further ITIL terminology
is available through the AXELOS glossary.

QUESTION NO: 20

Which describes a proactive trigger for problem management?
A. Automated detection of an infrastructure or application fault, using event/alert tools automatically to raise an incident

B. Analysis of an incident by a technical support group which reveals that an underlying problem exists,
or is likely to exist

C. Suspicion or detection of a cause of one or more incidents by the service desk

D. Trending of historical incident records to identify one or more underlying causes

ANSWER: D

Explanation:

“Trending of historical incident records to identify one or more underlying causes” describes a proactive trigger for problem
management. Proactive problem management seeks to identify and remove potential causes of incidents before they result
in further disruption. Reviewing and trending past incident data can reveal recurring patterns, such as repeated failures of a
component, service, location, or user activity. Those patterns provide evidence that an underlying problem may exist and
justify investigation, root-cause analysis, and preventive action.

In ITIL Foundation guidance, problem management includes both reactive and proactive activities. Reactive work is initiated
in response to incidents that have already occurred, whereas proactive work uses information such as incident trends and
monitoring data to detect weaknesses and reduce the likelihood or impact of future incidents. The objective is not merely to
record recurring incidents, but to identify their underlying cause and manage an appropriate solution, workaround, or
improvement. This supports service reliability and continual improvement by preventing recurrence rather than waiting for
users to report another interruption. See the ITIL problem management practice overview and the ITIL 4 Foundation
certification overview.

QUESTION NO: 21

Which role is accountable for the operational management of a process?
A. Process practitioner

B. Process manager

C. Service manager

D. Change manager

ANSWER: B

Explanation:
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Process manager is correct. In ITIL 4, a process is a set of interrelated or interacting activities that transform inputs into
outputs. The process manager role is accountable for ensuring that a process is fit for purpose and is managed effectively in
day-to-day operation. This includes coordinating the process’s activities, monitoring its performance, identifying opportunities
for measurement and improvement, and ensuring the process is documented and understood by the people who use it. The
role therefore provides the operational management needed to make the process consistently support agreed service-
management objectives.

Accountability is distinct from performing individual process activities. A process may involve many people and teams, but
the process manager has overall responsibility for how the process operates, performs, and develops. ITIL emphasizes clear
ownership and accountability so that practices and processes are governed, measured, and continually improved in a way
that supports value co-creation. See AXELOS’s overview of ITIL 4 Foundation and the ITIL glossary definition of process.

QUESTION NO: 22

Which process would be used to compare the value that newer services have offered over those they have replaced?
A. Availability management

B. Capacity management

C. Service portfolio management

D. Service catalogue management

ANSWER: C

Explanation:

Service portfolio management is the correct process because it governs the full set of services across their lifecycle,
including services being considered, currently delivered, and retired. A central responsibility is to make informed investment
and prioritization decisions by assessing each service’s business value, costs, risks, strategic fit, and expected outcomes.
When a newer service replaces an existing one, service portfolio management provides the decision-making view needed to
assess whether the replacement has delivered greater value than the service it superseded.

This comparison is not limited to technical performance. It considers whether the newer service better supports business
outcomes, customer needs, demand, financial objectives, and organizational strategy. It also enables the organization to
decide whether to continue investing in, enhance, replace, or retire services while maintaining an appropriate overall service
mix. This lifecycle and value-focused perspective is why service portfolio management is used for evaluating the value
offered by replacement services. ITIL guidance treats service management as a means of enabling value co-creation, while
portfolio-level decisions ensure that services and investments remain aligned with business priorities. See the AXELOS ITIL
glossary and PeopleCert’s ITIL certification overview.

QUESTION NO: 23

Which one of the following activities are carried out during the "Where do we want to be?" step of the continual service
improvement (CSI) approach?

A. Implementing service and process improvements
B. Reviewing measurements and metrics
C. Creating a baseline

D. Defining measurable targets

ANSWER: D

Explanation:

Defining measurable targets is carried out during the “Where do we want to be?” stage of the ITIL continual service
improvement approach. This step turns the organization’s improvement vision into specific, objectively assessable
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outcomes. Targets should express the desired future state in measurable terms, such as an intended reduction in incident
resolution time, an increase in successful changes, or a defined level of customer satisfaction. Clear measures make it
possible to judge later whether improvement has actually occurred and whether it has delivered the expected value.

Within the CSI approach, this future-state definition follows an understanding of the current position and provides the
direction needed to plan improvement work. Targets are most useful when they are realistic, aligned with business
objectives, understood by relevant stakeholders, and accompanied by criteria for measurement. They establish the success
criteria that guide subsequent planning, implementation, evaluation, and ongoing improvement activity. ITIL's continual
improvement model retains this principle by explicitly asking what the organization’s vision is, where it is now, and where it
wants to be before deciding how to proceed. See AXELOS: Continual Improvement Model and PeopleCert: ITIL Foundation.

QUESTION NO: 24

Implementation of ITIL service management requires the preparation and planning of the effective and efficient use of "the
four Ps".

What are these four Ps?

A. People, process, partners, performance
B. Performance, process, products, problems
C. People, process, products, partners

D. People, products, perspective, partners

ANSWER: C

Explanation:

The correct four Ps are People, process, products, partners. In ITIL’s service management guidance, these are the key
dimensions that must be considered together when preparing, planning, implementing, and improving service management.
People covers the roles, competencies, culture, communication, and responsibilities needed to manage and deliver services.
Process provides the defined and repeatable activities, controls, and workflows through which work is managed. Products
refers to the technology, tools, information systems, and other resources that support service delivery and management.
Partners encompasses suppliers, external service providers, and other third parties whose contributions and contractual
relationships affect the service.

Considering all four areas helps ensure that a service-management initiative is practical and sustainable rather than being
focused only on process documentation or tooling. The four Ps are associated with ITIL’s guidance on service strategy and
service design, and they support a balanced assessment of the organizational capabilities required to create value through
services. For further ITIL terminology and framework context, see the AXELOS ITIL service management overview and the
PeopleCert ITIL certification overview.

QUESTION NO: 25

Which process is responsible for managing relationships with vendors?
A. Change management

B. Service portfolio management

C. Supplier management

D. Continual service improvement

ANSWER: C

Explanation:
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Supplier management is responsible for managing an organization’s relationships with vendors (suppliers) and ensuring
that suppliers support agreed service requirements. In ITIL Foundation terminology, this process obtains value for money
from suppliers and ensures that underpinning contracts and supplier agreements are aligned with business needs and
service-level commitments. Its activities include establishing supplier policies, selecting and evaluating suppliers, negotiating
and maintaining contracts, monitoring supplier performance, managing supplier risks, and addressing supplier-related issues
or changes. Effective supplier management is especially important where an IT service relies on external parties for
infrastructure, software, cloud services, support, or other components needed to deliver the agreed service to customers. By
maintaining appropriate supplier relationships and performance oversight, the process helps ensure externally provided
services contribute reliably to end-to-end service quality. This responsibility is described in the ITIL Service Design guidance
under Supplier Management; see the ITIL supplier management practice overview and the ITIL 4 Foundation certification
overview.

QUESTION NO: 26

Which is a reason why incident management interfaces with service level management?
A. To ensure that problem records are circulated to all customers

B. To ensure that the status of faulty configuration items (Cl) is recorded

C. To ensure that incident resolution times are aligned with business needs

D. To ensure that incident workarounds are acceptable to the customers

ANSWER: C

Explanation:

To ensure that incident resolution times are aligned with business needs is correct because incident management restores
normal service operation as quickly as possible while minimizing the business impact of incidents. Service level
management establishes, agrees, monitors, and reports service-level targets that reflect customer and business
requirements. These targets commonly include agreed response and resolution times, often differentiated by incident
priority. The interface ensures incident management can use the service-level commitments to prioritize, escalate, and
manage incidents appropriately, so that restoration activity is focused on the level of urgency and impact the business has
agreed. Incident performance data also enables service level management to assess whether the agreed targets are being
achieved and to identify areas for service improvement. In ITIL 4 terminology, this relationship supports the service level
management practice’s purpose of setting clear business-based targets for service utility, warranty, and experience, while
the incident management practice restores normal service operation promptly. The underlying principle remains that incident
handling should be governed by business-relevant service expectations rather than purely technical considerations. See the
AXELOS overview of service level management and the AXELOS overview of incident management.

QUESTION NO: 27

Which of the following are CORRECT Service Design Aspects?

1) Service Solutions for new or changed services

2) Management policies and guidelines

3) Business requirements technology and management architectures
4) Process requirements technology and management architectures
A.1and 2

B.2and 3

C.3and 4

D.1and 4
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ANSWER: D

Explanation:

The correct selection is 1 and 4. ITIL Service Design takes a holistic view of designing a new or changed service: the service
solution itself must be designed, together with the capabilities needed to operate and manage it consistently. “Service
Solutions for new or changed services” is therefore a core Service Design aspect. The design must define how the service
will meet agreed utility and warranty requirements, including the components, supplier arrangements, interfaces, support
model, service-level targets, and controls needed before transition into live operation.

The selection also correctly captures the need to design the required processes alongside the technology and management
architecture. A service is not adequately designed merely because its technical components exist; its operating processes,
management capabilities, supporting tools, and architectural fit must enable reliable delivery, monitoring, support, and
continual improvement. This integrated design perspective helps ensure that the service can be transitioned and operated as
intended throughout its lifecycle. The ITIL Service Design publication describes Service Design as the lifecycle stage
responsible for designing services and the management processes required to support them. See AXELOS ITIL Service
Design and PeopleCert ITIL Foundation.

QUESTION NO: 28

Which one of the following is the BEST definition of the term ‘service management’?
A. A set of specialized organizational capabilities for providing value to customers in the form of services

B. A group of interrelated, interacting or independent components that form a unified whole, operating together for a
common purpose

C. The management of functions within an organization to perform certain activities

D. Units of organizations with roles to perform certain activities

ANSWER: A

Explanation:

“A set of specialized organizational capabilities for providing value to customers in the form of services” is the ITIL
definition of service management. It emphasizes that service management is not merely a department, a set of functions, or
a collection of organizational units. Rather, it consists of the integrated capabilities an organization needs to design, deliver,
support, and continually improve services. These capabilities include people, processes, information and technology,
partners and suppliers, and the organization’s value streams and practices.

The key purpose is value: service management enables an organization to provide services that help customers achieve
desired outcomes, without requiring customers to manage all associated costs and risks themselves. This definition is
fundamental to ITIL because it frames services as a means of value co-creation between service providers and consumers.
In the ITIL 4 Foundation guidance, service management is explicitly described using this wording, establishing the basis for
the service value system and its guiding practices. See AXELOS ITIL 4 Foundation and PeopleCert ITIL 4 Foundation.

QUESTION NO: 29

Which process will perform risk analysis and review of all suppliers and contracts on a regular basis?
A. The service level management

B. The IT service continuity management

C. The service catalogue management

D. The supplier management

ANSWER: D
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Explanation:

The supplier management process is correct because its purpose in ITIL is to ensure that suppliers and the services they
provide are managed appropriately to support agreed business needs and service targets. This includes establishing and
maintaining supplier policies, contracts, performance measures, and a supplier and contract database or information system.
Supplier management categorizes suppliers according to their importance and risk, monitors their performance, and
conducts regular reviews of supplier relationships and contractual commitments.

Risk analysis is an essential part of this responsibility: an organization needs to understand the potential impact of supplier
failure, poor performance, contractual non-compliance, or changes in a supplier's capability. Regular reviews provide the
information needed to manage these risks, confirm that contracts remain suitable, and take corrective action where
necessary. ITIL describes supplier management as managing suppliers and their performance to ensure they support
seamless, quality IT service delivery. See the ITIL supplier management practice overview and the ITIL information resource.

QUESTION NO: 30

From the perspective of the service provider, who is the person or group that agrees their service targets?
A. The user

B. The customer

C. The supplier

D. The administrator

ANSWER: B

Explanation:

The customer is the correct answer. In ITIL, a customer is defined as the person or group that defines the requirements for a
service and takes responsibility for the outcomes from consuming that service. From a service provider’'s perspective, this
includes agreeing the service targets: the measurable levels of service performance and quality that the provider commits to
deliver. These targets are normally documented in a service level agreement or equivalent service agreement and ensure
that the service is aligned with the customer’s required business outcomes. The customer therefore has the authority to
agree what level of availability, response time, capacity, support coverage, or other measurable service results is needed
and accepted. This reflects the central ITIL service relationship, in which the provider facilitates value co-creation by
delivering services that meet agreed requirements and expectations. The official ITIL glossary describes a customer as a
person or group that defines requirements for a service and takes responsibility for the outcomes of service consumption.
See the AXELOS ITIL glossary and the PeopleCert ITIL 4 Foundation overview.

QUESTION NO: 31

What is the PRIMARY objective of incident management?

A. To restore normal service operation as quickly as possible
B. To identify the root cause of every service interruption

C. To authorize all changes to the live environment

D. To ensure that service requests are fulfilled

ANSWER: A

Explanation:

To restore normal service operation as quickly as possible is correct. Incident management is concerned with
minimizing the negative impact of incidents by restoring the affected service to its normal agreed state as quickly as
possible. It does not necessarily identify or remove the underlying cause of the incident; that is the focus of problem
management. A workaround, replacement component, or service restart may restore service even when the root cause
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remains unknown. This distinction enables the service provider to prioritize the prompt restoration of service and reduce
disruption to users and business operations. See the PeopleCert ITIL certification overview and the AXELOS ITIL overview.

QUESTION NO: 32

Which problem management activity ensures that a problem can be easily tracked and management information can be
obtained?

A. Categorization
B. Detection
C. Prioritization

D. Escalation

ANSWER: A

Explanation:

Categorization is correct because it records a problem using a structured classification, such as the affected service,
configuration item, symptom, location, or problem type. Applying consistent categories makes each problem record easier to
locate, group, follow through its lifecycle, and associate with related incidents, known errors, and recurring patterns. It also
creates reliable data that can be aggregated into management information, including volumes and trends by service or
category, recurring sources of failure, and areas requiring preventive action. In the ITIL problem-management context,
categorization is therefore a core control for maintaining traceable records and producing useful reporting from the problem
database. The classification scheme should be appropriate to the organization’s services and reporting needs, and should
be used consistently so that management information is meaningful and comparable over time. This supports the wider
problem-management purpose of reducing the likelihood and impact of incidents by identifying and managing underlying
causes. See the AXELOS ITIL service management overview and the PeopleCert ITIL certification overview.

QUESTION NO: 33

Which of the following statements MOST correctly identifies the scope of design coordination activities?
A. Only changes that introduce new services

B. It is mandatory that all changes are subject to design coordination activity

C. Only changes to business critical systems

D. Any change that the organization believes could benefit

ANSWER: D

Explanation:

“Any change that the organization believes could benefit” most correctly identifies the scope because design coordination is
intended to ensure that the design of new or changed services, and the associated service-management processes,
architectures, technology, and measurement arrangements, is consistent, effective, and fit for purpose. Its application is not
inherently limited to a particular type of service, such as a newly introduced service or a business-critical system. Instead,
the organization determines which changes need formal design coordination according to their likely value, impact, risk,
complexity, and need for coordinated design activity. This lets the practice apply appropriate governance without imposing
unnecessary effort on every small or routine change. In ITIL Foundation terminology, design coordination helps coordinate
service design activities, resources, and capabilities so that designs can support the required business outcomes and
transition successfully into operation. The wording recognizes that the organization may use its own policies and assessment
criteria to decide where this coordination will add value. This risk- and value-based scope aligns with the broader ITIL
principle of tailoring practices to organizational context and practical needs. See the AXELOS ITIL overview and the
PeopleCert ITIL Foundation certification page.
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