ITIL  - Service Level Management and Financial Management

1. By now you should have noticed a pattern/ or lack of a pattern in the ITIL material and processes. 

•
There is no right or wrong “order” in studying, learning or adopting the ITIL modules.

•
The processes/material is all related and inter-dependant.

•
You must understand the relationships and dependences

•
Test questions will often reference multiple processes and ask about the relationships, dependences and difference

•
The differences often have to do with roles/responsibilities and ownership, checks and balanced

A customer has requested a review of charges for services provided under an SLA.  Within the SLA there is provision for this.  Who will review the charges with the customer?

A
The IT Finance Manager

B
The Configuration Manager

C
The Service Level Manager

D
The Change Manager

2. When establishing a new SLA which of the following should the Service Level Manager take into account?

1
That the new SLA can meet the targets agreed with the customer

2
That the conditions in other existing SLAs can continue to be met

3   That the possible impact of changes to the SLA can be identified

Of the above, which are true?

A
1 & 2

B
2 & 3

C
1, 2 & 3

D
1 & 3

3. The Service Level Manager requires confirmation that the internal Service Desk can answer a certain percentage of calls within 10 seconds.  In which document would the Service Desk’s agreement to this requirement be recorded?

A
Internal Specification Sheet

B
Operational Level Agreement

C
Service Level Agreement

D
An underpinning third party contract

4. The Service Level Manager has established a Service Level Agreement (SLA) with the customer. The IT department has been unable to fulfill the requirements documented in the SLA. The main reason for this is that the purchasing department in the IT organization orders new hardware only once a month. The IT department often needs the hardware sooner than this, as the SLA agreed to delivery “as required”.

Which document(s) should the IT department and the purchasing division establish or review together?

A.  The Operational Level Agreement (OLA)

B.  The Service Level Requirements (SLRs)

C.  The Service Specification sheets

D.  The Underpinning Contract (UC)

5. Which of the following are direct advantages of entering into Service Level Agreements?

1
The expectations of both the IT customer and the provider should be aligned

2
Fewer incidents will occur

3
Unambiguous measurements of service provision will be provided

4   The number of changes that have to be backed out will decrease

A
2 & 4

B
1 & 2

C
3 & 4

D
1 & 3

6. Which concept is NOT part of Financial Management for IT Services?

A   Budgeting

B   Charging

C   Procuring

D   Pricing

7. One reason for building a Cost Model is so that:

A
Charges will reflect what the market will bear

B
It can be related directly to its constituent units

C
The costs of IT can be aligned to business activities

D
It is easy for IT to calculate

8. Without a good Accounting System you cannot:

1
Know the full cost of services provided

2
Judge the efficiency of Problem Management

3   Recover costs related to usage, should you so wish

Which of the above is true?

A
1, 2 & 3

B
1 & 3 only

C
1 & 2 only

D
2 & 3 only

9. Consider the following statements:

1
Customers should always be invoiced for the IT services they use

2   The only reason services are charged for is to make customers aware of the costs involved in using those services

Are these statements correct?

A
Both


B
Only 1

C
Neither

D
Only 2

10. Which of the following is NOT the concern of IT Financial Management?

A
Telephone charges

B
Invoicing

C
Differential charging

D
Service reviews

11. Which of the following statements on IT Financial Management is correct?

A
The IT Financial Manager identifies the costs that will be incurred by IT and proposes prices for services

B
In order to be able to set up Budgeting and Accounting, SLAs and OLAs need to have been agreed

C
It is only possible to be cost conscious if the customer is charged for services

D
The Cost Manager must agree charges with the customer before establishing a Cost Model

12. Which is the correct combination of terms and Service Management processes? (also what do the acronyms mean?)

1
CMDB
a  Availability Management

2
CFIA

b  Release Management

3
DHS

c  Service Level Management

4
OLA

d Configuration Management

A:
1-d, 2-c, 3-a, 4-b

B:
1-d, 2-a, 3-b, 4-c

C:
1-b, 2-a, 3-c, 4-d

D:
1-c, 2-d, 3-b, 4-a

13. Who is authorized to establish an agreement with the IT organization for the purchase of IT Services?

A   The Service Level Manager

B   The user

C   The ITIL process owner

D   The customer

Answers Page

1) C - The Service Level Manager

2) C - 1, 2 & 3

3) B - Operational Level Agreement

4) A - The Operational Level Agreement (OLA)

5) D - 1 & 3

6) C - Procuring

7) C - The costs of IT can be aligned to business activities

8) A - 1, 2, & 3

9) C - Neither (Watch for words such as “always” and “only”. ITIL is guidance, rarely empirical or definitive in its statements.)

10) D - Service reviews are part of SLM

11) A - The IT Financial Manager identifies the costs that will be incurred by IT and proposes prices for services

12) B - 1-d, 2-a, 3-b, 4-c

     1-d: CMDB:  Configuration Management Database / Configuration Mgt

2-a:    CFIA:     Component Failure Impact Analysis / Availability Mgt

3-b     DHS:      Definitive Hardware Store / Release Mgt

4-c     OLA:      Operational  Level Agreement / Service Level Mgt

13) D - The Customer

