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Study Tips

This product will provide you with questions and answers carefully compiled and written by our Expert
Senior Certified Staff. Our practice questions are designed to help you learn the concepts behind the
questions rather than be a strict memorization tool.

Important Note:

Please Read Carefully

Repeated readings of our Pass-Guaranteed.com Practice Exam will increase your comprehension. We
constantly add to and update our Practice Exams with new questions, answers and explanations, so check
that you have the latest version of this Practice Exam before you take your exam.

For security purposes, each PDF file is encrypted with a unique serial number associated

With your Pass-Guaranteed.com account information. In accordance with International

Copyright Law, Pass-Guaranteed.com reserves the right to take legal action against you should we find
copies of this PDF file distributed to other parties.

Update Notifications (Latest Version)

We are constantly reviewing our products. New material is added and old material is revised. Free Updates
are available for 180 days after purchase. If you purchased a bundle, you will have Free Updates for 1
YEAR!

You can signup to our newsletter for instant notification whenever an update is released by becoming a Pass-
Guaranteed.com member at: http://www.pass-guaranteed.com/log.htm

By becoming a Pass-Guaranteed.com member, you also get a chance to win a FREE Practice Exam of your
choosing. We give away 3 Pass-Guaranteed.com Practice Exams every week to 3 lucky winners.

Pass-Guaranteed.com Product Specials

Pass-Guaranteed.com Custom Bundle Requests, cover all Pass-Guaranteed.com Products!!! You can visit
our Special Bundle Discounts from Pass-Guaranteed.com or make your own Custom Bundle Request with
Pass-Guaranteed.com here: http://www.pass-guaranteed.com/bundles.htm

Pass-Guaranteed.com Custom Bundle Request Form let’s you create your own Bundle Of Products!!! You
can select and group any of our products for your Custom Bundle and we will give you up to a 50% Discount
on your Custom Bundle Package. This includes our Practice Test Questions, Online Course Tutorials, Study
Guides, Lab Scenarios and our Certified Online Instructor service.

Please visit: http://www.pass-guaranteed.com/custom-request.htm If you would like to purchase a Custom
Bundle from Pass-Guaranteed.com.
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QUESTION: 1
The consideration of business outcomes and value creation are principles of which part of the Service
Lifecycle?

A .Continual Service Improvement
B. Service Strategy

C. Service Design

D. Service Transition

Answer: B

QUESTION: 2
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

QUESTION: 3

Which of the following is NOT an example of a Service Provider Type?
A. Internal service provider

B. External service provider

C. Third-party provider

D. Shared services unit

Answer: C

QUESTION: 4

Which of the following BEST describes ‘Partners’ in the phrase?
“People, Processes, Products and Partners"

A. Suppliers, manufacturers and vendors

B. Customers

C. Internal departments

D. The Facilities Management function

Answer: A

QUESTION: 5
Which of the following is NOT the responsibility of the Service Catalogue Manager?
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A. Ensuring that information in the Service Catalogue is accurate

B. Ensuring that information within the Service Pipeline is accurate

C. Ensuring that information in the Service Catalogue is consistent with information in the Service Portfolio
D. Ensuring that all operational services are recorded in the Service Catalogue

Answer: B

QUESTION: 6
Which of the following is a responsibility of Supplier Management?

A. Development, negotiation and agreement of Service Level Agreements (SLAS)

B. Development, negotiation and agreement of contracts

C. Development, negotiation and agreement of the Service Portfolio

D. Development, negotiation and agreement of organizational Level Agreements (OLAS)

Answer: B

QUESTION: 7
Which of the following is NOT a benefit of using public frameworks and standards?

A. Knowledge of public frameworks is more likely to be widely distributed

B. They are always free ensuring they can be implemented quickly

C. They are validated across a wide range of environments making them more robust

D. They make collaboration between organizations easier by giving a common language

Answer: B

QUESTION: 8

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.1and 3 only

D. 2 and 3 only

Answer: B

QUESTION: 9

The BEST definition of an Incident is:

A. An unplanned disruption of service unless there is a backup to that service
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B. An unplanned interruption or reduction in the quality of an IT Service
C. Any disruption to service whether planned or unplanned

D. Any disruption to service that is reported to the Service Desk, regardless of whether the service is impacted
or not

Answer: B

QUESTION: 10
Which of the following statements about communication within Service Operation are CORRECT?

1. All communication must have an intended purpose or resultant action
2. Communication should not take place without a clear audience

A.lonly
B. 2 only
C. Both of the above
D. None of the above

Answer: C

QUESTION: 11
Implementation of ITIL Service Management requires preparing and planning the effective and efficient use
of:

A. People, Process, Partners, Suppliers
B. People, Process, Products, Technology
C. People, Process, Products, Partners
D. People, Products, Technology, Partners

Answer: C

QUESTION: 12

Within Service Design, what is the key output handed over to Service Transition?
A. Measurement, methods and metrics

B. Service Design Package

C. Service Portfolio Design

D. Process definitions

Answer: B

QUESTION: 13

Which of the following activities is NOT a part of the Deming Cycle?
A. Act
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B. Plan
C. Do
D. Coordinate

Answer: D

QUESTION: 14
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

QUESTION: 15

Which of the following do Service Metrics measure?

A. Processes and functions

B. Maturity and cost

C. The end to end service

D. Infrastructure availability

Answer: C

QUESTION: 16

Which processes review Underpinning Contracts on a regular basis?
A. Supplier Management and Service Level Management

B. Supplier Management and Demand Management

C. Demand Management and Service Level Management

D. Supplier Management, Demand Management and Service Level Management
Answer: A

QUESTION: 17
A change process model should include:
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1. The steps that should be taken to handle the change with any dependences or co-processing defined,
including handling issues and unexpected events

2. Responsibilities; who should do what, including escalation
3. Timescales and thresholds for completion of the actions

4. Complaints procedures

A.1,2and 3 only

B. All of the above

C.1and 2 only

D. 1,2 and 4 only

Answer: A

QUESTION: 18

Which of the following would be defined as part of every process?
1. Roles

2. Activities

3. Functions

4. Responsibilities

A.1land 3only

B. All of the above

C.2and 4 only

D. 1,2and 4 only

Answer: D

QUESTION: 19

What does a service always deliver to customers?

A. Applications

B. Infrastructure

C. Value

D. Resources

Answer: C

QUESTION: 20

Which is the BEST definition of a Configuration Item (CI)?

A. An item of hardware or software registered in the asset database

B. A collection of information used to describe a hardware or software item
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C. An asset, service component or other item that is, or will be, under the control of Configuration
Management

D. Information recorded by the Service Desk when an Incident is reported

Answer: C

QUESTION: 21
What would you use the seven Rs of Change Management for?

A. To assist with the impact analysis for a Change request

B. To review changes after they have been implemented

C. To allocate the roles and responsibilities during the Change Management process
D. To act as a framework for implementing a Change

Answer: A

QUESTION: 22
A Known Error has been raised after diagnosis of a Problem was complete but before a workaround has been
found. Is this a valid approach?

A. Yes

B. No, the workaround must be found before a Known Error is created

C. No, a Known Error can only be raised after the permanent resolution has been implemented
D. No, a Known Error must be raised at the same time as a problem

Answer: A

QUESTION: 23
Implementation of ITIL Service Management requires preparing and planning the effective and efficient use
of:

A. People, Process, Partners, Suppliers
B. People, Process, Products, Technology
C. People, Process, Products, Partners
D. People, Products, Technology, Partners

Answer: C

QUESTION: 24

Defining the processes needed to operate a new service is part of:
A. Service Design: Design the processes

B. Service Strategy: Develop the offerings

C. Service Transition: Plan and prepare for deployment
D. Service Operation: IT Operations Management
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Answer: A

QUESTION: 25
In the Continual Service Improvement (CSI) model, the stage 'How do we get there?' is underpinned by which
set of activities?

A. Baseline assessments

B. Service and process improvements

C. Taking measurements and recording metrics
D. Setting measurement targets

Answer: B

QUESTION: 26
Which of the following do Technology metrics measure?

A. Components

B. Processes

C. The end to end service
D. Customer satisfaction

Answer: A

QUESTION: 27
Which process is responsible for discussing reports with customers showing whether services have met their
targets?

A. Continual Service Improvement

B. Business Relationship Management
C. Service Level Management

D. Availability Management

Answer: C

QUESTION: 28

Which stage of the Change Management process deals with what should be done if the change is
unsuccessful?

A. Remediation Planning

B. Categorization

C. Prioritization

D. Review and Close

Answer: A

QUESTION: 29
BHO0-006 Demo



BHO0-006 Demo — Pass-Guaranteed.com

"Service Management is a set of specialised organizational capabilities for providing value to customers in the
form of services".

These specialised organizational capabilities include which of the following?

A. Applications and Infrastructure

B. Functions and Processes

C. Service Pipeline and Service Catalogue
D. Markets and Customers

Answer: B

QUESTION: 30
Which of the following activities are helped by recording relationships between Configuration Items (Cls)?

1. Assessing the impact and cause of Incidents and Problems
2. Assessing the impact of proposed Changes

3. Planning and designing a Change to an existing service

4. Planning a technology refresh or software upgrade

A.1land 2 only

B. All of the above
C.1,2and 4 only
D. 1, 3and 4 only

Answer: B
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