ITIL Questions - Change Management


1. Change Management ensures that scheduling decisions are based on:

1
Urgency

2
Impact

3
Resources

Which of the above are correct?

A
1 & 2

B
All three

C
1 & 3

D
2 & 3

2. Under an ITIL Change Management process, once a change has been built, who should undertake testing?

A
The change builder

B
The Change Manager

C
The Change Advisory Board

D
An independent tester
3. Which of the following activities is the responsibility of Change Management?

A
Reviewing changes to ensure they have worked

B
Creating a change to rectify a known error

C
Determining the release strategy for a major change

D
Implementing a software change at a remote site

4. Within an ITIL compliant Change Management process, who decides on the categorisation of a proposed change?

A
Change Manager

B
Change Advisory Board

C
Change Requestor

D
Change Implementer

5. When can the building, testing and implementation of a change begin?

A
If it is urgent, as soon as the Request for Change has been classified

B
As soon as there is a back-out plan for the change

C
As soon as the impact analysis has been discussed by the members of the Change Advisory Board

D
As soon as the Request for Change has been formally authorized

6. How frequently should CAB/EC meetings be held?

A
Daily

B
Monthly

C
Weekly

D
As required

7. Consider the following statements:

1
Effective Change Management ensures that urgency and impact are keys to decisions made on the scheduling of changes

2
Change Management controls all aspects of the change process

Which of these statements is true?

A
1

B
Neither of them

C
2

D
Both of them

8. Which ITIL process or function checks that Requests for Change (RFCs) are logical, workable and necessary?

A. Change Management

B. Incident Management

C. Problem Management

D. Service Desk

9. After a Change has been implemented, an evaluation is performed.

What is this evaluation called?

A. Forward Schedule of Changes (FSC)

B. Post Implementation Review (PIR)

C. Service Improvement Program (SIP)

D. Service Level Requirement (SLR)

10. What is the proper sequence in Dr Deming's methodology?

A.  Check, Plan, Act, Do

B.  Plan, Do, Act, Check

C.  Plan, Do, Check, Act

D. Do, Plan, Act, Check

Answers Page

1) B - All three

2) D - An independent tester

3) A - Reviewing changes to ensure they have worked

4) A - Change Manager

5) D - As soon as the Request for Change has been formally authorized
6) D - As Required

7) D -
Both of them

8) A - Change Management

9) B - Post Implementation Review (PIR)

10) C - Plan, Do, Check, Act

