Free ITIL™ Foundation
Exam Paper

40 Questions
— 60 Minutes Allowed.

Minimum of 26/40 to Pass.

With the Compliments of
www. Il TServiceSuccess.com

Good Luck!!


http://www.itservicesuccess.com/

GIVE YOURSELF THE

UNFAIR ADVANTAGE !

MULTIPLE CHOICE SECRETS
FOR THE ITIL FOUNDATION EXAM

This brand new exclusive eBook is packed full
of proven strategies, techniques and tips to
help ensure you give yourself the best chance
possible to pass the ITIL Foundation exam first
time.

With 136 easy to absorb pages you will learn more than 30
step-by-step techniques to help ensure your ITIL Foundation
exam success.

This really is the ‘missing element’ from your Foundation
revision and the perfect compliment to any training notes or
study guides you may already have.

This eBook contains essential information you need to know about how to pass the ITIL
Foundation multiple choice exam. This information has been carefully selected, along with
worked examples from the syllabus, to create this unique eBook. Written by a top ITIL
Consultant who has proven these techniques time and time again with students he coaches.

Across 12 content packed chapters you will learn: -

The awesome 3-PASS answering strategy to obtain over 26 points
Worked examples of ITIL questions and three mistakes you must avoid making!
Exam jargon demystified: Stems, Options, Qualifiers and Modifiers — Revealed
How to overcoming the challenges and pitfalls of the ITIL Foundation exam
How Examiners actually create questions and the secrets you must know

How to verify you have the correct answer and avoid changing your mind

The ‘DNA’ of ITIL Foundation questions explained — step-by-step

How to effectively boost your memory recall using Flashcards

Five ways to ensure you quickly eliminate incorrect answers

Three ways to ensure you fully understand the question

How to quickly overcome exam blackout and anxiety

How to study four times more effectively

How to minimize your chances of failure

Multiple Choice Secrets also includes these special bonus resources: -

One FULL 40 question ITIL Foundation exam — plus answers
Sample ITIL Flashcards to boost your memory retention
Free ITSM resources and downloads — worth over $200

Learn More Now — Visit 2 www.MultipleChoiceSecrets.com



http://www.itgovernance.co.uk/products/418
http://www.multiplechoicesecrets.com/

ITIL Foundation Exam - Sample Paper

1. A customer-based Service Level Agreement structureincludes:

A An SLA covering all Customer groups and all the services they use

B SLAsfor each service that are Customer-focused and written in business language

C An SLA for each service type, covering al those Customer groups that use that
Service

D An SLA with each individual Customer group, covering al of the services they use

2. Which of the following would normally be included in a Capacity Plan?

1 Options

2 Management summary

3 Business workload forecasts
4 Backout plans

A2 3and4
B All of them
C2and 3only
D 1,2and3

3. An IT department isseeking to set its pricesto match those of external suppliers
selling the same services. Which one of the following isthe best description of this
approach?

A The going rate that is agreed with Customers
B Market rate

C Cost-plus

D Profitable

4. Which of the following is not an element of Availability Management?

A. Verification

B. Security

C. Reliability

D. Maintainability



5. The extent of Cl infor mation held in the CM DB should:

A Beasdetailed as possible so that frequent reports can be produced to avoid  spending a
lot of money

Be ashigh level as possible

Match the organisation’ s requirement for information to be held

Vary according to cost
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6. To enable a new Service Desk management tool to be implemented, the capacity of the
servershasto be extended. Who isresponsible for managing the request for additional
capacity?

A Service Level Manager
B Capacity Manager

C Change Manager

D Financial Manager

7. Which one of the following isNOT necessarily a direct benefit of implementing a
formal Incident Management process?

A Improved user satisfaction

B Incident volume reduction

C Elimination of lost incidents

D Lessdisruption to both IT support staff and users

8. Configuration M anagement plans should be integrated with those of:

A Change & Release Management

B Service Level Management

CIT Service Financia & Continuity Management.
D Change & Capacity Management



9. Possible problems with Change Management include:

A Lack of ownership of impacted services

B Increased visibility and communication of changes

C Better alignment of IT servicesto actual business needs
D The ability to absorb alarger volume of change

10. Which of the following activitiesisNOT included in the Operational M anagement
stage of the Continuity Management Life-cycle?

A Develop Procedures and Initial Testing
B Education and Awareness

C Review, Audit and Assurance

D Ongoing Training and Testing

11. Which of the following arelikely to be member s of the CAB?

1 Problem Manager

2 Customer representatives

3 Change Manager

4 Senior IT technical managers

A 2and 3only
B All of them
Cl2&4
D1,3&4

12. Consider thefollowing activities:

1 The analysis of raw data

2 Theidentification of trends

3 The definition of Service Management processes
4 The implementation of preventive measures

Which of the above should be easier after implementingagood IT Service Management
softwar e tool?

Al 28&4
B2& 3

C All of them
D None of them



13. Theactivity that aimsto identify the potential damage or lossto an organisation
resulting from disruption to critical business processesis:

A Root Cause Analysis

B Business Impact Analysis

C Service Outage Analysis

D Component Failure Impact Analysis

14. Intermediate Recovery isinitially concer ned with which of the following time
periods?

A 4to 24 hours

B More than 72 hours
C 24 to 72 hours

D 4 to 8 hours

15. What is SOA within Availability Management?

A System Optimisation Approach

B Systematic Operational Adjustment
C Serviceability of Applications

D Service Outage Analysis

16. Serviceability isan element of Availability Management. How isit best defined?

A The prevention of failure, and the ability to keep services and components operable

B The ability to restore services or components back to normal operation

C The percentage of the agreed service hours for which the serviceis available

D The support which external suppliers can be contracted to provide for partsof thelT
infrastructure

Answer: D



17. Which one of the following statementsisNOT FALSE?

A Depreciation is used to calculate how maintenance can be offset against tax
B Staff costs are capital costs because of their high value

C Cost centres are used to measure ROCE (Return on Capital Employed)

D Direct costs can be allocated to a single customer, service or activity

18. Which one of the following isNOT a major CI type?

A Documentation
B Software

C Purchase order
D Accommodation

19. Wherewould theinformation relating to softwar e r elease components be stored?

A DSL
B CMDB
CAMDB
D CDB

20. Thefollowing activities are involved in implementing a Service Management
function:

1 Tool selection

2 Tool specification

3 Process design

4 Functional requirements analysis

In which order should the above activities be taken?
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21. Which of the following best describes the goal of Service L evel Management?

A Tomaintain and improve I T service quality in line with business requirements
B Toprovide T services at the lowest possible cost by agreeing with Customers their
minimum requirements for service availability and ensuring performance does not exceed
these targets.
C To provide the highest possible level of service to Customers and continuously
improve on this through ensuring all services operate at maximum availability.
D Toensurethat IT delivers the same standard of service at the least cost

22. The processto implement SL As comprises of the following activitiesin sequence:

A Draft SLAS, catalogue services, review underpinning contracts and OLAS, draft SLRs,
negotiate, agree SLAs
B Draft SLAS, review underpinning contracts and OLAS, negotiate, catalogue services,
C Review underpinning contracts and OLAS, draft SLAS, catalogue services, negotiate,
agree SLAs
D Catalogue services, establish SLRs, review underpinning contracts and OLAS,
negotiate service levels, agree SLAs

23. Which of the following statementsistrue?

A An urgent release is dways a deltarelease

B A full release may contain package and delta releases
C package release may contain full and deltareleases

D A full release may contain several deltareleases

24. Which of these best describesthe purpose of Capacity Management?

A To reduce costs and performance levels to a minimum

B To ensure that there is always sufficient capacity available to meet all customer
demands

C To ensure that business demands are affordable and achievable

D To provide cost-effective I T capacity to meet agreed service levels



25. A remote site hasrecently had its networ k upgraded. The users are now complaining
of slow responses and have heard that thisis dueto problemswith capacity. Who should
they contact for assistance?

A Network Management
B The Service Desk

C Capacity Management
D Problem Management

26. Consider the following:

1 Incident diagnostic scripts

2 A knowledge base of previously recorded incidents

3 A Configuration Management Database covering the infrastructure supported
4 A Forward Schedule of Change

Which of the above should be available to the Service Desk?

A All four
B 1&2
C 3&4
D 1,2&3

27. Which of theseisNOT a recognised Service Desk structure?

A Remedia Service Desk
B Virtua Service Desk

C Local Service Desk

D Central Service Desk

28. Thewording of SLAsand OLAs should be:

A Technically focused, so that they may be understood by IT professionals

B A mixture of business, technical and legal language, so that they can be understood by
everyone

C Clear and concise, leaving no room for ambiguity.

D Legaly worded as they must be contractually binding



29. Consider thefollowing list:

1 Modelling

2 Risk Analysis

3 Application Sizing
4 DSL maintenance

Which two from the above list are among the main responsibilities of Capacity
M anagement?

Al&?2

B1&3

C3&4

D2&4

30. At what point does an Incident turn into a Problem?

A When it isurgent

B When itisaMajor Incident

C If the person reporting the incident is very senior
D Never

31. Therearestrong links between Service Level Management and:

1 Incident Management

2 Availability Management

3 Configuration Management

41T Service Continuity Management
5 Change Management

Al 3&5
B2& 4
C2,3&5

D All of them

32. Does Problem Management depend entirely on having a mature Incident
Management processin place?

A Yes, because without a mature Incident Management process in place thereis no
reliable information available
B No, because the quality of Incident Management information is of little importance to
proactive Problem Management
C No, because progress can still be made on solving long-standing Problems
D Yes, because trend analysis cannot be undertaken without alot of accurate Incident
Management information



33. The scope of a Release can best be defined by:

A The RFCsthat it satisfies

B The number of updates to the OHS
C Service Level metrics

D The DSL configuration

34. For which of these activitiesisthe Change M anager responsible?

A Chairing the CAB

B Establishing the root cause of a Capacity Incident which hasled to an RFC being
raised

C Devising the backout plan for a significant Change

D Ensuring a Release has reached the target Cls

35. The Service Desk can act asthefocal point for:

1 Receiving Incidents & Service Requests from users
2 Recording Change Requests from users
3 Handling complaints and queries

A 10nly
B 2 Only
C1&3

D1,2&3

36. Which of these statementsistrue when deciding on theinitial scope and depth of the
information to beheld ina CMDB?

A You should try to capture as much information as possible about al types of Cls

B You shouldn't collect detailed information about Clsthat are not under Change Control

C You shouldn't worry too much about Change Control; the main objectiveisto get the
database loaded

D You should try to satisfy all the wishes of the IT staff



37. Within a CM DB, which relationships are most likely to exist between Incidents and
Problems?

1 One Incident to one Problem
2 One Incident to many Problems
3 Many Incidents to one Problem

A 1& 2only
B2& 3only
C1l& 3only
D All of them

38. Which of the following metricsis most relevant in deter mining the value added by
Problem Management to the Service Desk?

A The number of Problems raised

B The number of Known Errors identified

C The number of Problems correctly categorised
D The number of RFCs raised

39. Which of theseisa DIRECT benefit of having a Service Desk?

A Customer Service Level Requirements are established

B Changes taking place are properly coordinated

C All theinformation in the CMDB is kept up to date.

D Technical support staff are lesslikely to be interrupted to deal with user’scalls

40. An ‘unabsorbed’ cost isbest described as:

A A capital cost

B A type of charging policy
C An uplift to allocated costs
D A revenue stream
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ITIL Foundation Sample Paper — Answers

Question Answer Question Answer
1 D 21 A
2 D 22 D
3 B 23 C
4 A 24 D
5 A 25 B
6 C 26 A
7 B 27 A
8 A 28 C
9 A 29 B
10 A 30 D
11 B 31 D
12 A 32 C
13 B 33 A
14 C 34 A
15 D 35 C
16 D 36 B
17 D 37 C
18 C 38 B
19 B 39 D
20 B 40 C
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