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Topic Break Down

Topic No. of Questions

Topic 1, Service Management as a Practice 25

Topic 2, The ITIL Service Lifecycle 83

Topic 3, Generic Concepts and Definitions 102

Topic 4, Key Principles and Models 56

Topic 5, Processes 237

Topic 6, Functions 27

Topic 7, Roles 20

Topic 8, Technology and Architecture 16

Topic 9, Mix Questions 2

Total 568
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QUESTION NO: 1

Which of the following recommendations are consistent with the guiding principle ‘optimize and automate’?

A. Simplify and optimize a practice before automating it

B. Use automation for repetitive and well-understood tasks

C. Apply human intervention where it adds value

D. Automate every activity regardless of cost, risk, or complexity

ANSWER: A B C 

Explanation:

The correct answers are ‘Simplify and optimize a practice before automating it’, ‘Use automation for repetitive and 
well-understood tasks’, and ‘Apply human intervention where it adds value’. This guiding principle recommends 
maximizing the value of work carried out by people and technology. Automation can improve speed, consistency, and 
reliability, but it should be applied appropriately.

Organizations should first understand and optimize the work that is to be automated. Automating an inefficient or 
unnecessary activity can make the activity faster without making it more valuable. Human judgement remains important 
where complex decisions, empathy, creativity, or exception handling are required. See the PeopleCert ITIL certification 
overview.

QUESTION NO: 2

Which stage of the service lifecycle identifies, defines and aligns the IT solution with the business requirements?

A. Service transition

B. Service design

C. Service operation

D. Service configuration

ANSWER: B 

Explanation:

Service design is the lifecycle stage that translates agreed business requirements into a complete, workable design for a 
new or changed service. Its purpose is not limited to defining technology: it designs the service itself and the management 
capabilities required to deliver it consistently. This includes the service’s functional requirements, service level targets, 
architecture, processes, measurement methods, security, continuity, capacity, availability, supplier arrangements, and 
supporting tools.

By taking the business outcome and defining how the service will meet that outcome in operation, service design aligns the 
IT solution with business needs before the solution is built, tested, and deployed. The output is a service design package, 
which gives the later lifecycle activities the information needed to introduce the service in a controlled way. This alignment is 
central to the ITIL service lifecycle approach, in which design ensures that services are fit for purpose and fit for use 
throughout their intended lifecycle. See the AXELOS ITIL overview and the PeopleCert ITIL certification overview for the ITIL 
service-management context.

QUESTION NO: 3

Which of the following are dimensions of service management?

A. Organizations and people
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B. Information and technology

C. Partners and suppliers

D. Value streams and processes

E. Products and projects

ANSWER: A B C D 

Explanation:

The correct answers are ‘Organizations and people’, ‘Information and technology’, ‘Partners and suppliers’, and 
‘Value streams and processes’. ITIL identifies these four dimensions as perspectives that should be considered to ensure 
a balanced approach to service management. Neglecting any one dimension can create risks and reduce the ability to create 
value.

The four dimensions apply to all services and all service-management activities. For example, a new digital service requires 
suitable people and organizational structures, appropriate information and technology, effective supplier relationships where 
relevant, and value streams and processes that enable work to flow. See the PeopleCert ITIL certification overview.

QUESTION NO: 4

Which stage of the service lifecycle has the purpose of looking for ways to improve process efficiency and cost 
effectiveness?

A. Service operation

B. Service transition

C. Continual service improvement

D. Service strategy

ANSWER: C 

Explanation:

Continual service improvement is correct because this lifecycle stage is specifically concerned with measuring service and 
process performance, identifying improvement opportunities, and implementing changes that increase value. Its purpose is 
not limited to fixing service failures; it continually evaluates how services are managed and delivered so that quality, 
efficiency, and business outcomes improve over time. Improving process efficiency reduces unnecessary effort, delay, and 
waste, while improving cost effectiveness ensures that resources are used in a way that delivers appropriate value for the 
organization and its customers.

ITIL’s continual improvement approach uses feedback, measurement, assessment, and prioritized improvement initiatives to 
determine what should be improved and whether the improvement has produced the intended result. This includes reviewing 
process performance against targets, identifying opportunities to optimize workflows and resource use, and aligning 
improvements with business needs. The ITIL glossary describes continual improvement as an ongoing activity to align 
services and practices with changing business requirements through the identification and implementation of improvements. 
See the AXELOS continual improvement glossary entry and the ITIL Foundation overview from PeopleCert.

QUESTION NO: 5

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
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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 terminology. 
Serviceability concerns the support commitments associated with a service or component, particularly where an external 
supplier is responsible for providing, maintaining, repairing, or supporting it. It expresses whether that supplier can deliver 
what was contractually agreed, such as defined support hours, response and restoration targets, maintenance 
arrangements, availability commitments, and the skills or resources required to fulfill those obligations. This makes 
serviceability an important consideration when designing, sourcing, and managing services that rely on third parties, 
because contractual performance directly affects the organization’s ability to meet its own service commitments to customers 
and users. The ITIL glossary distinguishes serviceability as a supplier-focused concept within service quality and service 
management. The definition is documented in the ITIL glossary material available through AXELOS/PeopleCert’s ITIL 
glossary resources and in the ITIL Service Design reference preview available via Google Books.

QUESTION NO: 6

Which of the following are benefits of using a service request model?

A. Consistent fulfilment of common requests

B. Clear assignment of responsibilities

C. Elimination of all authorization controls

D. Opportunities for automation

ANSWER: A B D 

Explanation:

Consistent fulfilment of common requests, clear assignment of responsibilities, and opportunities for automation 
are correct. A service request model defines the steps, responsibilities, approvals, fulfilment actions, and communication 
needed to handle a particular type of request. This makes routine work repeatable and helps provide a predictable user 
experience.

Service request models should be proportionate to the request type and may be automated where this is practical. They do 
not remove the need to assess exceptional requests or to apply appropriate access, security, and authorization controls. See 
the PeopleCert ITIL 4 Foundation overview.

QUESTION NO: 7

What BEST describes the value of service operation to the business?

A. It supports the creation of a portfolio of quantified services

B. It ensures IT services are continuously aligned to business requirements

C. It defines the control of service assets and configurations

D. It reduces the duration and frequency of service outages

ANSWER: D 

Explanation:

“It reduces the duration and frequency of service outages” best describes the business value of Service Operation in the ITIL 
service lifecycle. Service Operation is responsible for the day-to-day delivery and support of live services, ensuring that 
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users can access services at the agreed levels of availability, performance, and reliability. Its operational practices detect 
events, restore normal service after incidents, fulfil routine requests, and identify and address the underlying causes of 
recurring incidents. These activities directly limit both how often service interruptions occur and how long customers and 
users are affected when an interruption does occur.

This outcome has a clear business impact: reduced downtime protects employee productivity, customer experience, 
revenue-generating activity, and confidence in IT services. It also helps the provider meet service-level commitments and 
maintain stable, predictable operations while changes and improvements are introduced elsewhere in the lifecycle. The 
emphasis is not merely on operating technical components; it is on sustaining the utility and warranty that allow a service to 
deliver its intended business outcomes. ITIL’s current practice guidance continues to emphasize rapid restoration of normal 
service and minimizing the negative impact of incidents. See the PeopleCert ITIL certification overview and the ITIL incident 
management practice guidance.

QUESTION NO: 8

Which process has the purpose to ensure that, by managing the risks could seriously affect IT services, the IT service 
provider can always provide minimum agreed business-related service levels?

A. Change management 

B. IT service continuity management 

C. Financial management for IT services 

D. Service catalog management 

ANSWER: B 

Explanation:

IT service continuity management is correct because its purpose in ITIL is to manage risks that could have a serious impact 
on IT services and to ensure that the provider can continue delivering agreed minimum business-required service levels 
following a disruption or disaster. The process identifies continuity requirements through business impact analysis and risk 
assessment, then develops, implements, tests, and maintains recovery and continuity plans. These plans ensure that critical 
services can be restored or maintained at an acceptable level within the timescales required by the business. IT service 
continuity management is closely aligned with business continuity management: business continuity defines the 
organization’s overall ability to continue critical business operations, while IT service continuity management ensures the 
necessary IT services and supporting components can meet those continuity needs. Its focus is therefore not routine 
operational availability alone, but preparedness for major incidents, disasters, and other events that threaten normal service 
provision. This directly matches the question’s emphasis on managing serious risks and maintaining minimum agreed 
service levels. See the ITIL guidance on IT service continuity management and the overview of business continuity 
management.

QUESTION NO: 9

Which processes ensure the targets in the underpinning contracts are appropriate?

A. Design coordination and service level management

B. Supplier management and service level management

C. Service level management and availability management

D. Configuration management and service portfolio management

ANSWER: B 

Explanation:
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Supplier management and service level management ensure that targets in underpinning contracts are appropriate. Service 
level management defines, negotiates, agrees, monitors, and reviews service level targets with customers through service 
level agreements. To make those customer-facing commitments achievable, it identifies the supporting commitments 
required from internal teams and external suppliers. Underpinning contracts are agreements with external suppliers whose 
services contribute to the delivery of an IT service, so their targets must align with and support the agreed service level 
agreement targets.

Supplier management is responsible for managing suppliers and contracts, including ensuring that supplier performance and 
contractual commitments meet the organization’s service requirements. It works with service level management to translate 
required service outcomes into suitable supplier obligations, measures supplier performance against those commitments, 
and supports contract review or improvement when business needs or agreed service levels change. Together, these 
practices maintain a consistent chain of targets from customer requirements through supplier commitments, helping ensure 
that the services delivered by suppliers can support the agreed level of service. This relationship is described in the ITIL 
Foundation syllabus material available from PeopleCert ITIL Foundation and in the IT Service Management Forum ITIL 
resource community.

QUESTION NO: 10

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. 1 and 2

B. 2 and 3

C. 3 and 4

D. 1 and 4

ANSWER: D 

Explanation:

1 and 4 is correct. In the ITIL Service Design lifecycle, a central design aspect is producing service solutions for new or 
changed services. This ensures that a service is designed end-to-end, including its agreed utility and warranty, supporting 
components, service level targets, operational requirements, and its transition into the live environment. Service Design is 
therefore not limited to technical implementation; it establishes a complete, supportable service solution aligned with 
business needs.

Process requirements are also a Service Design concern. ITIL requires the processes needed to manage and operate the 
service to be designed or updated alongside the service itself. This includes defining process activities, roles, controls, 
interfaces, supporting information, and any necessary technology and management architecture. Designing these elements 
together helps ensure that the service can be operated, supported, measured, and continually improved after deployment.

The classic ITIL Service Design guidance identifies service solutions and the processes required as distinct design aspects, 
alongside areas such as management information systems and tools, technology architectures, and measurement methods 
and metrics. See the UCISA introduction to ITIL Service Design and the AXELOS ITIL best-practice overview.

QUESTION NO: 11

Which of the following are recommendations of the guiding principle ‘start where you are’?

A. Assess what is available to be reused

B. Use direct observation to understand the current state
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C. Replace existing practices before assessing their value

D. Assume documented procedures accurately reflect current practice

ANSWER: A B 

Explanation:

The correct answers are ‘Assess what is available to be reused’ and ‘Use direct observation to understand the 
current state’. The guiding principle ‘start where you are’ recommends that organizations do not begin improvement by 
discarding existing capabilities or making assumptions about the current situation. Instead, they should investigate and 
observe what is already in place, including services, processes, information, tools, and competencies, and determine 
whether these can be reused or improved.

Starting from an accurate understanding of the current state helps an organization avoid unnecessary work and preserve 
valuable capabilities. It does not mean that existing practices must remain unchanged; rather, decisions about change 
should be based on evidence. See the PeopleCert ITIL certification overview.

QUESTION NO: 12

Where are the details of core and enhancing services provided?

A. The definitive media library

B. The configuration management system

C. The service portfolio

D. The service catalogue

ANSWER: D 

Explanation:

The service catalogue is correct because it is the customer-facing source of accurate, structured information about the 
services that are available for use. It presents the details needed to understand and request services, including the service’s 
purpose, features, service levels, service options, eligibility, request routes, and relevant support information. In ITIL 
terminology, a core service delivers the principal value that customers seek, while enhancing services make the core service 
easier to consume or more attractive. Both forms of service information need to be visible and understandable to customers 
and users, which is the role of the service catalogue.

The catalogue is generally the visible portion of the broader service portfolio and focuses on services that are currently 
available or deployable. By documenting core and enhancing elements together, it helps consumers understand the 
complete value proposition rather than viewing a service only as a technical offering. This supports consistent 
communication, effective service requests, and clear expectations about what IT delivers. ITIL’s service-management 
guidance emphasizes managing services around value and ensuring that service offerings are clearly communicated to 
consumers. See the AXELOS ITIL service management overview and the ITIL glossary for related ITIL terminology and 
service-management context.

QUESTION NO: 13

Which is NOT a sub-process of capacity management?

A. People capacity management

B. Component capacity management

C. Business capacity management

D. Service capacity management
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ANSWER: A 

Explanation:

People capacity management is not a recognized sub-process of Capacity Management in the ITIL Service Design lifecycle 
model. Capacity Management ensures that IT services and supporting infrastructure have sufficient capacity and 
performance to meet agreed current and future business requirements in a cost-effective manner. Its established sub-
process structure divides this responsibility into Business Capacity Management, Service Capacity Management, and 
Component Capacity Management. These areas respectively connect anticipated business demand to capacity needs, 
assess end-to-end service performance and capacity, and manage the capacity of individual technology components such 
as servers, storage, networks, and databases. Although people and skills may be relevant considerations when planning 
service operations, they do not form a named Capacity Management sub-process in this ITIL model. The classification is 
therefore based on the formal process structure, rather than on every resource category that may affect service delivery. For 
further context on ITIL capacity-management practices, see AXELOS: ITIL Capacity Management and IT Process Wiki: 
Capacity Management.

QUESTION NO: 14

Which of the following are service consumer roles?

A. Customer

B. User

C. Sponsor

D. Supplier

ANSWER: A B C 

Explanation:

The correct answers are ‘Customer’, ‘User’, and ‘Sponsor’. ITIL recognizes that service consumption can involve several 
roles. A customer defines requirements for a service and takes responsibility for the outcomes of service consumption. A 
user uses services. A sponsor authorizes budget for service consumption.

One person or organization can hold more than one service consumer role, depending on the situation. A supplier is not a 
service consumer role; it is an external party that provides products or services that contribute to the provision of a service. 
See the PeopleCert ITIL certification overview.

QUESTION NO: 15

Which of the following statements BEST describes the aims of release and deployment management?

A. To build, test and deliver the capability to provide the services specified by service design

B. To ensure that each release package specified by service design consists of a set of related assets and service 
components

C. To ensure that all changes can be tracked, tested and verified if appropriate

D. To record and manage deviations, risks and issues related to the new or changed service

ANSWER: A 

Explanation:

“To build, test and deliver the capability to provide the services specified by service design” best describes the aims of 
release and deployment management in the ITIL Service Transition lifecycle. This process turns the service design package 
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into an operationally usable service capability. It coordinates the planning, building, configuration, testing, and deployment of 
releases so that the organization can introduce new or changed services in a controlled manner.

The emphasis on capability is important: release and deployment management is not merely concerned with moving 
software into a live environment. It ensures that all necessary service components—such as applications, infrastructure, 
documentation, knowledge, support arrangements, and trained users or support teams—are assembled, verified, and 
delivered together. The resulting release must be capable of providing the service designed to meet agreed requirements 
and enabling value in operation. This controlled transition supports predictable implementation while maintaining the integrity 
of the live environment. ITIL’s lifecycle guidance places release and deployment management within Service Transition for 
precisely this purpose: converting design outputs into services that can be operated and supported. See the AXELOS ITIL 
overview and the PeopleCert ITIL certification information.

QUESTION NO: 16

Which of the following Availability Management activities are considered to be proactive as opposed to reactive?

(1) Risk assessment

(2) Testing of resilience mechanisms

(3) Monitoring of component availability

A. All of the above

B. 1 and 2 only

C. 1 and 3 only

D. 2 and 3 only

ANSWER: A 

Explanation:

All of the above is correct. Availability Management uses proactive activities to prevent, anticipate, or reduce service 
interruptions before they affect users and agreed service levels. Risk assessment is proactive because it identifies threats, 
single points of failure, and vulnerabilities so that appropriate controls or design improvements can be planned in advance. 
Testing of resilience mechanisms is also proactive: exercising failover, recovery, redundancy, and other resilience 
capabilities provides evidence that a service can withstand or recover from foreseeable failures. Monitoring of component 
availability is proactive when it continuously measures the health and availability of infrastructure and service components, 
enabling trends, degradation, and emerging faults to be identified early. This information supports preventive action before a 
component failure develops into a service outage. Together, these activities provide the availability data and assurance 
needed to improve service design, resilience, and operational reliability. Availability Management is concerned not merely 
with restoring availability after an incident, but with managing availability throughout the service lifecycle and reducing the 
likelihood and impact of disruption. See the ITIL certification overview from PeopleCert and AXELOS guidance on the 
importance of availability management.

QUESTION NO: 17

Which of the following is the best definition of service management?

A. The ability to keep services highly available to meet the business needs

B. A set of specialized organizational capabilities for providing value to customers in the form of services

C. A complete set of all the documentation required to deliver world class services to customers

D. An internationally recognized methodology to provide valuable services to customers

ANSWER: B 
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Explanation:

The correct definition is “A set of specialized organizational capabilities for providing value to customers in the form of 
services.” This is the ITIL definition of service management. It emphasizes that service management is not merely a tool, a 
methodology, a documentation collection, or an operational target such as availability. Instead, it comprises the coordinated 
capabilities of an organization—such as people, processes, information, technology, suppliers, and partners—used to enable 
the delivery and continual improvement of services.

In ITIL, value is central: services help customers achieve desired outcomes without requiring them to manage all of the 
associated costs and risks themselves. Service management therefore brings together organizational resources and 
practices so that services are designed, delivered, supported, and improved in a way that co-creates value with customers 
and other stakeholders. This definition is foundational to the ITIL service management approach and is stated in the official 
ITIL glossary. See the ITIL service management glossary definition from Axelos and the ITIL 4 Foundation overview from 
PeopleCert.

QUESTION NO: 18

Which process is responsible for recording the current details, status, interfaces and dependencies of all services that are 
being run or being prepared to run in the live environment?

A. Service level management

B. Service catalogue management

C. Demand management

D. Service transition

ANSWER: B 

Explanation:

Service catalogue management is responsible for ensuring that a service catalogue is produced, maintained, and contains 
accurate information about all operational services and services being prepared for operational use. In ITIL Foundation 
terminology, the service catalogue is the structured source of information about services available to customers and about 
supporting services. Its content includes the current status of each service and the relationships, interfaces, and 
dependencies needed to understand how services are delivered and supported. Maintaining this reliable, current record 
enables users, customers, support teams, and service-management personnel to identify available services and understand 
their relevant characteristics. The wording in the question closely reflects the ITIL definition of the service catalogue 
management process and its purpose within service design. Although ITIL practices and terminology have evolved in ITIL 4, 
this question uses the established ITIL Foundation process model in which service catalogue management owns this 
responsibility. See the ITIL certification overview from PeopleCert and the ITIL resource hub from AXELOS.

QUESTION NO: 19

A single Release unit, or a structured set of Release units can be defined within:

A. The RACI Model

B. A Release Package

C. A Request Model

D. The Plan, Do, Check, Act (PDCA) cycle

ANSWER: B 

Explanation:

A Release Package is correct because ITIL Release and Deployment Management uses it to define the collection of 
configuration items, service components, documentation, and associated changes that will be built, tested, and deployed 
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together. A package may consist of one release unit when a single component can be released independently, or it may be a 
structured grouping of multiple release units where coordinated deployment is needed to deliver a complete capability safely. 
Defining the package establishes a practical deployment boundary: it clarifies what is included in the release, supports 
planning and scheduling, and enables appropriate testing and authorization before the release is introduced into the live 
environment.

This terminology is reflected in the ITIL 4 practice guidance for release management, which focuses on making new and 
changed services and features available for use in a controlled way. The related deployment-management guidance 
emphasizes moving new or changed components to live environments while maintaining the integrity of services. Together, 
these practices support the use of a Release Package to organize one or more release units for coordinated delivery. See 
AXELOS: ITIL 4 Release Management Practice Guide and AXELOS: ITIL 4 Deployment Management Practice Guide.

QUESTION NO: 20

What do customers NOT have ownership of when receiving value from services?

A. Specific costs and outcomes

B. Specific costs and risks

C. Specific risks and impacts

D. Specific outcomes and impacts

ANSWER: B 

Explanation:

Specific costs and risks is correct. In ITIL 4, a service is defined as a means of enabling value co-creation by facilitating 
outcomes that customers want to achieve, without the customer having to manage specific costs and risks. This does not 
mean that customers have no costs or risks at all; rather, the service provider takes responsibility for managing the particular 
costs and risks associated with delivering and operating the service. The customer can therefore focus on achieving the 
desired business outcomes instead of owning and managing the underlying technical, operational, financial, or security 
considerations required to provide the service. This transfer of responsibility is a central part of the value proposition of a 
service. For example, when an organization consumes a managed cloud service, it can use computing capabilities to 
support its business outcomes without directly managing the infrastructure-related costs and risks that the provider is 
equipped to handle. ITIL emphasizes that value is co-created through the relationship between provider and consumer, while 
the service enables the consumer to avoid managing those specific costs and risks. See the official ITIL 4 Foundation 
overview and the AXELOS introduction to ITIL 4.

QUESTION NO: 21

Which one of the following answers shows two of the activities relating to tools that will take place during the transition stage 
of the service lifecycle?

A. Testing the tool and training process managers on using the process

B. Development or purchase of tools and deployment of the tools

C. Training tool administrators how to manage tools and monitoring tool performance in operational environment

D. Development or purchase of tools and deployment of the process

ANSWER: A B 

Explanation:

Service Transition is responsible for building, testing, and deploying service-management capabilities so that new or 
changed services can move safely into live operation. Tool-related work at this point therefore includes validating that a tool 
performs as required and preparing the people who will use it within the relevant processes. Consequently, Testing the tool 
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and training process managers on using the process describes two transition activities: testing provides confidence that the 
tool supports the designed process, while training enables process managers to use the new or changed capability 
effectively when it is introduced.

Development or purchase of tools and deployment of the tools also belongs to Service Transition. Once tool requirements 
have been established and a solution has been selected or developed, the transition work includes obtaining or creating the 
tool, configuring and verifying it as necessary, and deploying it into the target environment in a controlled way. These 
activities support the transition objective of ensuring that operational teams receive a usable, supported capability. Further 
context on ITIL practices and the management of service changes is available from AXELOS ITIL and the PeopleCert ITIL 
certification overview.

QUESTION NO: 22

Which of the following are activities of the service level management practice?

A. Setting clear business-based targets for service performance

B. Monitoring service performance against agreed targets

C. Replacing failed infrastructure components

D. Conducting service reviews with customers

ANSWER: A B D 

Explanation:

Setting clear business-based targets for service performance, monitoring service performance against agreed 
targets, and conducting service reviews with customers are correct. Service level management sets clear, business-
based targets for service utility, warranty, and experience. It also monitors performance, communicates results, and supports 
improvement where targets or customer expectations are not being met.

Replacing failed infrastructure components is an operational activity that may support service levels, but it is not a core 
activity of service level management. The practice coordinates the management of agreed service expectations rather than 
performing all technical work required to meet them. See the PeopleCert ITIL 4 Foundation overview.

QUESTION NO: 23

Which of the following are examples of value co-creation?

A. Providing feedback on service performance

B. Using a service to achieve business outcomes

C. Purchasing technology without considering consumer needs

D. Agreeing service requirements with relevant stakeholders

ANSWER: A B D 

Explanation:

Providing feedback on service performance and using a service to achieve business outcomes are correct. Value is 
co-created through active collaboration between service providers, service consumers, partners, and other stakeholders. 
Consumers contribute to value creation by using services, supplying information, making decisions, following agreed 
procedures, and communicating their experiences and changing needs.

A service provider cannot create value entirely on its own, because value depends on the perceived benefits, usefulness, 
and importance of the service in the consumer's context. Purchasing technology without considering consumer needs is not, 
by itself, value co-creation. See the PeopleCert ITIL 4 Foundation overview.
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QUESTION NO: 24

What are sources of best practice?

A. Customers, suppliers, advisors

B. Industry practices, academic research, training and education

C. Substitutes, regulators, customers

D. Competition, compliance, commitments

ANSWER: B 

Explanation:

Industry practices, academic research, training and education is correct because ITIL describes best practice as knowledge 
gained from several credible sources and applied successfully in real situations. Industry practices contribute approaches 
that have been tested across organizations and sectors. Academic research provides evidence, theory, and structured 
analysis that can validate or improve management methods. Training and education help practitioners understand, develop, 
and consistently apply these methods in their own organizational context.

In ITIL, guidance is not intended to be followed mechanically. Organizations should adopt and adapt recognized practices 
according to their own objectives, value streams, risks, capabilities, and operating environment. Using established industry 
knowledge alongside research and professional learning enables organizations to make informed improvements while 
retaining this necessary flexibility. This aligns with the ITIL Foundation syllabus treatment of best practice as material drawn 
from sources including professional experience, industry practice, academic research, and training and education. See the 
ITIL 4 Foundation certification overview and the ITIL guidance overview.

QUESTION NO: 25

Which of the following should IT service continuity strategy be based on?

1. Design of the service metrics

2. Business continuity strategy

3. Business impact analysis (BIA)

4. Risk assessment

A. 1, 2 and 4 only

B. 1, 2 and 3 only 

C. 2, 3 and 4 only

D. 1, 3 and 4 only

ANSWER: C 

Explanation:

IT service continuity strategy should be based on the business continuity strategy, business impact analysis (BIA), and risk 
assessment. IT service continuity management exists to ensure that the IT services and supporting components required by 
the business can be recovered to agreed levels following a serious disruption. Therefore, its strategy must align with the 
wider business continuity strategy, which sets the organization’s continuity objectives and priorities.

A BIA supplies the business context for the strategy by identifying critical business processes, the effects of disruption over 
time, and the recovery requirements that IT services must support. Risk assessment complements this by identifying threats, 
vulnerabilities, and potential disruption scenarios, enabling the organization to select proportionate continuity controls and 
recovery solutions. Together, these inputs establish recovery priorities and appropriate resilience measures for services.
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This relationship is reflected in ITIL guidance for IT service continuity management, which describes using business 
continuity requirements, BIA findings, and risk assessment to develop continuity plans and capabilities. See AXELOS: What 
is IT service continuity management? and ISO 22301 business continuity management systems.

QUESTION NO: 26

What is the definition of an Alert?

A. An error message to the user of an application

B. A warning that a threshold has been reached or that something has changed

C. A type of Incident

D. An audit report that indicates areas where IT is not performing according to agreed procedures

ANSWER: B 

Explanation:

“A warning that a threshold has been reached or that something has changed” is the correct definition of an alert in ITIL. An 
alert is a notification generated by a monitoring tool or service management mechanism to signal a condition that requires 
attention. It commonly occurs when a predefined threshold is reached, such as unusually high processor utilization, low 
available storage, or an unacceptable response-time measurement. It can also notify teams that a significant state or 
condition has changed, allowing assessment and, where appropriate, proactive action before users experience service 
disruption.

ITIL distinguishes the alert itself from the work that might follow it. An alert provides information about a potentially important 
event or condition; it may lead to investigation, logging an incident, or other operational actions, but is not inherently any one 
of those things. This definition supports effective monitoring and event management by ensuring that relevant operational 
signals are detected and communicated promptly. The official ITIL glossary defines an alert as a notification that a threshold 
has been reached or something has changed. See the AXELOS ITIL glossary and the PeopleCert ITIL certification overview.

QUESTION NO: 27

Which process includes business, service and component sub-processes?

A. Capacity management

B. Incident management

C. Service level management

D. Financial management

ANSWER: A 

Explanation:

Capacity management is correct. In the ITIL Service Design lifecycle guidance, capacity management is organized into three 
closely related sub-processes: business capacity management, service capacity management, and component capacity 
management. Business capacity management translates current and anticipated business needs into requirements for 
service capacity. Service capacity management focuses on understanding and managing the end-to-end capacity and 
performance of live services, ensuring they can meet agreed service targets. Component capacity management focuses on 
the capacity, utilization, and performance of the individual technology components that underpin those services, such as 
infrastructure, networks, and applications.

Together, these sub-processes provide a structured way to ensure that capacity is sufficient and cost-effective at each level: 
business demand, customer-facing service delivery, and supporting technical components. This structure enables an 
organization to plan for changing demand while maintaining service performance and avoiding unnecessary 
overprovisioning. ITIL describes capacity management as a key Service Design process for ensuring that services and 
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components can meet agreed capacity and performance requirements. See the AXELOS ITIL service management overview 
and the PeopleCert ITIL certification information.

QUESTION NO: 28

Which ITIL process is used to restore normal service operation as quickly as possible?

A. Service level management

B. Incident management

C. Problem management

D. Availability management

ANSWER: B 

Explanation:

Incident management is the correct answer because its central purpose in ITIL is to manage the lifecycle of incidents and 
restore normal service operation as quickly as possible, while minimizing the adverse effect on business operations. An 
incident is an unplanned interruption to an IT service, or a reduction in the quality of an IT service. The process therefore 
focuses on prompt detection, logging, categorization, prioritization, diagnosis, escalation where needed, resolution, recovery, 
and closure. Its success is measured by restoring the service within agreed targets and reducing the duration and business 
impact of disruption. This can include applying a documented workaround or a temporary fix when that is the fastest safe 
route to recovery; permanent root-cause removal is not required before normal service is restored. ITIL Foundation guidance 
distinguishes this operational restoration objective from the longer-term improvement of service reliability. The official 
PeopleCert ITIL glossary defines incident management as the practice of minimizing the negative impact of incidents by 
restoring normal service operation as quickly as possible. See the PeopleCert ITIL 4 Foundation overview and the ITIL 
incident management practice guide.

QUESTION NO: 29

What is the objective of Access Management?

A. To provide security staff for Data Centers and other buildings

B. To manage access to computer rooms and other secure locations

C. To manage access to the Service Desk

D. To manage the right to use a service or group of services

ANSWER: D 

Explanation:

The correct objective is “To manage the right to use a service or group of services.” In the ITIL Service Operation 
guidance, Access Management is the process responsible for granting authorized users the right to use services while 
preventing access by unauthorized users. It implements the policies established through information-security management 
and makes the approved access decisions operationally effective.

In practice, this involves receiving and validating access requests, assigning appropriate permissions, modifying rights when 
a person’s role changes, and removing access when it is no longer required. The process applies to access to services and 
their supporting components, such as applications, data, infrastructure, and service portals. Its focus is therefore on 
controlling logical authorization to use IT services, rather than solely providing physical security or administering a particular 
support function.

This objective supports confidentiality, integrity, availability, and appropriate service use by ensuring that access is aligned 
with a user’s authorized role and business need. ITIL’s broader guidance emphasizes managing value, risk, and governance 
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in service management; controlled access is a key operational mechanism for doing so. See AXELOS ITIL guidance and the 
PeopleCert ITIL certification overview.

QUESTION NO: 30

Which of the following statements about standard changes are CORRECT?

A. They are low-risk, pre-authorized changes

B. They follow an established procedure

C. They are used only to resolve major incidents

D. They do not require any records to be maintained

ANSWER: A B 

Explanation:

They are low-risk, pre-authorized changes and they follow an established procedure are correct. A standard change is 
a change that has been assessed, authorized, and accepted in advance because it is well understood, low risk, and 
repeatable. The change model defines the procedure and controls that must be followed each time the change is 
implemented.

A standard change is not exempt from all control. It must be performed within its approved conditions, and the organization 
should review it if its risk, frequency, scope, or implementation method changes. Changes requiring accelerated assessment 
because of an urgent situation are emergency changes, not standard changes. See the PeopleCert ITIL 4 Foundation 
overview.

QUESTION NO: 31

Which part of ITIL provides guidance in adapting good practice for specific business environments and organizational 
strategies?

A. The ITIL Complementary Guidance

B. The Service Support book
Pocket Guides

C. The Service Strategy book

ANSWER: A 

Explanation:

The ITIL Complementary Guidance is correct because it extends the broadly applicable material in the ITIL core publications 
with advice tailored to particular contexts. ITIL is designed as a flexible body of good practice rather than a prescriptive 
methodology: organizations must adopt and adapt its guidance according to their business objectives, operating model, 
industry sector, regulatory obligations, size, culture, and technology environment. Complementary Guidance supports this 
adaptation by addressing specialized circumstances that are not covered in detail by the universal lifecycle guidance. It can 
therefore help an organization translate ITIL principles into practical approaches that fit its own strategic direction and 
business environment, while retaining alignment with established IT service management practices. This distinction is 
important because the core ITIL material provides the common foundation, whereas complementary material supplies 
context-specific perspectives and additional implementation support. The official ITIL overview emphasizes that ITIL is 
intended to be adapted to an organization’s needs and circumstances; see AXELOS: What is ITIL?. Additional context on 
ITIL’s role as a framework for service management is available from PeopleCert’s ITIL certification overview.

QUESTION NO: 32
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Which of the following statements about continual improvement are CORRECT?

A. It should be embedded in every part of the organization

B. It can improve services, practices, and products

C. It is limited to large transformation projects

D. It should use measurement to evaluate progress

ANSWER: A B D 

Explanation:

It should be embedded in every part of the organization, it can improve services, practices, and products, and it 
should use measurement to evaluate progress are correct. Continual improvement is an ongoing activity that aligns 
organizational practices and services with changing stakeholder needs. It can be applied at strategic, tactical, and 
operational levels.

Improvement decisions should be based on an understanding of the current state, a defined target state, and appropriate 
measures of progress and results. Continual improvement is not restricted to major transformation initiatives; small, frequent 
improvements can also create significant value over time. See the PeopleCert ITIL 4 Foundation overview.

QUESTION NO: 33

Which process analyzes services that are no longer viable and determines when they should be retired?

A. Change management

B. Service portfolio management

C. Service level management

D. Business relationship management

ANSWER: B 

Explanation:

Service portfolio management is correct because it governs the complete set of services managed by a service provider 
across their lifecycle. Its purpose includes making informed investment and strategic decisions about which services should 
be developed, continued, changed, or withdrawn. This involves assessing the business value, costs, risks, demand, and 
ongoing viability of services. When a service no longer provides sufficient value or no longer supports business objectives, 
service portfolio management determines whether it should be retired and when that retirement should occur.

In the ITIL service lifecycle model, the service portfolio provides the strategic view of services, including services in the 
pipeline, the live service catalog, and retired services. Managing these lifecycle states ensures that resources are not 
indefinitely committed to services that are obsolete, unneeded, or uneconomic. The decision to retire a service is therefore a 
portfolio-level decision, aligned with business outcomes and the provider’s strategy, rather than merely an operational 
implementation activity. ITIL guidance on managing service value and portfolios is available from AXELOS’s ITIL glossary 
and the PeopleCert ITIL certification overview.

QUESTION NO: 34

Why is it important for service providers to understand patterns of business activity (PBA)?

A. PBA are based on organizational roles and responsibilities

B. IT service providers CANNOT schedule changes until they understand PBA

C. Demand for services delivered by service providers is directly influenced by PBA
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D. Understanding PBA is the only way to enable accurate service level reporting

ANSWER: C 

Explanation:

Demand for services delivered by service providers is directly influenced by PBA. Patterns of business activity describe how 
business users perform activities over time, including recurring peaks, seasonal cycles, transaction volumes, and variations 
caused by business events. Because these activities generate or change demand for IT-enabled services, understanding 
them enables a provider to anticipate when, where, and how much service capacity will be required.

This insight supports demand management and capacity planning. A service provider can use PBA information to model 
expected workloads, identify predictable periods of high utilization, align resources and supporting services with business 
needs, and reduce the risk that demand exceeds available capacity. It also helps the provider distinguish normal demand 
fluctuations from unexpected demand, making service design and operational planning more reliable. In ITIL terms, the 
provider should understand business demand so that services can deliver appropriate utility and warranty at the times 
customers need them. This relationship between business activity and service consumption is central to managing demand 
effectively. See the PeopleCert ITIL certification overview and the AXELOS overview of IT service management.

QUESTION NO: 35

What is the primary focus of the business management?

A. Management, control and prediction of the performance, utilization and capacity of individual elements of IT technology

B. Review of all capacity supplier agreements and underpinning contracts with supplier management

C. Management, control and prediction of the end-to-end performance and capacity of the live, operational IT services

D. Future business requirements for IT services are quantified, designed, planned and implemented in a timely fashion

ANSWER: D 

Explanation:

The correct answer is “Future business requirements for IT services are quantified, designed, planned and implemented in a 
timely fashion.” In the ITIL capacity management context, this describes Business Capacity Management, whose primary 
concern is ensuring that anticipated business needs are understood early enough for suitable service capacity to be 
provided. It translates business plans, forecasts, patterns of growth, new products, organizational change, and expected 
demand into requirements for IT services.

This forward-looking activity allows the service provider to assess what capacity and performance will be needed, when it will 
be needed, and how it can be delivered economically. The resulting information supports capacity planning and helps ensure 
that IT services can meet agreed business requirements as the business evolves. Timeliness is essential: identifying future 
needs only after demand has materialized can lead to inadequate service performance, delayed business initiatives, or 
avoidable emergency expenditure. This focus aligns with ITIL’s broader Capacity and Performance Management practice, 
which aims to ensure services achieve agreed performance requirements in a cost-effective way while considering current 
and future demand. See AXELOS ITIL best-practice information and PeopleCert’s ITIL certification overview.

QUESTION NO: 36

Which of the following are components of the ITIL service value system?

A. Guiding principles

B. Governance

C. Service value chain

D. Continual improvement
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E. Service lifecycle

ANSWER: A B C D 

Explanation:

The correct answers are ‘Guiding principles’, ‘Governance’, ‘Service value chain’, and ‘Continual improvement’. The 
service value system describes how all the components and activities of an organization work together to enable value 
creation. It provides an operating model for the creation, delivery, and continual improvement of services.

The service value system also includes practices. The service lifecycle is not a component of the ITIL 4 service value 
system; it is associated with earlier ITIL guidance. See the PeopleCert ITIL certification overview.

QUESTION NO: 37

Which of the following is the BEST definition of an Incident?

A. A warning that a threshold has been reached, something has changed, or a failure has occurred

B. An unplanned interruption to an IT service or reduction in the quality of an IT service

C. A change of state which has significance for the management of a Configuration Item or IT Service

D. Loss of ability to operate to specification, or to deliver the required output

ANSWER: B 

Explanation:

An unplanned interruption to an IT service or reduction in the quality of an IT service is the ITIL definition of an incident. 
Incident management is concerned with restoring normal service operation as quickly as possible after such a disruption, 
while minimizing the adverse effect on business operations. The definition deliberately covers both a complete outage and 
degraded service: a service may still be available but be performing below its agreed or expected quality level, and this can 
still be treated as an incident. ITIL also recognizes that an incident can affect a service directly or result from a failure of a 
configuration item that has not yet caused a service interruption. Using this common definition gives service providers and 
users a consistent basis for logging, prioritizing, escalating, communicating about, and resolving disruptions. It keeps the 
focus of incident management on timely restoration of service rather than on diagnosing the underlying cause, which is 
addressed through other practices when needed. See the official ITIL glossary definition of an incident at AXELOS ITIL 
glossary and the incident-management overview in PeopleCert ITIL resources.

QUESTION NO: 38

Who has the responsibility for review and risk analysis of all supplies and contracts on a regular basis?

A. The Service Level Manager

B. The IT Service Continuity Manager

C. The Service Catalogue Manager

D. The Supplier Manager

ANSWER: D 

Explanation:

The Supplier Manager is responsible for ensuring that suppliers and their contracts are managed in a way that supports 
agreed service requirements. This includes regularly reviewing supplier performance, contractual commitments, 
dependencies, and risks associated with the goods or services supplied. Regular review and risk analysis help the 
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organization identify potential disruptions, assess whether suppliers remain capable of meeting their obligations, and take 
appropriate action before supplier-related issues affect IT service delivery.

In ITIL, supplier management aims to obtain value for money from suppliers while ensuring that the contracts and 
agreements underpinning services are aligned with business needs. The Supplier Manager maintains oversight of the 
supplier and contract portfolio, including the risks arising from supplier arrangements, so that supplier performance and 
contract compliance can be monitored and improved throughout the contract lifecycle. This responsibility is particularly 
important where external suppliers provide critical components or supporting services needed to meet service level targets.

For further context, see the official AXELOS overview of ITIL supplier management and the ITIL guidance and resources 
from itSMF UK.

QUESTION NO: 39

Which of the following is NOT an objective of the Operations Management function?

A. Swift application of skills to diagnose any IT Operations failures that occur

B. Regular scrutiny and improvements to achieve improved service at reduced costs

C. First line Incident investigation and diagnosis logged by users

D. Maintenance of status quo to achieve stability of day to day processes and activities

ANSWER: C 

Explanation:

First line Incident investigation and diagnosis logged by users is not an objective of the IT Operations Management 
function. In the ITIL Service Operation model, IT Operations Management is responsible for the daily operational execution 
and oversight needed to deliver stable IT services. Its objectives include maintaining operational stability, applying 
operational skills promptly when failures arise, and continually examining operational activities for opportunities to improve 
service quality and efficiency.

First-line incident investigation and diagnosis is instead associated with the Service Desk. The Service Desk is the single 
point of contact for users and typically receives, logs, categorizes, prioritizes, and performs initial diagnosis of incidents. It 
aims to restore normal service as quickly as possible or escalate the incident to the appropriate specialist support group 
when further technical investigation is required. Although IT Operations teams may resolve incidents that are escalated to 
them, user-facing first-line logging and initial diagnosis are not an Operations Management objective.

This distinction reflects ITIL’s separation of responsibilities among Service Operation functions, supporting clear ownership 
and effective incident handling. See AXELOS’s overview of ITIL best practices and the AXELOS glossary for IT service 
management terminology.
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