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Instructions 
1. You should attempt all 20 multiple choice questions (MCQs).  

Each question is worth one mark. 

2. There is only one correct answer per question. 

3. You need to answer at least 13 questions correctly to pass the exam. 

4. Mark your answers on the answer sheet provided (if paper-based).  

5. You have 30 minutes to complete this exam. 

6. This is a ‘closed book’ exam. No material other than the exam paper is allowed. 
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1. A printer is delivered to a customer, while ongoing maintenance and support are 
provided by the supplier.  

Which combination of service interactions is shown in this situation? 

A. Access to resources and service actions 
B. Service offering and service actions 
C. Transfer of goods and service actions 
D. Transfer of goods and service journey 

2. How does ‘access to resources’ support value co-creation in a service interaction? 

A. By allowing consumers to use provider resources 
B. By transferring responsibility for resources to consumers 
C. By limiting resource use to internal teams 
D. By replacing service actions with automation 

3. How do ‘utility’ and ‘warranty’ together support value co-creation? 

A. Utility focuses on cost control, while warranty focuses on risk avoidance 
B. Utility and warranty apply only to products, not services 
C. Utility ensures the service is fit for use, while warranty ensures it is fit for purpose 
D. Utility ensures the service is fit for purpose, while warranty ensures it is fit for use 

4. Which role authorizes budget for a service in a service relationship? 

A. Customer 
B. User 
C. Sponsor 
D. Product vendor 

5. What is service quality MOST concerned with? 

A. How well a service meets agreed requirements and expectations 
B. How quickly incidents are resolved 
C. The speed of service development 
D. The social responsibility of a service provider 

6. Which of the following is typically used to establish a shared understanding of expected 
and achieved service quality? 

A. Product specification 
B. Service Level Agreement 
C. Product and service roadmaps 
D. Service level requirements 

7. How does the ‘information and technology’ dimension support effective product and 
service management? 

A. By enabling the use of data, information, and technology required to deliver services 
B. By defining organizational roles and responsibilities needed for product development 
C. By defining workflows and activities required for product development 
D. By managing relationships with external suppliers 
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8. Which dimension is concerned with management of relationships with external 
organizations? 

A. Partners and suppliers 
B. Information and technology 
C. Organizations and people 
D. Value streams and processes 

9. A company plans an improvement initiative and ensures it is clearly linked to 
organizational goals and objectives 

Which continual improvement step is being performed? 

A. What is the vision? 
B. Where are we now? 
C. Take Action 
D. Where do we want to be? 

10. Which governance activity is focused on ensuring adherence with policies and strategic 
direction? 

A. Evaluate 
B. Direct 
C. Monitor 
D. Discover 

11. Which statement BEST reflects how digital product and service lifecycle management 
activities are performed? 

A. They are always performed sequentially 
B. They are not always performed sequentially 
C. They are always performed as a repeating cycle  
D. They are performed strictly once per product version 

12. Which of the following is a part of purpose of ‘deliver’ activity? 

A. Managing user onboarding 
B. Monitoring support systems 
C. Designing product prototypes 
D. Obtaining supplier resources 

13. Which activity has the PRIMARY responsibility for maintaining and monitoring digital 
products and supporting systems? 

A. Deliver 
B. Support 
C. Operate 
D. Transition 

14. Which activity ensures that new or changed products are seamlessly introduced in the 
live environment? 

A. Build 
B. Transition 
C. Deliver 
D. Operate 
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15. What is the purpose of the ‘support’ activity? 

A. To assist users and maintain service performance 
B. To design service architectures 
C. To build solution components 
D. To discover new business opportunities 

16. An organization wants to evaluate how well the ‘transition’ value chain activity is 
performing.  

Which metric would BEST support this evaluation? 

A. Success rate of releases deployed into the live environment 
B. Number of ideas generated for new services 
C. Average cost per service request 
D. Percentage of value streams mapped 

17. Why do ITIL Official Practice Guides follow a standardized structure across all practices? 

A. To make it easier for organizations to understand and apply different practices 
B. To ensure all practices are implemented in the same sequence 
C. To enforce uniform tooling and technology choices 
D. To limit the flexibility of practice adoption 

18. How does an enabling value stream contribute to value creation? 

A. By supporting the effective operation of core value streams 
B. By replacing the need for core value streams 
C. By defining customer outcomes and service expectations 
D. By acting as the primary interface with service consumers 

19. What does ITIL emphasize as a key difference between ‘value stream mapping’ and ‘value 
stream management’? 

A. Mapping identifies how value flows, while management ensures the value stream 
performs effectively over time 

B. Mapping is used only for reporting, while management is used only for auditing 
C. Mapping applies to services, while management applies to products 
D. Mapping focuses on cost control, while management focuses on risk avoidance 

20. How does ITIL collaborate with DevOps practices to support digital product and service 
management? 

A. By providing the framework while DevOps supplies practices and techniques  
B. By replacing DevOps practices with standardized service management processes  
C. By limiting DevOps usage to software development activities  
D. By positioning DevOps as a governance framework over ITIL 
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