1. Which of the following is not a recognized source of IT best practices according to ITIL? Auditors
2. How many service provider types does ITIL identify? 3
3. [bookmark: _GoBack]Which of the following is the difference between the benefit achieved and the amount expended to achieve that benefit? ROI
4. Which of the followings are the two main components of ITIL Service Management? Service Support and Service Delivery
5. Which of these is not a recognized type of service according to ITIL? Supplier service
6. Which of the following works for a different business to the IT service provider? External customer
7. Which of the following activities is not handled by IT Operations Management? Maintenance of a technical infrastructure
8. Which of these statements is/are correct? Both
9. Which of the following works for the same business as the IT service provider? Internal customers
10. What is an IT service made up of? A combination of information technology, people, and processes
11. Which of the following are those formalized as a result of being successful in industry-wide use? Best practices
12. Which of the following used to manage contracts relating to an outsourced data center? IT Facilities Management
13.  Which of these statements describes an IT service provider? A service provider that provides IT services to internal or external customers
14.  Which of the following statement about ITIL Service is not true? It is technical recommendations
15.  Which of the following includes metrics about actual service levels and trends? Management reports
16. What is an IT service provider? Either an internal IT department or an external IT department
17.  Which of the following is not a key characteristic of ITIL? Non-management
18.  What is ITIL? Good advice about how to manage IT services
19.  Which of the following is the implementation and management of quality IT services meeting the requirements of the business? IT service management
20.  Which of the following is not a goal of ITIL Service Management? It improves efficiency of external processes
21. Which of the following stages of the Service Lifecycle is MOST concerned with defining policies and objectives? Service Strategy
22. Which of the following is the correct description of a service? Delivers value to customers, without ownership of specific cost and risks
23.  Who “owns” ITIL? The U.K. government
24. A service must provide which of the following to deliver business value? Sufficient capacity and the agreed level of security
25. Which of the following is not a characteristic of a process? It is a way of structuring an organization
26. Which of the following uses an internal service provider to manage IT services? Internal sourcing
27. Which of the following is a reason an organization might want to adopt ITIL best practices? Management of IT services and budgetary controls
28. Which of the following is the core structure of ITIL? A Service Lifecycle
29. What are the names of people who have an interest in an organization, project, IT service, etc? Stakeholder
30. Which of the following are the results required the end benefits to be gathered? Outcomes
31. Which of these is not a characteristic of a process? Delivers functions
32. Functions are BEST described as? Self-Contained units or organizations
33. Which of the following is the CORE of the Service Lifecycle? Service Strategy
34. Which of these is not a stage in the ITIL service lifecycle? Service implementation
35. Which of the following may have both internal and external customers? IT service provider
36. Which of the following refers to outsourcing? External service provider
37. What is this? “The result of carrying gout an activity, following a process, or delivering an IT service.”  An outcome
38. 
