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FAQ: ServiceNow Certified Implementation Specialist - IT Service Management exam 

Question: What is the purpose of the ServiceNow Certified Implementation Specialist - IT 

Service Management exam? 

Answer: The exam certifies that you have the skills and knowledge to configure, implement, 

and maintain ServiceNow ITSM applications. 

Question: Who should take the exam? 

Answer: The exam is open to anyone interested in becoming a ServiceNow ITSM Certified 

Implementation Specialist, including ServiceNow customers, partners, employees, and 

others. 

Question: What does the exam cover? 

Answer: The exam covers a wide range of topics related to ServiceNow ITSM, including: 

 ServiceNow platform overview 

 IT service management (ITSM) concepts 

 ServiceNow ITSM applications and functionalities 

 Configuration and implementation of ServiceNow ITSM applications 

 Maintenance and support of ServiceNow ITSM applications 

 

Question: What resources should I use to prepare for the exam? 

Answer: 

 Official ServiceNow resources: 

o ServiceNow training materials 

o ServiceNow Product documentation site 

o ServiceNow developer site 

 Recommended ServiceNow training courses: 

o Welcome to ServiceNow 

o ServiceNow Administration Fundamentals 

o ServiceNow Administration Advanced 

o ServiceNow Get Started with Now Create 

o ServiceNow Platform Implementation 

o CMDB Fundamentals 

 Certification Preparation Material Provided by https://QuickTechie.com and Audio 

Books available on this link https://www.quicktechie.com/readiobook/ .  

Question: What are the required ServiceNow training courses? 

https://www.quicktechie.com/
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Answer: 

 Required courses: 

o ServiceNow ITSM Fundamentals 

o ServiceNow ITSM Implementation 

Question: How do I get a voucher to register for the exam? 

Answer: You will be eligible to receive a voucher code to register for the exam upon 

completion of the ServiceNow ITSM Implementation course. 

Question: What topics are covered in the exam? 

Answer: The exam covers six learning domains, each with a specific weighting: 

 Incident Management (25%): 15 Questions 

 Problem Management (15%): 9 Questions 

 Change and Release Management (25%): 15 Questions. 

 Service Portfolio Management (5%): 3 Questions.  

 Service Catalog and Request Management (25%): 15 Questions.  

 Configuration Management Database (5%): 3 Questions 

A detailed breakdown of sub-topics within each domain is available in the official exam 

specification document. 

Question: How do I register for the exam? 

Answer: 

1. Create a Webassessor account: https://www.kryterion.com/frequently-asked-

questions/ 

2. Link your Webassessor account to your Now Learning account. 

3. Register for the exam using your voucher code. 

The exam can be taken at a Kryterion Test Center or online with proctoring. 

 

Question: How many questions are on the exam? 

Answer: The exam consists of 60 questions. 

Question: What types of questions are on the exam? 

https://www.quicktechie.com/
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Answer: There are two types of questions on the exam: 

 Multiple choice (single answer): Choose the one answer that best answers the 

question. 

 Multiple select (select all that apply): Choose all the answers that correctly answer 

the question. Partial credit is not awarded. 

Question: How do I know if I passed the exam? 

Answer: You will receive a pass or fail result immediately after completing the exam. The 

result is conditional, meaning it can be reviewed later and revoked if ServiceNow finds that 

you violated their Test Security Policies. 

Pass Result: 

 Indicates you earned the certification. 

 No detailed score information is provided. 

 You need to pass delta exams and pay annual fees to maintain the certification. 

Fail Result: 

 Indicates you did not earn the certification. 

 You will see the percentage score you achieved in each learning domain. 

 Focus on improving your scores in the lowest-scoring domains for your next attempt. 

 

 

 

 

 

 

 

 

 

 

https://www.quicktechie.com/
https://www.quicktechie.com/


 

5   

This Book is available Free of Cost for Everyone (Owned by QuickTechie.com)  for more learning resources visit 

https://www.quicktechie.com/  (Certification / Trainings/ Audio Books/ PDFs) 

 

 

 

Practice Paper-1: ServiceNow Certified Implementation Specialist - IT Service 
Management 

Question-1: In the context of a digital workflow application for managing significant 

operational events, what sequence of stages might a major event transition through, 

starting from initial identification? 

A. Initiation, Approval, Dismissal, Termination 

B. Initiation, Approval, Dismissal, Reassessment 

C. Initiation, Reception, Critical Assessment Briefing, Conclusion 

D. Commencement, Progress Monitoring, Heightening, Notification 

Correct Answer: A 

Explanation: The correct progression for a major event in a digital workflow application 

dedicated to managing significant operational events mirrors the stages of Proposed, 

Accepted, Rejected, and Cancelled. This sequence allows for the initial proposal of a major 

event, its approval or rejection by management, and ultimately, its cancellation if deemed 

necessary. This process ensures that only relevant events are escalated and managed as 

major incidents, aligning closely with the "Initiation, Approval, Dismissal, Termination" 

stages. 

 

Question-2: Imagine a scenario in a problem management system where an administrator 

decides to share a resolution method for a known issue. How is this resolution detail 

propagated across related incident records? 

A. The resolution is documented in the general feedback section for any linked issue marked 

as "Pending Review." 

B. The resolution is captured in the operational notes section for any linked issue currently 

active. 

C. The resolution is noted in the general feedback section for any linked issue presently 

active. 

D. The resolution is drafted into a preliminary knowledge base entry. 
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Correct Answer: B 

 

Explanation: In this problem management scenario, the administrator’s action of sharing a 

resolution is specifically designed to be documented in the operational notes (Work Notes) 

of any incident that is associated with the problem and is in an active state. This process is 

crucial for ensuring that all team members involved in incident resolution have access to the 

latest information and can apply the shared resolution method effectively. The operational 

notes are the appropriate place for such information because they are designed for internal 

communication among the IT team, thus aligning with option B. 

 

Question-3: When should the "Communicate workaround" functionality be utilized within a 

problem record's interface? 

A. When the temporary solution is relevant to the individuals reporting the issues on the 

linked incident records (while they remain unresolved). 

B. When the temporary solution should be officially documented and accessible via the user 

portal. 

C. When the temporary solution is pertinent information for the team assigned to the 

problem. 

D. When the temporary solution is significant for the team members listed in the problem's 

operational notes. 

 

Correct Answer: D 

 

Explanation: The "Communicate workaround" function is specifically designed to convey 

temporary solutions through the operational notes of any active incidents related to the 

problem. This ensures that all relevant internal stakeholders, especially those involved in 

direct problem resolution activities, are informed about interim measures. This internal 

communication strategy helps in managing incidents more effectively until a permanent 

solution is implemented. Thus, the workaround information is crucial for team members 

who monitor the operational notes for updates, which corresponds to option D. 
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Question-4: Before the release of the Quebec version, what interface was presented to 

users following the selection to create a new change request in the IT service management 

tool? 

A. The primary interface for change requests 

B. The detailed form for a new change request 

C. The service catalog for change requests 

D. The guided setup for change requests 

E. The initial selection screen for change requests 

 

Correct Answer: E 

 

Explanation: Prior to the Quebec version, selecting the option to create a new change 

request in the IT service management tool directed users to the "Change Interceptor," a 

preliminary selection screen. This interface served as an initial step to guide users through 

the process of creating a change request, ensuring that they were directed to the most 

appropriate form or workflow based on their specific needs or the nature of the change. 

This step was crucial for streamlining the creation of change requests and ensuring that 

users were provided with the most relevant options, which aligns with option E. 

 

Question-5: Within the Incident Management module, which resources are at the disposal 

of the person tasked with addressing an incident? Select two. 

A. Catalog of Known Error Records 

B. Repository of Past Incident Resolutions 

C. Configuration Item Classification Tool 

D. Dashboard for Incident Management Overview 

E. Comprehensive Configuration Management Database (CMDB) Interface 

https://www.quicktechie.com/
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Correct Answer: A, B 

 

Explanation: The correct resources available to someone responsible for resolving an 

incident include the Catalog of Known Error Records and the Repository of Past Incident 

Resolutions. Known Error Records provide documented instances of identified issues with 

their workaround or permanent fix, which can be leveraged to address similar incidents. 

Similarly, accessing a repository of resolutions from past incidents can offer valuable insights 

and solutions that have been effective in similar situations previously. These tools are 

instrumental in diagnosing and resolving incidents efficiently, aligning with options A and B. 

 

Question-6: What feature of the service catalog enables users to retain items in their cart 

for completion and submission at a future time? 

A. Configuration of the shopping cart layout 

B. Activation of the wish list function 

C. Enabling of cart content saving 

D. Utilization of partial save functionality 

 

Correct Answer: B 

 

Explanation: The Activation of the wish list function within the service catalog allows users 

to save items they have added to their cart to complete and submit at a later time. This 

feature enhances the user experience by providing flexibility and convenience, allowing 

users to curate and save selections without the immediate need to finalize transactions. It 

supports users in managing their requests and decisions over time, accurately reflected by 

option B. 

 

Question-7: Which specialized Incident Management table is a derivative of the Task table? 

https://www.quicktechie.com/
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A. Subordinate Incident Log 

B. High Priority Incident Ledger 

C. Incident-Related Task Record 

D. Principal Incident Register 

 

Correct Answer: C 

 

Explanation: The Incident-Related Task Record, denoted as [incident_task], is an extension 

of the Task table specifically tailored for Incident Management. This table facilitates the 

recording and tracking of tasks that are derived from incident records, enabling a structured 

approach to incident resolution activities. The design of this table allows for the segregation 

of incident-related tasks from general tasks, providing a focused and efficient way to 

manage incident-driven workflows, which aligns with option C. 

 

Question-8: What configurations are possible within the Unauthorized Change Properties 

section? Choose two. 

A. Toggle the allowance of unauthorized change record creation 

B. Set a limit on the quantity of unauthorized change records per Configuration Item (CI) 

C. Access to an Unauthorized Change Monitoring Dashboard 

D. Specify Configuration Item classes for surveillance 

 

Correct Answer: A, D 

 

Explanation: Within the Unauthorized Change Properties section, administrators have the 

capability to enable or disable the creation of unauthorized change records and to delineate 

which Configuration Item classes are subject to monitoring for unauthorized changes. These 

settings are crucial for maintaining control over the IT infrastructure by ensuring that 

https://www.quicktechie.com/
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unauthorized changes are either prevented or closely monitored, depending on 

organizational policies and compliance requirements. The ability to specify CI classes for 

monitoring enables targeted oversight of critical or sensitive components, aligning with 

options A and D. 

 

Question-9: When customizing the form used by customers to report issues via the 

"Something is Broken" service option, which tool should be utilized to incorporate an 

additional field? 

A. Layout Customization Interface 

B. Service Form Customization Tool 

C. Specific Field Addition Module for Record Producers 

D. Custom Variable Configuration Panel 

E. Formulation Adjustment Utility 

 

Correct Answer: C 

 

Explanation: The Specific Field Addition Module for Record Producers, commonly known as 

the Default Variables Editor, is the designated tool for adding new fields (or variables) to 

forms generated by Record Producers. This utility is exclusively available for modifying 

forms created through Record Producers, which are used to generate task-based records 

from a service catalog request. It allows for the customization of the form by adding new 

variables, ensuring that the form meets the specific reporting needs of customers. This 

precision makes option C the correct choice. 

 

Question-10: What are the standard processes included in the baseline model for managing 

a regular change within an IT service management framework? 

A. Evaluation, Authorization, Execution, Task Coordination 

B. Initiation, Review, Closure, Task Coordination 

https://www.quicktechie.com/
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C. Initiation, Evaluation, Execution, Task Coordination 

D. Evaluation, Authorization, Closure, Task Coordination 

 

Correct Answer: A 

 

Explanation: The baseline model for managing a regular change typically encompasses a 

series of structured processes: Evaluation (Assess), Authorization (Authorize), Execution 

(Implement), and Task Coordination (Implementation tasks). These steps ensure a 

comprehensive approach to change management, from assessing the change's impact and 

obtaining necessary approvals to implementing the change and coordinating related tasks. 

This sequence is designed to mitigate risks and ensure smooth transitions, aligning with 

option A. 

 

Question-11: In the standard Change Management workflow, what is the protocol for 

handling implementation and testing tasks that remain open when a Change request 

progresses to the Review phase? 

A. They are terminated automatically 

B. They are concluded without further action 

C. They are directly assigned to the Change manager for closure 

D. A system prompt halts the progression, necessitating task completion 

 

Correct Answer: A 

 

Explanation: Within the standard Change Management workflow, if a Change request 

moves to the Review phase and there are implementation and testing tasks that have not 

been completed, the protocol dictates that these tasks are automatically canceled. This 

automatic cancellation ensures that no open tasks can impede the finalization of the Change 

request's review process, thereby streamlining the transition towards completion. This 
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approach is practical for maintaining the workflow's integrity and efficiency, making option 

A correct. 

 

Question-12: Which actions are restricted from all users, including administrators, within 

the context of change record management in an IT service management system? Select two. 

A. Modifying the type of an existing change record 

B. Removing a change record from the system 

C. Erasing a standard change template from the database 

D. Eliminating a Change Advisory Board (CAB) definition 

 

Correct Answer: A, C 

 

Explanation: In an IT service management system, certain actions are safeguarded to 

maintain system integrity and compliance with predefined processes. Specifically, users, 

including administrators, are restricted from changing the type of an existing change record 

and deleting a standard change template. These restrictions ensure that the change 

management process remains consistent and that standard operating procedures are 

adhered to without unauthorized alterations. Modifying a change record's type after 

creation could lead to inconsistencies in process flow and auditing, while deleting a standard 

change template could remove essential, predefined procedures crucial for organizational 

consistency. Hence, options A and C are actions that are typically restricted to preserve the 

integrity and reliability of the change management process. 

 

Question-13: A frequent change practitioner finds the process of locating the "Reboot 

Windows Server" change option cumbersome within the newly introduced Preapproved 

tab, due to its frequent use. What technique would streamline their access to this specific 

change model? 

A. Enable a quick access link 

B. Create a direct access shortcut 

https://www.quicktechie.com/
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C. Implement a targeted search functionality 

D. Integrate the change option into a quick navigation area 

 

Correct Answer: A 

 

Explanation: The capability to "pin" specific change request models directly within the 

Preapproved tab significantly enhances user efficiency, especially for frequently used 

change models like "Reboot Windows Server." By pinning this change, the user can quickly 

access it without navigating through numerous options, streamlining the process and saving 

time. This feature is particularly useful in dynamic environments where certain changes are 

recurrently executed, making option A the most effective solution. 

 

Question-14: For Problem and Problem Task records to transition from the New state to the 

Assess state automatically, which two fields must be populated? 

A. Initial Summary 

B. Record Status 

C. Designated Assignee 

D. Linked Configuration Item 

 

Correct Answer: B, C 

 

Explanation: In the workflow of Problem and Problem Task management, the automatic 

progression from the New to Assess state is triggered when specific conditions are met, 

notably the population of the 'State' and 'Assigned to' fields. This mechanism ensures that a 

record is ready for assessment only when it has been duly categorized and assigned to a 

responsible party, fostering efficient task allocation and progression within the problem 

management process. Thus, filling in the 'State' (implicitly through system rules) and 

explicitly assigning the record to an individual or team are critical steps that enable this 

transition, aligning with options B and C. 
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Question-15: When the "Communicate workaround" action is executed on a Problem form, 

where is the workaround information documented for associated incidents that are 

currently open? 

A. In the general feedback section of any linked open incident 

B. In the specific workaround section of any associated incident 

C. Within a preliminary solution knowledge draft 

D. In the operational notes section of any linked open incident 

 

Correct Answer: D 

 

Explanation: Activating the "Communicate workaround" feature on a Problem form initiates 

the process of documenting the workaround details directly into the operational notes 

(Work Notes) of any related incidents that are open. This ensures that all operational staff 

involved with these incidents are immediately informed of interim solutions, facilitating 

ongoing incident management and support activities. This systemized approach to sharing 

workaround information enhances communication and efficiency, making option D the 

correct and practical choice. 

 

Question-16: In an environment with a well-established knowledge base catering to both 

technical internal users and end-users with simplified guides, how can agents quickly discern 

which articles are accessible to callers directly from the Incident form? 

A. Enable a differentiation marker between internal and external content 

B. Utilize a feature to view content as the caller would 

C. Implement an indicator for caller-visible articles 

D. Activate a filter for end-user exclusive content 
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Correct Answer: B 

 

Explanation: Utilizing the "Search as User" feature empowers agents to view the knowledge 

base from the perspective of the caller, effectively identifying which articles are accessible 

to them. This capability ensures agents can accurately gauge the information available to 

callers, facilitating more relevant and supportive communication. It also enhances the 

efficiency of support interactions by aligning the agents' resources with the callers' view, 

making option B the ideal solution for meeting this requirement. 

 

Question-17: What triggers the creation of a Post Implementation Review task within the 

workflow of managing unauthorized changes? 

A. Finalization of the change process 

B. Approval by a change manager 

C. Transition of the change request into the review phase 

D. Initial assessment of the change request 

 

Correct Answer: C 

 

Explanation: Within the framework of handling unauthorized changes, the system is 

designed to automatically generate a Post Implementation Review task as soon as the 

change request enters the review phase. This step is crucial for ensuring that each change, 

especially those not initially authorized, undergoes a thorough review to assess the 

effectiveness of the implementation and to capture learnings for future improvements. This 

automated creation of a review task upon reaching the review phase is a built-in mechanism 

to promote accountability and continuous improvement in change management practices, 

thus making option C the correct answer. 

 

Question-18: In the context of problem management, once a root cause and a temporary 

resolution (workaround) have been identified, what is the fastest method to document and 

disseminate the immediate resolution technique? 
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A. Announce the temporary solution 

B. Record the issue as a Known Error 

C. Finalize the investigation 

D. Conclude Root Cause Analysis 

E. Apply the Five Whys technique for documentation 

 

Correct Answer: B 

 

Explanation: When a problem management team identifies both the root cause and a 

temporary solution for an issue, the most efficient way to document and share this 

immediate resolution is by recording the issue as a Known Error. This process not only 

formalizes the identification of the problem and its temporary workaround but also makes 

this information readily available for future reference and for the benefit of users 

experiencing similar issues. Documenting a Known Error facilitates a quicker dissemination 

of solutions across the organization, thereby enhancing the overall efficiency of problem 

resolution processes, which aligns with option B. 

 

Question-19: In the process of organizing a service catalog, which roles are endowed with 

the authority to create and manage service categories? Select three. 

A. Service Catalog Administrator 

B. IT Service Management Administrator 

C. Service Catalog Manager 

D. Service Catalog Editor 

E. Service Catalog Design Editor 

 

Correct Answer: A, C, D 
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Explanation: The roles designed to have the authority for creating and managing categories 

within a service catalog include the Service Catalog Administrator, Service Catalog Manager, 

and Service Catalog Editor. These roles are specifically tailored to allow for the 

comprehensive management of the service catalog, including the pivotal task of 

categorization. This structured role distribution ensures that catalog management 

responsibilities are clearly defined and delegated, promoting an organized, navigable, and 

efficient service catalog. Ensuring proper categorization is crucial for user experience, 

facilitating easy navigation and searchability within the catalog, thus making options A, C, 

and D correct. 

 

Question-20: Within the standard implementation framework, what are the principal 

relationships between Change records and Configuration Item (CI) records? Choose three. 

A. Inclusion of the CI Manager in the change approval process 

B. The ability to initiate a single Change for multiple CIs 

C. Mandatory association of at least one CI with every Change 

D. Assignment of the CI Support Group for implementing changes 

E. Potential impact on a CI by a Change, regardless of direct modification 

 

Correct Answer: B, C, E 

 

Explanation: The foundational relationships between Change records and Configuration 

Items (CIs) in a standard implementation context are characterized by the capability to 

associate multiple CIs with a single Change record, the requirement to link at least one CI to 

every Change, and the recognition that a CI can be impacted by a Change even if it isn't the 

direct object of the Change. These relationships underscore the interconnectedness of CIs 

and Changes within IT service management, highlighting the complexity and the need for 

careful planning and impact assessment in change management practices. This ensures that 

changes are executed with full awareness of their potential effects on the IT environment, 

making options B, C, and E accurate reflections of these key relationships. 
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Question-21: After implementing a new Change model with an associated approval process, 

you observe that the approval mechanism fails to initiate. What could be the underlying 

cause? 

A. The relevant business rule meant to enforce the approval process lacks the inclusion of 

this new model. 

B. The automation flow designed for this model does not properly reference the established 

approval process. 

C. The necessary workflow to activate the approval process for this model hasn't been 

developed in the workflow editor. 

D. A key system setting requiring update to recognize the new approval process remains 

unchanged. 

 

Correct Answer: B 

 

Explanation: In scenarios where a new Change model is introduced along with a specific 

approval process, the failure to trigger the approval mechanism is often due to the 

automation flow not correctly referencing the new approval process. This misconfiguration 

prevents the system from recognizing and executing the intended approval sequence when 

the Change model is utilized. Ensuring the flow accurately calls upon the newly defined 

approval process is essential for operational integrity, thus making option B the correct 

explanation. 

 

Question-22: When a Known Error article submitted from a Problem record is invisible in 

the Known Error database, what is the likely explanation? 

A. The article remains unpublished, existing in a draft state. 

B. A required integration feature for knowledge management has not been enabled. 

C. User access settings within the knowledge base are misconfigured. 

D. The testing was conducted without the necessary permissions associated with the ITIL 

role. 
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Correct Answer: A 

 

Explanation: The invisibility of a Known Error article in the database is typically due to the 

article being in a draft state without having been published. Articles must be published to be 

visible to broader audiences, including those accessing the Known Error database. Draft 

status indicates that the content is still under review or not finalized for public viewing, 

necessitating a publication action to change its visibility status. This common workflow 

ensures content accuracy and relevance before availability, aligning with option A as the 

correct explanation. 

 

Question-23: Why are users with the problem_coordinator role able to communicate 

workarounds and fixes, while those with the problem_task_analyst role cannot? 

A. Technical personnel working on problem investigations concentrate on specifics that 

might not be pertinent to the general audience or callers. 

B. Only coordinators possess the capability to retract a communicated message. 

C. Coordinators have exclusive authority to approve or disapprove proposed 

communications. 

D. Communicated messages are automatically propagated to the user portal. 

 

Correct Answer: A 

 

Explanation: The distinction in roles where problem coordinators can communicate 

workarounds and fixes, but problem task analysts cannot, stems from the coordinators' 

overarching responsibility for managing problem resolution communication. Coordinators 

are tasked with ensuring that communicated information is pertinent, accurate, and 

appropriate for the audience, unlike technical staff (problem task analysts), who may focus 

on detailed technicalities not suitable for general dissemination. This role-based delineation 

ensures effective and relevant communication with stakeholders, making option A the 

correct rationale. 
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Question-24: In the context of incident management, where is the "Search as" functionality 

activated to enhance search capabilities? 

A. Within a system property dedicated to incident deflection. 

B. Through the Incident Properties configuration module. 

C. By adjusting settings in a specific table configuration related to search results. 

D. On the incident form layout and design settings. 

 

Correct Answer: C 

 

Explanation: The "Search as" feature, which allows incident management personnel to view 

search results as they would appear to another user (typically the incident caller), is enabled 

through specific table configuration settings related to search functionalities. This feature is 

instrumental in tailoring support efforts by providing visibility into the information 

accessible to the user in question, thereby facilitating more accurate and relevant 

assistance. Adjusting these configurations ensures that support personnel can preemptively 

identify and leverage the most pertinent knowledge articles, making option C the accurate 

location for enabling this feature. 

 

Question-25: In the Incident Management system, which role is empowered to modify and 

oversee the configuration settings? 

A. Admin for Incident Management 

B. IT Service Management User 

C. IT Service Management Administrator 

D. Manager of Incident Operations 

 

Correct Answer: D 
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Explanation: The role specifically designated for managing and adjusting the settings within 

the Incident Management framework is the Manager of Incident Operations. This role 

encompasses the authority to fine-tune the operational parameters, ensuring the incident 

management process aligns with organizational policies and procedures. It encompasses 

responsibilities such as defining the handling procedures, escalation paths, and other critical 

settings that dictate the efficiency and effectiveness of incident resolution efforts, making 

option D the accurate choice. 

 

Question-26: Within the ServiceNow platform, which database table is responsible for 

storing the options for incident categories and subcategories? 

A. System Category Directory 

B. Task Category Listing 

C. System Choices Enumeration 

D. Incident Records Table 

 

Correct Answer: C 

 

Explanation: The System Choices Enumeration (sys_choice) table in ServiceNow serves as 

the repository for defining the selectable options for various fields across the platform, 

including incident categories and subcategories. This table allows for the customization and 

management of dropdown menu choices, ensuring that data input can be standardized 

according to predefined options. This functionality supports the organization's ability to 

categorize incidents systematically, aiding in the effective sorting, reporting, and analysis of 

incident data, hence making option C the correct identification. 

 

Question-27: For a manager aiming to analyze the demand for computer catalog items, 

specifically comparing requests for additional memory versus the standard memory 

offering, which approach should be employed? 
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A. Construct a report using the Service Catalog Task table, focusing on memory upgrade 

variables. 

B. Generate a report from the Requested Item (RITM) table, categorizing by the memory 

upgrade options. 

C. Develop a report based on the General Task table, segregating by memory option 

variables. 

D. Create a report via the Service Request table, detailing the memory upgrade preferences. 

E. Assemble a report through the Catalog Item table, differentiating by the extra memory 

variable. 

 

Correct Answer: B 

 

Explanation: The Requested Item (RITM) table in ServiceNow is the optimal source for 

generating reports that differentiate between computer catalog item requests based on 

specific variables such as memory upgrades. This table captures detailed information about 

individual items requested through the service catalog, including any variables associated 

with those requests. Analyzing data from this table allows for an accurate comparison of the 

frequency of requests for additional memory versus those for the base memory 

configuration, aligning perfectly with the manager's requirement, thus making option B the 

correct strategy. 

 

Question-28: Following an instance upgrade, without transitioning to the multimodal 

change management, what interface is presented when initiating a new change via the 

default Change menu? 

A. Initial Change Request Screen 

B. Detailed Change Request Form 

C. Primary Change Management Interface 

D. Comprehensive Change Summary 
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Correct Answer: A 

 

Explanation: In scenarios where an instance has been upgraded without adopting the 

multimodal change management framework, the system defaults to presenting the Initial 

Change Request Screen, also known as the Change Interceptor. This interface is designed to 

guide users through the preliminary steps of creating a new change request, ensuring that 

the appropriate type of change is selected according to the organization's processes and 

policies. This mechanism aims to streamline the change initiation process by directing users 

to the correct pathway from the outset, making option A the correct interface encountered. 

 

Question-29: In the context of Release Management, what stages are identified within the 

lifecycle of a Release record? 

A. Initial Analysis, Conceptual Design, Construction, Implementation, Validation, Acceptance 

Testing, Pilot Deployment 

B. Project Initiation, Detailed Design, Development Phase, Deployment Strategy, Validation 

Testing, Integration Testing, Pilot Testing 

C. Preliminary Review, Architectural Design, Code Development, Compilation, Rollout 

Strategy, Quality Assurance, Acceptance Verification 

D. Requirements Identification, Architectural Design, Code Development, Compilation 

Phase, Deployment Phase, Quality Assurance, Acceptance Testing 

 

Correct Answer: D 

 

Explanation: The lifecycle of a Release record traditionally encompasses several distinct 

phases to ensure a structured approach to releasing new or updated software. These stages 

include identifying requirements to understand what needs to be achieved, designing the 

architecture to outline how objectives will be met, developing the code to create the 

solution, compiling the developed code, deploying the solution into a live environment, 

ensuring the solution meets quality standards, and finally, conducting acceptance testing to 

confirm the release meets the end-users' needs. This thorough process ensures that each 

release is systematically evaluated and implemented, aligning with option D as the correct 

series of stages. 
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Question-30: What limitations apply when configuring Catalog UI Policies within 

ServiceNow? 

A. Enforcing a field as mandatory 

B. Universal application across all form views 

C. Making a catalog category visible 

D. Designating a field as read-only 

 

Correct Answer: B 

 

Explanation: Catalog UI Policies in ServiceNow are designed to control the behavior of 

variables and fields within the service catalog, such as setting fields to mandatory or read-

only based on certain conditions. However, these policies cannot universally apply across all 

form views. This limitation signifies that while Catalog UI Policies can dictate variable 

behavior within specific catalog items or requests, they do not have the capacity to enforce 

these rules across every form view within the platform. This specificity ensures policies are 

applied contextually, enhancing the user experience by tailoring interactions based on the 

catalog context, thus making option B the correct limitation. 

 

Question-31: Who is empowered to create and regulate user criteria for service catalog 

visibility and access within ServiceNow? 

A. Service Catalog Administrator 

B. IT Service Management Administrator 

C. Service Catalog Manager 

D. Service Catalog User Criteria Administrator 

E. Service Catalog Criteria Manager 
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Correct Answer: A 

 

Explanation: The Service Catalog Administrator role in ServiceNow is specifically designed to 

have the authority to create and manage user criteria. User criteria are used to control 

visibility and access to service catalog items, ensuring that only eligible users can view or 

request certain catalog items. This capability allows for a customized and targeted approach 

to service catalog management, ensuring users see relevant offerings based on their roles, 

locations, or other defined criteria, which aligns with option A as the correct role. 

 

Question-32: What features can a survey administrator configure for an individual survey in 

ServiceNow? Select two. 

A. Option for recipients to opt-out of survey assignments 

B. Frequency of survey reminder notifications 

C. Conditions to trigger survey distribution 

D. Privacy settings to anonymize survey responses 

 

Correct Answer: C, D 

 

Explanation: In ServiceNow, survey administrators have the capability to configure various 

aspects of survey behavior and data handling, including setting conditions that determine 

when a survey should be distributed (C) and enabling settings to anonymize responses to 

ensure privacy and confidentiality (D). These configurations allow organizations to tailor the 

survey experience to meet their needs and compliance requirements, ensuring that surveys 

are only sent out under appropriate circumstances and that participant responses can be 

collected in a manner that respects their anonymity. This flexibility in survey configuration 

underscores the platform's adaptability to diverse organizational requirements, making 

options C and D accurate functionalities. 

 

Question-33: When an agent, affiliated with multiple groups, attempts to self-assign an 

incident lacking an assigned group, what system behavior is observed? 
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A. Display of a prompt for the agent to manually assign the incident to a group 

B. Provision of a selection dialog for the agent to choose an appropriate Assignment group 

C. Automatic allocation of the incident to the agent's primary group 

D. No change in the Assignment group field, requiring manual selection 

 

Correct Answer: B 

 

Explanation: In scenarios where an incident's Assignment group field is empty and the agent 

attempting to self-assign the incident is a member of multiple groups, the system presents a 

dialog for the agent to select an appropriate Assignment group. This feature ensures that 

incidents are correctly categorized under a specific group for further action, thereby 

streamlining the assignment process and ensuring that the incident handling follows 

organizational protocols. This mechanism is designed to assist in proper incident 

management by requiring explicit group selection in cases of ambiguity, making option B the 

correct behavior. 

 

Question-34: For capturing the requested delivery date on a service catalog request form, 

which variable type is most suitable? 

A. Date Input 

B. Requested Date 

C. Selection Date 

D. Time Span 

 

Correct Answer: A 

 

Explanation: The "Date Input" variable type is the most suitable for capturing the date by 

which a requester wishes to receive an item or service through the service catalog. This 
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variable type allows users to easily select a specific date from a calendar interface, providing 

a straightforward method for indicating desired delivery or completion dates. It is designed 

to ensure clarity and precision in capturing date-related requirements, enhancing the user 

experience by simplifying date selection, thereby making option A the appropriate choice. 

 

Question-35: In an environment that incorporates both traditional change workflows and 

modern change models, which interface option facilitates the creation of new change 

requests? 

A. Dynamic Change Interface 

B. Comprehensive Change Overview 

C. Initial Change Selection Screen 

D. Modular Change Directory 

 

Correct Answer: C 

 

Explanation: The "Initial Change Selection Screen," often referred to as the Change 

Interceptor, is designed to accommodate environments that utilize a blend of legacy change 

workflows and contemporary change models. This interface offers a structured approach by 

guiding users through the initial steps of creating a new change request, allowing them to 

select the most applicable change model or type based on the specific requirements of their 

change initiative. This functionality is crucial for maintaining flexibility and ensuring that 

each change request is initiated under the most suitable framework, making option C the 

correct interface for supporting diverse change management scenarios. 

 

Question-36: What permission level is necessary for a user to delete a problem record 

within the Problem Management process? 

A. Special Problem Deletion Role 

B. IT Service Management Supervisor 

C. Problem Management Director 
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D. Problem Management Administrator 

E. Designated Problem Coordinator 

 

Correct Answer: D 

 

Explanation: The "Problem Management Administrator" role is required for the deletion of 

problem records. This role is endowed with elevated permissions that include the ability to 

manage and delete problem records, ensuring that only authorized personnel can perform 

such critical actions. This level of control is essential for maintaining the integrity of the 

Problem Management process, allowing for the removal of records only under appropriate 

circumstances and by individuals with the necessary authority, thereby aligning with option 

D as the correct role for this capability. 

 

Question-37: For integrating additional input fields into the service portal's incident creation 

interface, which tool is most appropriate? 

A. Utilize the Catalog Item Design Platform 

B. Modify via the Service Item Design Interface 

C. Implement changes through the Service Catalog Builder 

D. Apply modifications using the Form Layout Customization Tool 

 

Correct Answer: C 

 

Explanation: When the objective is to incorporate extra input fields into the existing 

framework for creating incidents via the service portal, the Service Catalog Builder emerges 

as the optimal tool. This utility allows for the direct addition or adjustment of fields within 

catalog items, including those designed to initiate incident records. It provides a user-

friendly interface for tailoring the incident creation process to include necessary additional 

information, enhancing data collection and ensuring that incidents are logged with all 
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relevant details from the outset. This capability aligns with option C, highlighting the Catalog 

Builder's role in facilitating customized service catalog enhancements. 

 

Question-38: In the realm of service catalog management, which attribute determines the 

individuals authorized to make edits, updates, and deletions to catalogs, categories, and 

catalog items? 

A. Catalog Supervisor 

B. Catalog Collaborators 

C. Catalog Steward 

D. Catalog Editors 

 

Correct Answer: A 

 

Explanation: The 'Manager' attribute within service catalog management systems plays a 

pivotal role in defining who has the authority to edit, update, and delete various 

components of the service catalog, including the catalogs themselves, their constituent 

categories, and the individual catalog items. This role is designed to ensure that only 

designated individuals or groups with the requisite permissions can make significant 

alterations to the catalog structure and content, thereby maintaining its integrity and 

relevance. The term 'Manager' reflects the responsibility and authority vested in these 

individuals to oversee the catalog's administration, making option A the correct delineation 

of this role. 

 

Question-39: For enhancing the baseline Incident Creation Catalog Item with additional 

input fields on the service portal, which editing tool should be utilized? 

A. Catalog Item Configuration Suite 

B. Service Item Design Module 

C. Service Catalog Development Environment 
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D. Interface Layout Customization Interface 

 

Correct Answer: C 

 

Explanation: To augment the baseline Incident Creation Catalog Item with extra input fields, 

the Service Catalog Development Environment, known as the Catalog Builder, is the 

recommended tool. This utility offers a user-friendly platform for administrators to add or 

modify fields directly within catalog items, facilitating a tailored incident reporting process 

that captures all necessary information from users. This approach not only improves the 

efficiency of incident logging but also ensures that all pertinent data is collected at the point 

of entry, aligning with option C as the optimal solution. 

 

Question-40: In the setup of a service catalog, which designation determines the individuals 

authorized to perform modifications, updates, and removals of catalogs, their categories, 

and the items contained within? 

A. Catalog Supervisory Role 

B. Catalog Modification Team 

C. Catalog Ownership Designation 

D. Catalog Modification Authority 

 

Correct Answer: A 

 

Explanation: The 'Manager' role within a service catalog's configuration plays a crucial part 

in delineating the permissions for editing, updating, and deleting catalog components, 

including the catalogs themselves, their internal categories, and the individual items they 

house. This role is specifically allocated to ensure that such critical administrative actions 

are reserved for designated personnel, safeguarding the catalog's structural and content 

integrity. The term 'Manager' encapsulates the responsibility and authority granted to these 

individuals, making option A the correct characterization of this pivotal role in service 

catalog management. 
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Question-41: To align with your customer's change management policy requiring a 

minimum of 5 days' lead time for changes, how would you adjust the system to classify 

changes scheduled with only 3 days' lead time as high risk? 

A. Modify the Lead Time Risk Evaluation Setting 

B. Adjust the Risk Assessment Criteria for Lead Time 

C. Alter the Risk Calculation Script for Lead Time 

D. Amend the Risk Assessment Matrix for Lead Time 

E. Revise the Lead Time Risk Condition 

 

Correct Answer: E 

 

Explanation: To ensure that changes with less than the required 5 days' lead time are 

automatically classified as high risk, you should revise the Lead Time Risk Condition within 

the Change Management configuration. This involves updating the criteria used to assess 

risk based on the scheduled lead time for changes. By setting the condition to flag any 

change scheduled with less than 5 days' lead time as high risk, you effectively enforce the 

customer's change management policy, aligning with option E as the appropriate action. 

 

Question-42: When assisting your customer in establishing category values for Problem 

records, which strategies should be considered? Select two. 

A. Utilize categories from previous systems 

B. Base categories on the structure of the customer's CMDB 

C. Adopt categories from the Incident Management process 

D. Structure categories following ITIL's problem management framework 

 

Correct Answer: B, C 
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Explanation: Strategically defining category values for Problem records involves considering 

both the organization's existing structures and industry best practices. Leveraging categories 

from the Incident Management process (C) ensures consistency and familiarity for users 

transitioning between incident and problem management. Additionally, basing categories 

on the configuration of the customer's Configuration Management Database (CMDB) (B) 

allows for a more tailored and relevant categorization that aligns with the specific 

technologies and services in use. These approaches facilitate a structured and intuitive 

problem categorization system, making options B and C the recommended strategies. 

 

Question-43: To automate the assignment of Problem records to the appropriate support 

group based on the associated Configuration Item (CI), which pre-existing business rule 

facilitates this requirement? 

A. Automatic Group Allocation by CI/Service Offering 

B. Group Allocation via CI Support Group 

C. Support Group Assignment Derived from CI 

D. Standard Practice for Group Assignment 

 

Correct Answer: A 

 

Explanation: Automating the assignment of Problem records based on the CI's associated 

support group can streamline the management process and ensure that problems are 

quickly routed to the correct team. The pre-existing business rule "Automatic Group 

Allocation by CI/Service Offering" (A) is designed to populate the Assignment Group field on 

a problem record using the support group details defined for the CI. This rule enables 

efficient, automated assignment, reducing manual intervention and accelerating the 

resolution process, making option A the correct mechanism for achieving this automation. 

 

Question-44: In the context of ServiceNow's CMDB, which table serves as the foundational 

class for all Configuration Items (CIs)? 
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A. Core Configuration Item Record 

B. Asset Registry 

C. Fundamental Item Record 

D. Base Configuration Item Framework 

 

Correct Answer: D 

 

Explanation: Within ServiceNow's Configuration Management Database (CMDB), the Base 

Configuration Item Framework (cmdb) table stands as the foundational class from which all 

other Configuration Item (CI) classes are derived. This core table facilitates the hierarchical 

structuring of all CIs, providing a comprehensive and extensible framework for managing the 

diverse array of assets within an organization's IT ecosystem. By serving as the base class, it 

ensures consistency and relational integrity across the CMDB, making option D the correct 

identification of this foundational element. 

 

Question-45: Within the Standard Change Model, what transitions are possible from the 

Authorization stage? 

A. From Authorization to Initial Draft, Authorization to Evaluation, Authorization to Final 

Review 

B. From Authorization to Execution, Authorization to Evaluation, Authorization to Final 

Review 

C. From Authorization to Cancellation, Authorization to Initiation, Authorization to Planning 

D. From Authorization to Planning, Authorization to Completion, Authorization to Re-

initiation 

 

Correct Answer: C 
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Explanation: In the context of a Standard Change Model, the Authorization stage permits 

transitions that reflect various potential decisions regarding the progress of a change 

request. Specifically, it allows for moving a change from Authorization directly back to the 

initial stage (Initiation), forward to the Planning stage where detailed scheduling occurs, or 

to Cancellation if the change is deemed unnecessary or too risky. This flexibility ensures that 

each change can be redirected appropriately based on its current assessment, making 

option C the accurate depiction of these transitions. 

 

Question-46: What is the designated table for storing incident records in ServiceNow? 

A. Incident Management Table [sn_task_incident] 

B. Incident [incident] 

C. Incident Task Table [task_incident] 

D. Service Incident Table [sn_incident] 

 

Correct Answer: B 

 

Explanation: In ServiceNow, incident records are centrally stored in the Incident [incident] 

table. This table is a fundamental part of the Incident Management module, designed to 

capture and manage details of incidents reported by users. It serves as the primary 

repository for all incidents, facilitating their tracking, management, and resolution. The 

designation [incident] directly reflects the table's purpose and its role within the broader IT 

Service Management (ITSM) framework, making option B the correct identification. 

 

Question-47: How is the association between Knowledge articles and Knowledge base 

categories characterized? 

A. Each article is constrained to publication within a single category. 

B. Articles are obligated to be catalogued under at least one category. 

C. Article approval is contingent upon the endorsement of the category's proprietor. 
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D. Articles can be concurrently published to both a category and its subordinate category. 

 

Correct Answer: A 

 

Explanation: Knowledge articles in ServiceNow are designed to be published within a 

specific Knowledge base category to ensure organized content management and easy 

retrieval. This design mandates that each article is associated with one, and only one, 

category at a time. While categories can have parent-child relationships (subcategories), an 

article cannot be simultaneously published to multiple categories or a category and its 

subcategory. This restriction aids in maintaining a structured and navigable knowledge base, 

making option A the correct description of this relationship. 

 

Question-48: What roles are introduced with the ITSM Roles plugin installation in 

ServiceNow? Select two. 

A. Incident Read-Only Access [sn_incident_read] 

B. ITSM Incident Read Permission [itsm_incident_read] 

C. Incident Management Supervisor [incident_manager] 

D. Incident Modification Capability [sn_incident_write] 

E. ITSM Incident Write Access [itsm_incident_write] 

 

Correct Answer: A, D 

 

Explanation: The ITSM Roles plugin (com.snc.itsm.roles) in ServiceNow activates specific 

roles aimed at delineating permissions within the Incident Management process. This 

includes roles for read-only access to incident records [sn_incident_read] and roles that 

permit modifications to incident records [sn_incident_write]. These roles are structured to 

ensure that users have appropriate access based on their responsibilities, facilitating secure 

and efficient incident handling. The provision of distinct read and write roles supports 

granular access control, aligning with options A and D as the roles enabled by this plugin. 

https://www.quicktechie.com/
https://www.quicktechie.com/


 

36   

This Book is available Free of Cost for Everyone (Owned by QuickTechie.com)  for more learning resources visit 

https://www.quicktechie.com/  (Certification / Trainings/ Audio Books/ PDFs) 

 

 

Question-49: What are the methods for incorporating Change Tasks within the Standard 

Change Model? Select two. 

A. Initiation through the Change - Implementation workflow automatically 

B. Direct creation by users in the preliminary stages of New, Assess, and Authorization 

C. Generation based on the chosen category of the Change Request 

D. Manual addition by users at any point, except when the Change is Closed or Canceled 

 

Correct Answer: A, D 

 

Explanation: In the Standard Change Model, Change Tasks can be added in two primary 

ways. First, they can be automatically generated as part of the Change - Implementation 

workflow (A), which is triggered during specific phases of the change process to ensure 

necessary tasks are created for the implementation of the change. Second, users have the 

flexibility to manually add Change Tasks during various stages of the change lifecycle, with 

the exception of when the Change record is in a Closed or Canceled state (D). This dual 

approach allows for both automated task creation to standardize processes and user-driven 

task addition for tailored management of change activities, aligning with options A and D as 

the correct methods. 

 

Question-50: For a manager seeking to assess the real-time operational status of Incident 

Management, which module offers the most comprehensive overview? 

A. Dashboard dedicated to CMDB Health assessment 

B. The Incident Management Overview section 

C. A specialized workspace for managers 

D. A map visualizing critical incidents 
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Correct Answer: B 

 

Explanation: The Incident Management Overview module (B) serves as an ideal starting 

point for managers aiming to gain insights into the current operational status of Incident 

Management. This module provides a consolidated view of key metrics, active incidents, 

and performance indicators, offering managers a comprehensive snapshot of incident-

related activities and trends. It enables effective monitoring and decision-making by 

presenting relevant data in an accessible format, making option B the most suitable module 

for managers seeking to oversee and optimize incident management operations. 

 

Question-51: Within Change Management, what elements are integral to a Model State? 

Select two. 

A. Conditions that govern state transitions 

B. Specific properties of each state 

C. Policies related to state transitions 

D. The sequence of state transitions 

 

Correct Answer: A, D 

 

Explanation: A Model State in Change Management is characterized by a set of defined 

state transitions (D) and the conditions (A) that dictate when and how a change can move 

from one state to another. These elements ensure that the progression through different 

stages of a change is governed by clear criteria, facilitating a structured and predictable 

change management process. The conditions set specific criteria or triggers for transitions, 

while the transitions themselves outline the possible paths a change can take through its 

lifecycle, making options A and D crucial components of a Model State. 

 

Question-52: When requesting a computer through the service catalog, which option is 

most appropriate for users to select? 
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A. A tool designed for creating task-based records 

B. A specific item within the service catalog 

C. An element featuring content within the catalog 

D. A comprehensive guide for ordering multiple related items 

 

Correct Answer: B 

 

Explanation: For users looking to request a computer via the service catalog, selecting a 

Catalog Item (B) is the most appropriate option. Catalog Items are predefined offerings 

within the service catalog that detail specific products or services available for request, 

including computers. Each Catalog Item is tailored to capture all necessary information for 

the request, such as specifications, configuration options, and any additional requirements, 

providing a straightforward and efficient way for users to submit their requests, making 

option B the correct choice for this scenario. 

 

Question-53: In evaluating the effectiveness of the Problem Management process, which 

metrics are considered essential? Select two. 

A. Duration of unresolved problems categorized by priority and current status 

B. Quantity of problems that missed their Service Level Agreements (SLAs) 

C. Rate of problem resolution adherence to SLAs, categorized by type 

D. Average time taken to resolve problems 

 

Correct Answer: A, D 

 

Explanation: Metrics A and D are critical in assessing the performance of the Problem 

Management process. Metric A, which tracks problems that have remained unresolved for 

over 30 days by their priority and state, provides insight into the process's efficiency and 
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identifies potential bottlenecks or systemic issues. Metric D, the average problem resolution 

time, offers a direct measure of the process's effectiveness in resolving problems within a 

reasonable timeframe. Both metrics serve as key indicators of the Problem Management 

process's health and operational success, enabling continuous improvement efforts. 

 

Question-54: What types of scheduling conflicts does the Change Management process 

automatically detect for a Change request? Select three. 

A. Overlaps with the assignee's work schedule 

B. Overlaps with established blackout periods 

C. Conflicts with official company holidays 

D. Concurrent scheduling of another change for the same Configuration Item (CI) 

E. Overlaps with designated maintenance windows 

 

Correct Answer: B, D, E 

 

Explanation: The Change Management process in ServiceNow is designed to automatically 

identify specific types of scheduling conflicts to ensure that changes are implemented 

smoothly without disrupting critical services. Conflicts detected include overlaps with 

established blackout periods (B), which are times when changes are restricted to protect 

business operations; concurrent scheduling of another change for the same CI (D), which 

could lead to conflicts or resource contention; and overlaps with designated maintenance 

windows (E), the preferred times for executing changes. These automated checks help 

prevent scheduling conflicts that could compromise service stability or change success. 

 

Question-55: When configuring stages in Flow Designer, what capabilities are available to 

users? Select two. 

A. Show stages to the end users as part of the flow 

B. Create an unlimited number of stages within a flow 
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C. Utilize a predefined set of stages as a template for the flow 

D. Specify stage settings within subflows 

 

Correct Answer: B, C 

 

Explanation: Within Flow Designer in ServiceNow, users have the flexibility to create an 

unlimited number of stages (B) for their flows, allowing for detailed breakdown and tracking 

of the process flow. Additionally, users can import a copy of a predefined stage set (C) as a 

starting point for their flow configuration. This capability enables the use of established 

templates to standardize flow stages across different processes, enhancing consistency and 

efficiency in flow design. These features provide significant flexibility in orchestrating and 

visualizing the progression of automated processes within the Flow Designer tool. 

 

Question-56: What methods are available for users to express their feedback on a 

Knowledge article? Select four. 

A. Indicating if the article was helpful 

B. Reporting concerns or inaccuracies via flagging 

C. Rating the article on a five-star scale 

D. Providing a rating on a ten-star scale 

E. Adding comments to the article 

F. Bookmarking the article for easy reference 

 

Correct Answer: A, B, C, E 

 

Explanation: Users can interact with Knowledge articles in several ways to provide feedback 

or express their level of satisfaction. They can indicate whether the article was helpful (A), 

allowing for a simple yes or no feedback mechanism. Users can also flag articles (B) to report 
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inaccuracies or concerns, directly contributing to the quality control of Knowledge content. 

A five-star rating scale (C) offers a quantifiable measure of user satisfaction, while the 

option to comment (E) provides a channel for detailed feedback, suggestions, or 

clarifications. These feedback mechanisms collectively enhance the knowledge base's 

relevance and utility by incorporating user experiences and insights. 

 

Question-57: In the process of Release Management, what mechanism dictates the 

transition of a release from the Planning stage to the Approval stage? 

A. Direct manual intervention by the team 

B. An automated process flow 

C. A predefined state model 

D. A specific workflow sequence 

 

Correct Answer: A 

 

Explanation: The transition from the Planning stage to the Approval stage within the 

Release Management process is primarily driven by direct manual intervention. This 

approach allows for precise control over the release lifecycle, ensuring that each phase is 

intentionally progressed based on the completion of necessary planning activities and 

readiness for review. Manual state selection enables stakeholders to assess the 

preparedness of a release before moving forward to seek approvals, aligning with option A 

as the correct mechanism. 

 

Question-58: Within the Configuration Management Database (CMDB), when generating a 

report based on the 'cmdb_ci_computer' table, which Configuration Items (CIs) will be 

included? 

A. Only those CIs explicitly classified under 'cmdb_ci_computer' 

B. CIs classified under 'cmdb_ci_computer' as well as those under its parent categories 

C. CIs directly classified under 'cmdb_ci_computer' along with all its derived child class CIs 
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Correct Answer: C 

 

Explanation: Reporting on the 'cmdb_ci_computer' table encompasses not only the CIs 

directly classified within this specific table but also includes all derived child class CIs. This 

structure ensures comprehensive coverage, capturing a full spectrum of computer-related 

assets, from the base computing devices to more specialized equipment categorized under 

child classes. This inclusive approach provides a holistic view of computer-related CIs within 

the CMDB, supporting thorough analysis and decision-making, which is consistent with 

option C. 

 

Question-59: What are significant interactions between Change and Incident Management 

processes? Select two. 

A. Closure of incidents automatically triggered by completing a related change 

B. Incidents that may arise as a consequence of implementing a change 

C. Resolution of incidents facilitated by the successful application of a change 

D. Inclusion of incident managers in the change approval process 

 

Correct Answer: B, C 

 

Explanation: Significant interactions between Change and Incident Management include the 

potential for incidents to emerge as a direct result of changes (B) and the ability of a change 

to resolve existing incidents (C). These dynamics underscore the interconnected nature of 

change and incident management within ITSM. Changes, while aimed at improving services 

or resolving issues, can inadvertently introduce incidents, necessitating a close examination 

of change impact. Conversely, changes can be strategically implemented to resolve ongoing 

incidents, demonstrating the remedial potential of well-planned changes. These 

relationships highlight the importance of coordination between these processes, aligning 

with options B and C. 

 

https://www.quicktechie.com/
https://www.quicktechie.com/


 

43   

This Book is available Free of Cost for Everyone (Owned by QuickTechie.com)  for more learning resources visit 

https://www.quicktechie.com/  (Certification / Trainings/ Audio Books/ PDFs) 

 

Question-60: Which workflow governs the process of seeking managerial approval prior to 

the retirement of a Knowledge article, wherein the workflow is halted and the article 

remains published if any manager rejects the proposal? 

A. Workflow for Article Retirement 

B. Authorization for Article Retirement 

C. Approval Process for Article Retirement 

D. Mandatory Approval for Article Retirement 

E. Instantaneous Article Retirement Procedure 

 

Correct Answer: C 

 

Explanation: The "Approval Process for Article Retirement" workflow (C) is designed to 

ensure that a Knowledge article undergoes a formal approval process before it can be 

retired. This workflow requires that the article's retirement request be approved by a 

manager of the Knowledge base. If the request is rejected by any manager involved in the 

review process, the workflow is canceled, and the article remains in its published state. This 

safeguard ensures that valuable information is preserved and only retired when it is deemed 

appropriate by all relevant stakeholders, making option C the accurate description of this 

process. 
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Practice Paper-2: ServiceNow Certified Implementation Specialist - IT Service 
Management 

Question-1: When utilizing the standard business rule "Populate Assignment Group based 

on CI/SO" within Incident Management, what outcomes are anticipated on the incident 

form? Select two. 

A. For CIs lacking an Owner group, the Assignment group field is populated using the 

Support group linked to the Service Offering. 

B. When a CI is associated with a Support group, this group is automatically populated into 

the Assignment group field. 

C. In cases where a CI is linked to an Owner group, this group is designated in the 

Assignment group field. 

D. If a CI is not associated with a Support group, the Assignment group is determined using 

the Support group from its Service Offering. 
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Correct Answer: B, D 

 

Explanation: The standard business rule "Populate Assignment Group based on CI/SO" in 

ServiceNow Incident Management is designed to automate the population of the 

Assignment group field based on the CI's associated groups. When a CI has a designated 

Support group (B), this group is directly populated into the Assignment group field, ensuring 

incidents are directed to the correct resolving team. Conversely, if a CI lacks a specific 

Support group (D), the rule looks to the Service Offering associated with that CI to find a 

suitable Support group, thus ensuring the incident is assigned for appropriate resolution. 

This functionality streamlines the assignment process and enhances incident management 

efficiency, making options B and D correct. 

 

Question-2: For enabling end-users to generate task-based records via the Service Catalog, 

which feature should be leveraged? 

A. Detailed Execution Plans 

B. Informative Content Items 

C. Specific Service Catalog Items 

D. Task-oriented Record Producers 

 

Correct Answer: D 

 

Explanation: Record Producers in ServiceNow's Service Catalog are designed to enable end-

users to easily create task-based records, such as incidents or requests, from a simple form 

interface in the Service Catalog. This capability allows for the direct translation of user 

inputs into structured records within the platform, facilitating efficient reporting and 

tracking of various user needs or issues. By utilizing Record Producers, organizations can 

provide a user-friendly interface for capturing detailed information related to user inquiries 

or requirements, streamlining the process of record creation and ensuring accurate data 

capture, which aligns with option D as the optimal solution. 
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Question-3: What constitutes a Flow Action within ServiceNow's Flow Designer? 

A. The combination of Inputs, Operational Procedures, Subprocesses, and Resultant Outputs 

B. The framework of Processes, Subprocesses, and Sequential Action Steps 

C. The integration of Inputs, Sequential Action Steps, and Outputs 

D. The organization of Indexes, Operational Procedures, and Outputs 

 

Correct Answer: C 

 

Explanation: In ServiceNow's Flow Designer, a Flow Action is defined by its Inputs, the 

Action Steps it encompasses, and its Outputs. This structure allows for the specification of 

input parameters that the action will use, the detailed steps or operations that the action 

will perform, and the expected outcomes or outputs resulting from the action. This design 

enables a clear and logical construction of workflows, where each action within the flow can 

be precisely tailored to perform specific tasks based on defined inputs and generate desired 

outputs, making option C the accurate description of a Flow Action's components. 

 

Question-4: To incorporate an additional approval layer for changes associated with the 

Service "SAP Enterprise Services" within the Normal Change Model, what modification 

should be made? 

A. Introduce an additional Policy Input specific to the Normal Change Approval Policy 

B. Insert an extra Decision point within the Normal Change Approval Policy 

C. Implement a distinct Change Approval Policy for such changes 

D. Embed a new Decision point within the Normal Change Workflow 

 

Correct Answer: B 
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Explanation: Introducing an additional level of approval for specific changes, such as those 

related to "SAP Enterprise Services," within the Normal Change Model necessitates the 

insertion of a new Decision point within the existing Normal Change Approval Policy (B). This 

modification allows for the evaluation of conditions specific to these types of changes, 

enabling the workflow to dynamically include an extra approval step when required. By 

defining criteria that trigger this additional approval based on the service impacted by the 

change, organizations can ensure that changes with significant implications receive the 

necessary oversight, aligning with option B as the correct approach to satisfying this 

requirement. 

 

Question-5: A data center's construction department needs a streamlined way for account 

representatives to initiate space build-outs for new clients, with a secondary requirement to 

guide users on starting construction requests via a catalog. What catalog configuration best 

meets these needs? 

A. Direct Link to Knowledge Base 

B. Form for Submitting Records 

C. Informational Linkage Item 

D. Comprehensive Request Bundle 

E. Specific Service Request Option 

 

Correct Answer: C 

 

Explanation: For the specific requirement of providing a straightforward method for 

initiating construction requests while also guiding users through the process, a Content Item 

(C) is the most fitting solution. This item type can serve dual purposes: it can link directly to 

essential Knowledge Articles that detail the construction request process, and it can act as 

an informational gateway within the Service Catalog. This approach ensures users not only 

have access to the procedural documentation necessary for accurately completing 

construction requests but also maintains the catalog's role as a central hub for service 

requests and information dissemination, making option C the optimal choice. 
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Question-6: The CAB manager desires to enhance the structure and efficiency of CAB 

meetings through a tool that allows for agenda setting, change calendar viewing, and direct 

decision-making on changes. Which ServiceNow feature fulfills these requirements? 

A. Centralized Change Management Interface 

B. IT Infrastructure Health Overview 

C. Collaborative Task Organization Panel 

D. Comprehensive Change Insight Platform 

E. Collaborative Action and Briefing Environment 

 

Correct Answer: E 

 

Explanation: The CAB Workbench (E) is specifically designed to address the needs of CAB 

managers by offering a comprehensive set of tools that streamline the CAB meeting 

process. This feature enables the definition of meeting agendas, provides access to change 

calendars for scheduling and conflict avoidance, and facilitates the review, approval, or 

rejection of change requests directly within the application. By centralizing these functions 

within a single workbench, CAB managers can conduct more organized, efficient, and 

effective meetings, directly impacting the change management process's success, thus 

making option E the recommended feature. 

 

Question-7: When introducing a new Catalog Item to the Service Catalog, which process 

ensures the item undergoes proper authorization before being made available? 

A. Process Coordination for Request Fulfillment 

B. Lifecycle Oversight for Service Releases 

C. Governance of Service Configuration 

D. Regulatory Compliance for Service Changes 

E. Administrative Control over Service Offerings 
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Correct Answer: D 

 

Explanation: Introducing a new Catalog Item into the Service Catalog is a significant change 

that requires careful oversight to ensure it aligns with organizational standards and policies. 

The Change Management process (D) plays a crucial role in this context, as it provides a 

structured approach for reviewing, authorizing, and implementing changes within the IT 

environment, including updates to the Service Catalog. This process ensures that all 

additions or modifications undergo a thorough evaluation to determine their impact, secure 

necessary approvals, and document the change, thereby ensuring the new Catalog Item is 

appropriately vetted before becoming accessible, aligning with option D as the correct 

process. 

 

Question-8: For a scenario requiring the assembly of multiple related items or services into 

a single request, which ServiceNow feature is best suited? 

A. Customizable Kitchen Set 

B. Personalized Vehicle Configuration 

C. Expert Advisory Session Booking 

D. Home Furniture Acquisition 

E. Bulk Household Supply Order 

 

Correct Answer: A 

 

Explanation: An Order Guide (A) in ServiceNow is specifically designed for scenarios where 

users need to request a bundle of related items or services, such as assembling a set of 

dishes for a kitchen. This feature simplifies the process for users by guiding them through a 

series of selections and options, ensuring all necessary components of a request are 

captured cohesively. It's particularly useful for complex requests that involve multiple 

variables or choices, making option A the ideal use case for an Order Guide, as it facilitates 

the compilation of a comprehensive set of items into a single, streamlined request. 
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Question-9: In the Incident Management process, how are the fields determined for display 

within the caller's lookup selection box? 

A. Configuration within the User Table settings 

B. Specified through the 'ref_ac_column' attribute in the dictionary 

C. Defined by the 'ref_contributions' attribute on the caller's form 

D. Designated in the layout of the caller lookup interface 

 

Correct Answer: B 

 

Explanation: The fields displayed within the caller's lookup selection box on an Incident 

form are determined by the 'ref_ac_column' attribute found in the dictionary entry for that 

field. This attribute allows for the specification of which columns should appear in the 

lookup select box, providing a customizable view that can enhance the user's ability to 

quickly and accurately identify the correct caller information. By tailoring this attribute, 

administrators can ensure that the most relevant fields are visible during the lookup 

process, streamlining data entry and improving overall efficiency within the Incident 

Management workflow, which aligns with option B as the correct approach. 

 

Question-10: For Change Management, identify two Key Performance Indicators (KPIs) that 

are exclusive to Performance Analytics and not typically accessible via standard ServiceNow 

reporting. 

A. Rate of Successful Changes 

B. Monthly Completed Changes Count, segmented by Change Type 

C. Proportion of Unauthorized Changes 

D. Monthly Completed Changes Count, categorized by Category 
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Correct Answer: A, C 

 

Explanation: Within Change Management, Performance Analytics provides enhanced 

metrics that offer deeper insights into the process's effectiveness, including the Rate of 

Successful Changes (A) and the Proportion of Unauthorized Changes (C). These KPIs afford 

organizations a nuanced understanding of how well changes are being implemented 

without unauthorized interventions and the overall success rate of these changes. Unlike 

basic counts and categorizations available in standard reporting, these percentage-based 

metrics draw on aggregated data over time to identify trends and areas for improvement. 

This advanced analytical capability underscores the value of Performance Analytics in 

driving strategic improvements in Change Management, making options A and C specific to 

this tool. 

 

Question-11: What are three actions that an individual with the 'itil_admin' role can 

perform in support of Change Management? 

A. Oversee Risk Assessment procedures 

B. Remove CAB Definitions 

C. Administer Risk Conditions 

D. Eliminate a Change record 

E. Establish and maintain Approval Policies 

 

Correct Answer: A, C, D 

 

Explanation: Users endowed with the 'itil_admin' role possess a broad range of capabilities 

within the Change Management domain, notably including the oversight of Risk Assessment 

procedures (A), the administration of Risk Conditions (C), and the ability to eliminate a 

Change record (D). These responsibilities ensure that 'itil_admin' users can effectively 

manage the risk and impact assessments integral to the change process, adapt risk 

conditions to align with evolving organizational needs, and maintain the integrity of the 

Change Management system by removing records when necessary. While tasks such as 

managing approval policies or CAB definitions might require additional permissions or roles, 
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options A, C, and D fall squarely within the purview of an 'itil_admin', highlighting their 

pivotal role in facilitating effective Change Management practices. 

 

Question-12: To modify the calculation of Priority for Problem records based on Impact and 

Urgency, which ServiceNow module is essential for accessing and amending the relevant 

Priority Lookup definition? 

A. The Matrix for Prioritizing Issues 

B. Selection Lists Configuration 

C. Definitions for Data Lookup 

D. Rules for Setting Priority 

 

Correct Answer: C 

 

Explanation: Adjusting how Priority is calculated for Problem records, particularly 

concerning Impact and Urgency, necessitates the use of the Data Lookup Definitions module 

(C). This module enables administrators to locate and revise the Priority Lookup records, 

which dictate the logic behind priority determination. By accessing this area, changes can be 

made to ensure that the priority calculation aligns with organizational standards and 

accurately reflects the urgency and impact of problems. This capability is critical for 

maintaining the effectiveness and relevance of the Problem Management process, ensuring 

priorities are assigned in a manner that accurately represents the severity and urgency of 

issues, consistent with option C as the appropriate module for these adjustments. 

 

Question-13: For a scenario where access to internal Network requests must be restricted 

to the Network department only, which ServiceNow roles are essential to implement this 

visibility control? Select two. 

A. Service Catalog Editor 

B. User Criteria Administration Specialist 

C. Service Catalog Administrator 

https://www.quicktechie.com/
https://www.quicktechie.com/


 

53   

This Book is available Free of Cost for Everyone (Owned by QuickTechie.com)  for more learning resources visit 

https://www.quicktechie.com/  (Certification / Trainings/ Audio Books/ PDFs) 

 

D. Service Catalog Management Lead 

 

Correct Answer: B, C 

 

Explanation: To ensure that only members of the Network department can view internal 

Network requests, the roles of User Criteria Administration Specialist (B) and Service Catalog 

Administrator (C) are crucial. The User Criteria Administration Specialist role allows for the 

creation and management of user criteria, which can define visibility rules for catalog items 

or categories. The Service Catalog Administrator role encompasses this capability and 

provides broader administrative control over the Service Catalog, including the ability to 

apply these visibility rules. Together, these roles enable the establishment of access controls 

that ensure internal Network requests are accessible exclusively to authorized department 

members, aligning with options B and C as the correct roles for this requirement. 

 

Question-14: When a tester reports that the "Create Known Error" article link is missing in 

the Problem lifecycle, and there's an absence of a Known Error knowledge base, what's 

likely the issue? 

A. The integration feature for Problem Management with Knowledge Management is not 

enabled. 

B. Service fees for Knowledge Management functionalities are overdue. 

C. The tester lacks the necessary role to access Known Error creation features. 

D. A specific role is needed to view and use the "Create Known Error" article link. 

E. The requested functionality was omitted from the initial project requirements. 

 

Correct Answer: A 

 

Explanation: The absence of the "Create Known Error" article link and a Known Error 

knowledge base typically indicates that the integration feature between Problem 

Management and Knowledge Management, specifically the Problem Management Best 
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Practice - Madrid - Knowledge Integration plugin, has not been activated (A). This plugin 

facilitates the creation of knowledge articles directly from Problem records, using a Known 

Error template accessible via the Related Links section. Activation of this plugin is essential 

for leveraging Knowledge Management functionalities within Problem Management, 

providing a streamlined process for documenting and sharing solutions for known issues. 

This scenario underscores the importance of ensuring all relevant plugins are enabled to 

fully utilize ServiceNow's integrated capabilities, aligning with option A as the correct cause. 

 

Question-15: If there's no specific 'sys_popup' view defined for the [sys_user] table in 

ServiceNow, what occurs when an agent hovers over the reference icon next to the caller 

field on an incident record? 

A. The system defaults to showing the User form's default view. 

B. A system error message is presented to the agent. 

C. Only fields accessible via dot-walking are displayed. 

D. The reference icon is absent without a 'sys_popup' view. 

 

Correct Answer: A 

 

Explanation: In the absence of a designated 'sys_popup' view for the [sys_user] table, 

ServiceNow automatically resorts to displaying the default view of the User form when an 

agent hovers over the reference icon next to the caller field on an incident record (A). This 

default behavior ensures that essential user information remains accessible even without a 

custom popup view, providing a seamless user experience by utilizing the default form 

layout. This functionality supports efficient data reference and minimizes disruption in 

workflow, making option A the correct outcome in this scenario. 

 

Question-16: To highlight VIP callers on the incident form, enhancing visibility for agents, 

what configuration is recommended? 

A. Implementation of a VIP Flag in the dictionary settings 

B. Development of a custom VIP Flash action script 
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C. Application of a distinct VIP Flag field styling 

D. Use of a VIP Flag reference decoration 

 

Correct Answer: C 

 

Explanation: Highlighting VIP callers on the incident form can be efficiently achieved by 

applying a distinctive field style for the VIP Flag (C). This approach allows the names of VIP 

users, such as company executives or important clients, to be displayed in a visually striking 

manner (e.g., text color change), thereby ensuring they stand out to agents handling the 

incidents. This visual differentiation is managed through client-side scripting or form design 

configurations that specifically target the VIP status indicator on user records. By utilizing 

field styling to denote VIP status, agents can immediately recognize the high priority of 

these individuals without altering the underlying process logic or incident priority, aligning 

with option C as the practical solution for this requirement. 

 

Question-17: Within the Incident Management module, what advanced tool offers a limited 

feature set without needing a premium license? 

A. Comprehensive Analysis Panels 

B. Insightful Performance Metrics 

C. Intelligent Data Insights 

D. Strategic Key Performance Indicators 

 

Correct Answer: B 

 

Explanation: Incident Management incorporates a subset of Performance Analytics 

capabilities that are accessible to all users without the prerequisite of a premium license. 

This inclusion allows organizations to leverage advanced data analysis and reporting 

functionalities to measure and improve their incident management processes. By utilizing 

these Performance Analytics features, teams can gain valuable insights into incident trends, 
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identify areas for improvement, and enhance service delivery, making option B the correct 

choice for this advanced reporting capability within Incident Management. 

 

Question-18: To enhance operational efficiency, a customer wishes to automate the closure 

of all related Incident Tasks upon the resolution or cancellation of the main Incident. Which 

configurations should be implemented to achieve this? Select two. 

A. Adjust Incident Management Settings for Automatic Task Closure 

B. Modify the relevant system property for task closure based on incident resolution timing 

C. In Incident Management Settings, enable the option to close open tasks upon incident 

closure or cancellation 

D. Activate the specific system property that governs incident task closure 

 

Correct Answer: C, D 

 

Explanation: To automatically close all Incident Tasks when the parent Incident is resolved 

or canceled, enabling a specific system property (D) and configuring Incident Management 

settings (C) are necessary steps. These configurations ensure that any open tasks related to 

an incident are seamlessly closed, streamlining the incident resolution process and 

maintaining consistency in record status. This automation not only saves time but also 

reduces the manual workload on IT staff, ensuring that no open tasks are left pending once 

an incident is considered closed, aligning with options C and D as the correct approach. 

 

Question-19: What are effective strategies for managing Notification practices within a 

ServiceNow implementation? Select three. 

A. Include Notification planning and testing in the initial project framework 

B. Consult with the Marketing department on the design of external-facing notifications 

C. Utilize standardized templates for uniform messaging and simplified management 

D. Base all ITSM Notification templates on a single foundational template for uniformity 
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E. Aim to maximize the volume of email communications sent to customers 

 

Correct Answer: A, B, C 

 

Explanation: Implementing effective Notification strategies involves early and thorough 

planning (A), ensuring messaging aligns with organizational standards by consulting with 

relevant departments such as Marketing (B), and utilizing templates for consistency across 

communications (C). These practices ensure that notifications serve their intended purpose 

without overwhelming recipients, maintain a professional and cohesive brand image, and 

are efficiently managed across the ServiceNow platform. By focusing on strategic planning, 

cross-departmental collaboration, and the use of templates, organizations can enhance 

their communication practices within ServiceNow, making options A, B, and C the most 

effective strategies. 

 

Question-20: To streamline the selection of Configuration Items (CIs) on Incident, Problem, 

and Change forms and reduce user overwhelm, what is a recommended approach? 

A. Implement a visibility toggle for CI records in the master CMDB table 

B. Designate specific CI classes as primary to narrow down visible options on forms 

C. Establish access controls to limit visible CIs to ITIL users 

D. Develop a dynamic show/hide mechanism for CI visibility based on user roles 

 

Correct Answer: B 

 

Explanation: A practical approach to managing the visibility of Configuration Items (CIs) on 

Incident, Problem, and Change forms is to designate specific CI classes as primary (B). This 

method filters the CI field on these forms to only display CIs belonging to marked principal 

classes, significantly reducing the selection pool and focusing users' choices on relevant 

items. This streamlined process helps prevent user overwhelm by limiting the displayed CIs 

to those most pertinent to the forms' context, thereby enhancing user experience and 
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operational efficiency within the Incident, Problem, and Change Management workflows, 

aligning with option B as the recommended strategy. 

 

Question-21: In the development of a Service Catalog, what two elements are prime 

candidates for optimization through consolidation to enhance efficiency and 

maintainability? 

A. Variable Groupings 

B. Access Permissions 

C. Visual Identifiers 

D. Workflow Automations 

 

Correct Answer: A, D 

 

Explanation: When constructing multiple catalog items within ServiceNow, streamlining the 

creation process by consolidating Variable Groupings (A) and Workflow Automations (D) can 

significantly enhance efficiency. Variable Groupings allow for the reuse of common input 

fields across different catalog items, ensuring consistency and reducing duplication of effort. 

Workflow Automations, including Flows and Subflows, encapsulate the business logic 

behind catalog items, and their consolidation can simplify maintenance while ensuring that 

similar items follow the same procedural logic. This approach not only saves development 

time but also ensures a uniform user experience across the catalog, aligning with options A 

and D as the key components for consolidation. 

 

Question-22: In customizing the ServiceNow Shopping Cart Widget, which two elements can 

administrators configure to tailor the cart's presentation to the end-user? 

A. Item Count 

B. Requester Information 

C. Cost Display 
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D. Delivery Details 

 

Correct Answer: A, C 

 

Explanation: The Maintain Cart Layouts settings in ServiceNow allow administrators to 

customize how certain elements of the Shopping Cart Widget are displayed to the user, 

specifically the Item Count (A) and Cost Display (C). Adjusting these settings enables a more 

tailored shopping experience, allowing organizations to decide whether quantities of 

requested items or the price of those items should be visible within the cart. This flexibility 

supports varying operational needs, such as simplifying the cart for a cleaner look or aligning 

with policy on displaying cost information, making options A and C correct for configuring 

the cart's presentation. 

 

Question-23: For a specialized catalog item like a VPN request, how can an administrator 

modify the cart layout to exclude the quantity field, ensuring the form is streamlined for 

users? 

A. Modify the Cart Layout directly to remove the Quantity field option 

B. Adjust the Catalog Item settings to hide the Quantity field 

C. Utilize the Advanced View on the Catalog Item to deselect the Quantity option 

D. Apply changes to the Catalog's Advanced View to omit the Quantity selection 

E. Set the Quantity option as inactive in the Catalog Item's Cart Layout settings 

 

Correct Answer: C 

 

Explanation: To specifically tailor the cart layout for a VPN request catalog item and remove 

the Quantity field, an administrator should leverage the Advanced View settings on the 

Catalog Item itself (C). By selecting the "No quantity" option within these settings, the 

Quantity field can be effectively hidden from the cart layout for this item, ensuring a 

simplified and relevant user interface. This customization allows for precise control over the 
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cart's presentation on a per-item basis, aligning the cart's layout with the unique 

requirements of the VPN request process, making option C the correct approach for this 

customization requirement. 

 

Question-24: When seeking to ensure uniformity across knowledge articles in terms of 

structure and appearance, which Knowledge Base feature should be utilized? 

A. Design Interface for Articles 

B. Feedback Mechanisms 

C. Predefined Formats 

D. Structural Layouts 

 

Correct Answer: C 

 

Explanation: To achieve a standardized look and feel across knowledge articles, including 

consistent sections and font choices, utilizing Predefined Formats (C), or Templates, is key. 

Templates in the Knowledge Base serve as a foundational blueprint for articles, ensuring 

that each entry adheres to a set organizational standard for presentation and content 

structure. This feature not only aids in maintaining a professional appearance across the 

knowledge base but also simplifies the article creation process for authors by providing a 

clear framework to follow. Thus, option C is essential for standardizing knowledge articles 

within ServiceNow, ensuring consistency in how information is presented and accessed by 

users. 

 

Question-25: In the context of ServiceNow's email handling, what is the outcome when an 

inbound email contains a watermark associated with a specific incident? 

A. The system initiates the SLA countdown for the incident. 

B. The corresponding incident record undergoes an update based on the script outlined in 

the email action. 
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C. An automatic response is dispatched to the email's sender, directing them to utilize the 

portal's chat feature. 

D. The status of the incident record is adjusted to signal that further attention is required. 

 

Correct Answer: B 

 

Explanation: ServiceNow's inbound email actions are designed to identify emails containing 

watermarks that link them to existing tasks, such as incident records. When such an email is 

received, the system automatically updates the associated incident in accordance with the 

predefined script in the email action. This capability ensures that updates or responses to 

incidents can be efficiently processed directly via email, maintaining the continuity and 

accuracy of incident tracking without manual intervention, hence making option B the 

correct answer. 

 

Question-26: What transpires when ServiceNow receives an inbound email devoid of any 

identifiable watermark or reference to an existing record? 

A. A new incident is autonomously generated from the email's content. 

B. The system creates a new interaction record based on the email. 

C. The email is rejected, and a reply is automatically sent back to the sender. 

D. A case record is created to capture the details from the email. 

 

Correct Answer: A 

 

Explanation: When ServiceNow encounters an inbound email lacking a watermark or any 

other form of identifiable link to existing records, it defaults to creating a new incident. This 

process is part of the platform's inbound email action framework, designed to ensure that 

requests or communications received via email are captured and actioned within the 

system. This automatic generation of a new incident from an unmarked email helps in 
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ensuring that all requests are accounted for and managed systematically, aligning with 

option A as the correct course of action for such emails. 

 

Question-27: How can you prevent Service Desk users from mistakenly assigning incidents 

to the Network CAB group instead of the intended Network Support group in ServiceNow? 

A. Implement a UI action to exclude the Network CAB group from selection options. 

B. Configure a UI action to display an error message if the Network CAB group is chosen. 

C. Apply a Dictionary Override to limit the Assignment Group field to Incident group types 

only. 

D. Adjust the choice list settings to filter out non-relevant group types from the selection. 

 

Correct Answer: C 

 

Explanation: To address the issue of incorrect group assignments in incident records, 

particularly avoiding the assignment to a CAB group when a support group is intended, 

leveraging Dictionary Overrides is a strategic approach. By applying a Dictionary Override on 

the Assignment Group field for incident forms, you can precisely define a Reference 

Qualifier. This qualifier can restrict the selectable options to groups categorized under the 

Incident group type, effectively filtering out the Network CAB group which is designated as a 

Change group type. This ensures that incident assignments are accurately directed to 

support groups like Network Support, making option C the most effective solution for this 

scenario. 

 

Question-28: Within an incident form, which Configuration Item (CI) field automatically 

influences the selection in the Assignment Group field? 

A. The entity responsible for the CI's management. 

B. The group designated to provide support for the CI. 

C. The group assigned to approve actions related to the CI. 
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D. The group tasked with overseeing changes to the CI. 

 

Correct Answer: B 

 

Explanation: In ServiceNow, when a Configuration Item (CI) is specified on an incident form, 

the Assignment Group field can be auto-populated based on the Support Group associated 

with the selected CI. This functionality streamlines the incident assignment process by 

automatically directing the incident to the appropriate team responsible for the CI's 

support, ensuring a quicker response and resolution. This auto-population mechanism 

leverages the "Support Group" field of the CI record to determine the correct assignment 

group for the incident, making option B the correct answer. 

 

Question-29: Imagine a scenario where a Service Desk agent needs to quickly access specific 

information about the caller without navigating away from their current screen. The 

required information includes the caller's username, manager's name, email address, and 

employee ID. To enhance the agent's efficiency and ensure they have immediate access to 

this critical information, how should the system's configuration be adjusted? 

 

A. Modify the sys_popup view within the user directory 

B. Alter the sys_quick view settings for the caller directory 

C. Revise the sys_popup view settings for the caller directory 

D. Adjust the sys_quick view for the user directory 

 

Correct Answer: A 

 

Explanation: The correct approach involves updating the sys_popup view for the user table. 

This is because the information required pertains to the user's details, which are stored in 

the User [sys_user] table. By modifying the sys_popup view, the Service Desk agent can view 

the necessary caller information in a quick view frame when clicking on the information icon 
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for the Caller's name. This solution ensures that the most relevant and concise information 

is displayed, enhancing the efficiency of the Service Desk operations. 

 

Question-30: In preparing for a Change Advisory Board (CAB) meeting, the CAB manager 

aims to efficiently select change requests to discuss. Considering the importance of 

addressing significant changes and ensuring all discussions are timely, which criteria should 

the manager use to filter the change requests for inclusion in the meeting agenda? 

 

A. Select changes based on specific conditions such as Risk level or Type 

B. Include changes planned within a predefined timeframe 

C. Utilize any filters available on the Agenda Criteria Tab 

D. Pick changes associated with a specific Change Flow Definition 

 

Correct Answer: A, B 

 

Explanation: The CAB manager can effectively identify relevant change requests for the 

meeting agenda by focusing on two key criteria: the risk level or type of the change requests 

(A) and the scheduled timing of the changes (B). These criteria allow for a strategic selection 

of change requests, ensuring that those with the highest impact and urgency are discussed. 

There is no "Agenda Criteria Tab" in the CAB meeting form, making option C incorrect. The 

process involves using the Agenda Management tab to filter change requests, ensuring that 

the meeting's agenda is both relevant and manageable. 

 

Question-31: In the context of managing Incident, Problem, or Change requests within an IT 

Service Management (ITSM) framework, a company seeks to streamline operations by 

ensuring that these requests are automatically assigned to the appropriate group based on 

the configuration item (CI) or service offering (SO). What is the name of the Business Rule 

that facilitates this automatic assignment? 
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A. Assign Groups Based on CI/Service Offering 

B. Auto-Assign ITSM Groups 

C. Lookup Rule for ITSM Assignments 

D. ITSM Auto-Assignment Mechanism 

 

Correct Answer: A 

 

Explanation: The Business Rule responsible for automatically assigning groups to Incident, 

Problem, or Change requests based on the associated CI or service offering is "Populate 

Assignment Group based on CI/SO" (A). This rule ensures that requests are routed to the 

correct group for resolution, improving response times and operational efficiency. It 

leverages the details of the CI or SO to determine the most appropriate assignment group, 

facilitating a more streamlined and effective request management process. 

 

Question-32: In an enterprise environment, it's crucial to have a holistic view of data that 

spans across multiple tables, especially when analyzing relationships and data points that 

are interlinked. Which system feature enables users to view combined data from several 

tables, akin to performing a SQL join, thereby providing comprehensive insights? 

 

A. Database View Integration 

B. Metric Compilation Tables 

C. Consolidated Reporting Platforms 

D. Customized Data Tables 

E. Data Segmentation Sources 

 

Correct Answer: A 
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Explanation: The feature that allows for the visibility of data joined between multiple tables 

is the Database Views (A). Database Views act similarly to SQL joins by amalgamating 

information from various tables into a single, unified view. This capability is instrumental in 

scenarios where understanding the interconnectedness of data points is crucial, such as 

when correlating service level agreements (SLAs) and metrics with requests and tasks. By 

leveraging Database Views, organizations can achieve a deeper and more holistic 

understanding of their data landscape, enabling more informed decision-making and 

analysis. 

 

### Revised Questions and Answers 

 

Question-33: Imagine a scenario where a service organization is looking to differentiate its 

problem management process by effectively documenting recurring issues and their interim 

solutions. They are interested in understanding how a specific type of knowledge base 

within their ServiceNow platform, dedicated to logging such issues, stands out from other 

knowledge repositories. What feature distinguishes this specialized knowledge base from 

others? 

 

A. Documents issues still pending root cause analysis 

B. Creation rights restricted to users with specific role permissions 

C. Exclusive article creation rights for users handling problem records 

D. Utilizes a unique article template including sections for Workaround and Cause 

 

Correct Answer: D 

 

Explanation: The Known Error knowledge base is unique due to its utilization of a specific 

article template that includes designated sections for documenting both the Workaround 

and the Cause of known issues (D). This template is designed to facilitate the clear 

communication of temporary solutions and the underlying problems, helping to distinguish 

the Known Error database from other knowledge bases. This structure supports problem 
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management by providing a systematic approach to recording and sharing known errors and 

their workarounds, thereby enhancing the efficiency of issue resolution processes. 

 

Question-34: A client seeks to optimize their incident management process by 

implementing a policy where incidents are automatically marked as closed a week following 

their resolution. What configurations should be applied to achieve this requirement 

effectively? 

 

A. Adjust the Incident Lifecycle to consider the Resolved date for triggering transitions 

B. Revise the incident closure UI action script 

C. Enable automatic incident closure based on the Resolution date within Incident 

Properties 

D. Set the Incident Lifecycle to automatically expire incidents after a week 

 

Correct Answer: A, C 

 

Explanation: To meet the client's requirement, two adjustments are necessary: first, modify 

the Incident Lifecycle to trigger based on the Resolved date rather than the Updated date 

(A), and second, enable the automatic closure of incidents based on the Resolution date 

within the Incident Properties settings (C). These configurations ensure that incidents are 

automatically transitioned to a closed state seven days after they have been resolved, 

streamlining the incident management process by removing the need for manual closure 

and ensuring a consistent follow-up timeline post-resolution. 

 

Question-35: In the context of enhancing a service catalog for better user experience and 

management efficiency, what are considered best practices when organizing catalog 

categories and subcategories? 

 

A. Match categories with CMDB classes when feasible 
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B. Maintain a concise list of top-level categories, ideally between 8 to 10 

C. Assign items exclusively to a single category 

D. Limit the depth of category nesting to 1-2 levels 

 

Correct Answer: B, D 

 

Explanation: To optimize the service catalog's organization and user navigation, it is 

advisable to keep the number of top-level categories between 8 to 10 (B) and limit the 

depth of subcategory nesting to 1-2 levels (D). These practices ensure the catalog remains 

user-friendly and navigable, preventing users from being overwhelmed by too many choices 

or deep navigation paths. By maintaining a streamlined and intuitive structure, users can 

quickly find the services they need, improving the overall efficiency and effectiveness of 

service delivery. 

 

Question-36: In an organization looking to streamline its service offerings, there's a process 

aimed at overseeing the lifecycle of all catalog items. This process includes the production, 

maintenance, and provision of a centralized, accurate, and consistent data source for these 

services. Which process is responsible for this comprehensive management? 

 

A. Management of the service portfolio 

B. Management of individual catalog items 

C. Mapping of services 

D. Management of the service catalog 

 

Correct Answer: D 
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Explanation: The process responsible for defining, managing, and maintaining the lifecycle 

of all catalog items, including ensuring the provision of a central, accurate, and consistent 

information source, is Service Catalog Management (D). This process plays a crucial role in 

the service delivery framework by cataloging available IT and business services, thereby 

facilitating efficient service selection and deployment. It ensures that the service catalog 

remains up-to-date and reflective of the current service offerings, enabling stakeholders to 

make informed decisions based on accurate service information. 

 

### Redesigned Questions and Answers 

 

Question-37: In a large IT organization, certain team members are tasked with the 

responsibility of notifying their teams about temporary solutions or permanent fixes to IT 

issues. This role requires specific permissions within their ITSM platform to ensure the right 

information flows to the right people efficiently. Which roles are empowered to perform 

this crucial communication task? 

 

A. IT Service Management Administrator 

B. Problem Coordination Specialist 

C. Problem Task Analyst 

D. Problem Management Administrator 

 

Correct Answer: B, D 

 

Explanation: The roles specifically designed to communicate workarounds or fixes within an 

ITSM environment are the Problem Coordination Specialist (B) and the Problem 

Management Administrator (D). These roles have the necessary permissions to access and 

disseminate information regarding temporary solutions and permanent fixes, ensuring that 

team members are equipped with the knowledge to address and manage IT issues 

effectively. This structured role-based permission system streamlines the communication 

process, enhancing the organization's ability to manage problems efficiently. 
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Question-38: A Problem Manager at a tech company wishes to empower their Problem 

Coordinators with the ability to revisit and reassess problems that have already been 

marked as completed. This capability is crucial for continuous improvement and ensuring 

that all problems are thoroughly resolved. Through which system setting or module can this 

empowerment be configured? 

 

A. Problem Management Settings in the Administration Panel 

B. User Interface Action Management System 

C. Workflow State Configuration Module 

D. Form Action Customization Interface 

E. UI Action Scripting Panel 

 

Correct Answer: A 

 

Explanation: To grant Problem Coordinators the authority to re-analyze completed 

problems, the configuration must be done through the Problem Management Settings 

found in the Administration Panel (A). This setting allows the organization to specify which 

roles can reassess problems, ensuring that the process of continuous improvement and 

thorough resolution is embedded within the problem management workflow. By carefully 

managing these permissions, the organization can maintain a high standard of problem 

resolution and ensure that all issues are adequately addressed. 

 

Question-39: In the framework of an IT Service Management (ITSM) platform, 

understanding the hierarchical structure of tables is crucial for managing data effectively. 

Given this, the Problem table is a critical component of problem management. From which 

foundational table does the Problem table inherit its properties? 

 

A. Task 
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B. Major Incident 

C. Outage 

D. Problem Task 

E. Incident 

 

Correct Answer: A 

 

Explanation: The Problem table is an extension of the Task table (A), inheriting its properties 

and structure. This design allows for a consistent approach to managing various types of 

work within the ITSM platform, such as incidents, changes, and problems. By extending 

from the Task table, the Problem table benefits from a shared foundation, enabling 

seamless integration and management of tasks across different modules. This inheritance 

model simplifies data management and enhances the platform's overall flexibility and 

efficiency. 

 

Question-40: With the Quebec release of ServiceNow's Change Management module, 

several architectural enhancements were introduced to streamline change processes and 

improve efficiency. What key features were added to bolster the architecture of Change 

Management in this release? 

 

A. Integration of Catalog Builder and Change Designer 

B. Introduction of Change Flows, Change Designer, and Change Approval Matrix 

C. Implementation of Change Models, Change Flows, and State Transition Models 

D. Development of Change PIR Assessments, Change Designer, and Change Approval Policies 

 

Correct Answer: C 
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Explanation: The Quebec release of the Change Management module saw the addition of 

Change Models, Change Flows, and State Transition Models (C). These features were 

designed to provide a more structured and flexible framework for managing changes, 

allowing organizations to define clear processes for different types of change requests. 

Change Models offer templates for common change scenarios, Change Flows enable the 

customization of change processes, and State Transition Models provide a visual 

representation of how changes progress through different states. Together, these 

enhancements contribute to a more streamlined, efficient, and adaptable change 

management process. 

 

Question-41: In the context of IT service management, particularly within the Change 

Management process, there's a specific workflow designed to evaluate normal change 

requests. This workflow is initiated under certain conditions to ensure that each change 

request undergoes a thorough assessment. What action triggers the commencement of this 

evaluation workflow for normal change requests? 

 

A. Transition of a Normal Change request into the assessment phase 

B. Creation of a Normal Change request 

C. Classification of a Normal Change request as Low Risk and its movement to the 

assessment phase 

D. Assignment of a Normal Change request to a specific group 

 

Correct Answer: A 

 

Explanation: The trigger for initiating the assessment workflow for normal change requests 

is when such a request is transitioned into the Assess state (A). This mechanism ensures that 

change requests are systematically evaluated, promoting thorough scrutiny and 

consideration before any further steps are taken. The workflow aims to facilitate effective 

risk management and resource planning by ensuring that all normal change requests are 

subjected to a standardized assessment process. 
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Question-42: A corporation wishes to customize its ServiceNow service catalog homepage 

to better reflect its organizational structure and services offered. This customization 

includes adding new categories, removing outdated ones, and rearranging existing 

categories to enhance user navigation. Which roles within the ServiceNow platform are 

authorized to perform these homepage modifications? 

 

A. Catalog Administrator 

B. Service Catalog Administrator 

C. Catalog Content Editor 

D. Service Catalog Homepage Editor 

E. System Administrator 

 

Correct Answer: A, E 

 

Explanation: The roles equipped to make modifications to the service catalog homepage are 

the Catalog Administrator (A) and the System Administrator (E). These roles possess the 

necessary permissions to add, remove, and rearrange categories on the service catalog 

homepage, enabling them to tailor the homepage layout to best serve the needs of the 

users and the organization. This customization capability allows for a more intuitive and 

efficient user experience by ensuring that the service catalog aligns with the organizational 

structure and service offerings. 

 

Question-43: In the operation of Service Level Agreements (SLAs) within a digital platform, 

setting up timely notifications for potential SLA breaches is critical for proactive 

management and resolution. These notifications are governed by certain rules that 

determine when they should be triggered. Where are these rules for sending SLA breach 

warning notifications configured? 

 

A. Within the SLA definition itself 
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B. In the configuration settings of the default SLA workflow 

C. Through the SLA Properties settings 

D. In the SLA trigger condition settings 

 

Correct Answer: B 

 

Explanation: The rules for sending out SLA breach warning notifications are defined within 

the default SLA workflow (B). This setup allows for the specification of conditions under 

which warnings are triggered, such as when an SLA reaches certain percentages of its time 

threshold. This mechanism is crucial for maintaining service quality and ensuring that teams 

are alerted in advance of potential breaches, providing an opportunity for timely 

intervention and resolution. 

 

Question-44: In the domain of IT Change Management, particularly within a platform like 

ServiceNow, there's a focus on reviewing the implementation of emergency changes to 

ensure they've been executed correctly and to identify any lessons learned. This review 

process is facilitated by a predefined workflow. Which baseline workflow is responsible for 

automatically generating a task for the Post Implementation Review (PIR) of emergency 

changes? 

 

A. Emergency Change Review 

B. Authorization of Emergency Changes 

C. Priority 1 Change Review 

D. Major Incident Change Authorization 

E. Emergency Change Post Implementation Review 

 

Correct Answer: A 
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Explanation: The workflow designed to facilitate the Post Implementation Review (PIR) of 

emergency changes is the "Emergency Change Review" (A). This workflow is specifically 

triggered following the completion of emergency changes to assess their effectiveness and 

to capture any critical insights that could improve future change implementations. It 

underscores the importance of reflection and continuous improvement in the change 

management process, ensuring that emergency changes are not only implemented swiftly 

but also evaluated for their impact and efficacy. 

 

### Recast Questions and Answers 

 

Question-45: In an organization utilizing ServiceNow for knowledge management, an 

administrator aims to analyze the efficiency of their knowledge base by reviewing the 

search terms users are entering. This analysis is intended to optimize the knowledge base's 

content and searchability. Where can the administrator find the logs of all search queries 

made by users? 

 

A. Knowledge Management Query Tracker 

B. Knowledge Base View Records 

C. User Feedback on Knowledge Articles Table 

D. System Search Log Records 

 

Correct Answer: D 

 

Explanation: The appropriate place for an administrator to view all search queries entered 

by users in ServiceNow's knowledge management system is within the System Search Log 

Records (D). This feature provides a comprehensive log of search activities, enabling 

administrators to understand user search behavior, identify gaps in the knowledge base, 

and make informed decisions to improve content relevancy and accessibility. 
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Question-46: A ServiceNow platform is being tailored to manage complex workflows 

efficiently. The Flow Designer tool is being utilized to configure these workflows with 

specific characteristics for each stage. What customization options are available to 

administrators when setting up these stages? 

 

A. Modification of stage labels and names 

B. Renaming states for associated item records 

C. Application of a Service Level Agreement to a stage 

D. Assignment of estimated durations to stages 

 

Correct Answer: A, D 

 

Explanation: Within the Flow Designer in ServiceNow, administrators have the flexibility to 

customize workflows by changing stage labels and names (A) and setting estimated 

durations for each stage (D). These options allow for a more organized and time-aware 

management of workflows, ensuring that each stage is clearly defined and operates within 

expected timeframes. This level of customization enhances the tracking and efficiency of 

workflow progress. 

 

Question-47: A corporation is keen on enhancing transparency and accountability in 

problem management. They wish to enable business users to have read-only access to 

problem records and reports related to the products they are responsible for, ensuring that 

they can monitor but not alter the information. Which role is automatically added upon 

installation of the ITSM roles plugin to fulfill this requirement? 

 

A. Business User General Access 

B. Problem Record Read-Only Access 
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C. Service Owner General Access 

D. Problem Record Full Access 

E. Business User Problem Management Access 

 

Correct Answer: B 

 

Explanation: The role designed to provide secure, read-only access to problem records and 

reports for business users is Problem Record Read-Only Access (B). This role, added through 

the ITSM roles plugin, ensures that business users can view relevant problem management 

information without the ability to modify records, thereby supporting the organization's 

goal of increased transparency and accountability in problem management processes. 

 

Question-48: A ServiceNow administrator is tasked with overseeing the configuration item 

(CI) classes within their company's CMDB. To perform this task, they require a role that 

grants them comprehensive permissions to manage CI class definitions, attributes, and 

relationships. Which role is specifically designed to provide these capabilities? 

 

A. CMDB Administrator 

B. CMDB Basic Access 

C. Class Management Generalist 

D. CI Class Management Specialist 

 

Correct Answer: A 

 

Explanation: The CMDB Administrator role (A) is the designated role that grants users full 

access to manage the Configuration Item (CI) Class Manager in ServiceNow. This role 

encompasses the authority to oversee CI class definitions, including modifying attributes 
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and managing relationships within the CMDB. It is crucial for ensuring that the CMDB 

remains accurate, up-to-date, and reflective of the organization's IT infrastructure. 

 

Question-49: In the process of designing a change management workflow within a 

ServiceNow environment, a developer incorporates a series of operations that automate 

tasks such as record lookup, creation, or policy enforcement. These operations are crucial 

for streamlining the workflow and ensuring efficiency. What term is used to describe these 

automated operations within the workflow? 

 

A. Automated Workflow Operations 

B. Workflow Execution Steps 

C. Sequential Workflow Components 

D. Workflow Action Units 

E. Workflow Execution Tasks 

 

Correct Answer: A 

 

Explanation: Within the context of a ServiceNow workflow, these automated operations are 

referred to as Flow Actions (A). Flow Actions are integral components that facilitate the 

automation of tasks within a change flow, including looking up records, creating new 

records, and applying policies. This functionality enables the streamlining of complex 

processes into manageable, automated steps, enhancing the efficiency and reliability of the 

workflow. 

 

Question-50: A company seeks to optimize its incident management process by 

automatically generating incident records from emails sent by users or automated systems. 

This approach aims to ensure rapid response and resolution of incidents reported through 

email communications. Which ServiceNow feature should be utilized to achieve this 

automation? 
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A. Incident Record Generation Tool 

B. Automated Email Incident Creation 

C. Incident Data Aggregator 

D. Email-to-Incident Transformation 

 

Correct Answer: B 

 

Explanation: The ServiceNow feature designed for automatically creating incident records 

from user or system-sent emails is the Inbound Flow Action (B). This feature allows for the 

conversion of incoming emails into incident records, streamlining the process of incident 

reporting and ensuring that issues are addressed in a timely manner. By leveraging Inbound 

Flow Actions, the company can efficiently capture and respond to incidents communicated 

through email. 

 

Question-51: In an organization's problem management process, there's a requirement that 

the problem manager independently assesses the impact and urgency of a problem, rather 

than inheriting these values from related incident records. This change aims to ensure that 

problem assessment reflects a thorough and specific evaluation. Which ServiceNow setting 

should be adjusted to meet this process requirement? 

 

A. Incident Impact and Urgency Adjustment Rules 

B. Problem Management Configuration Settings 

C. Global ITSM Process Properties 

D. Incident Management Customization Settings 

 

Correct Answer: B 
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Explanation: To prevent automatic population of impact, urgency, and priority from incident 

records to related problem records, adjustments should be made in the Problem 

Management Configuration Settings (B), specifically within the Problem Properties. This 

setting allows the organization to customize how problem records are created from 

incidents, ensuring that problem managers have the autonomy to assess each problem 

based on its unique circumstances. 

 

Question-52: A problem management team utilizes the State field in ServiceNow to track 

the progress of problem records. They wish to introduce a new prerequisite for transitioning 

a problem record out of the "Fix in Progress" state to ensure that certain conditions are met 

before moving to the next phase. In scripting this prerequisite, which reference method is 

most appropriate for stability and maintenance? 

 

A. Numeric State Code 

B. State Label Text 

C. State Constant Reference 

D. Combined Numeric and Constant Reference 

 

Correct Answer: C 

 

Explanation: When scripting conditions related to the state transitions of problem records 

in ServiceNow, it is best practice to use the State Constant Reference (C), such as 

ProblemState.STATES.FIX_IN_PROGRESS. This method ensures that the script remains stable 

and maintainable, even if the numeric values or labels associated with the states change. 

Using constants provides a more readable and reliable way to reference specific states 

within scripts, enhancing the script's adaptability and longevity. 
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Question-53: In the context of a Service Desk operation, when an agent provides a customer 

with instructional content on resolving a specific issue, what type of ServiceNow entity is 

being utilized to convey this information? 

 

A. Instructional Guide Record 

B. Digital Content Unit 

C. Educational Resource 

D. Instructional Material 

 

Correct Answer: A 

 

Explanation: The entity used by Service Desk agents to share "How to" information with 

customers is known as a Knowledge Article (A). In ServiceNow, Knowledge Articles serve as 

the primary means to document and share solutions, instructions, and other information 

useful for resolving user queries or issues. These articles facilitate efficient knowledge 

transfer, enabling customers to independently address common problems. 

 

Question-54: Following the deployment of a new procedural template for managing 

changes within an IT environment, the testing team has observed that while they can access 

previously established templates, the latest template is not visible on the primary interface 

for change management. What might be preventing the visibility of this new change model? 

 

A. Role Restrictions on Testers 

B. Activation Status of the New Model 

C. Visibility Limited to Change Managers 

D. Completion of Workflow Publication 
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Correct Answer: B 

 

Explanation: The visibility issue with the new Change Model is likely due to its activation 

status (B). For a Change Model to be visible and usable within ServiceNow's change 

management interface, its record must be set to active. This status ensures that the model 

is considered available for use in managing changes, including being accessible to testers 

and other relevant stakeholders. 

 

Question-55: Within the workflow of assessing normal changes in an IT service management 

platform like ServiceNow, where are the criteria and processes for obtaining necessary 

technical approvals specified? 

 

A. Policy for Change Approvals 

B. Approval Process for Change Assessment 

C. Matrix for Change Approval 

D. Subprocess for Technical Change Approval 

 

Correct Answer: A 

 

Explanation: The guidelines and mechanisms for securing technical approvals in the Change 

- Normal - Assess flow are delineated within the Change Approval Policy (A). This policy 

outlines the necessary approvals for a change request, detailing the users and groups that 

need to approve the change based on the organization's predefined criteria. By adhering to 

this policy, the change management process ensures that all technical and managerial 

approvals are systematically obtained, maintaining the integrity and effectiveness of change 

implementation. 

 

Question-56: After implementing a solution to a reported issue, Problem records in a 

certain ITSM platform do not immediately transition to a Closed state from a Resolved 
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status. What rationale underpins this procedural design, delaying the final closure of 

Problem records? 

 

A. Adherence to IT Service Management Best Practices 

B. Automated Transition Schedule 

C. Absence of a "Closed" Status 

D. Monitoring Effectiveness of Implemented Solutions 

 

Correct Answer: D 

 

Explanation: The delay in transitioning Problem records from Resolved to Closed status (D) 

is intentionally designed to allow for a period of observation and verification that the 

applied fixes effectively address the underlying issues. This practice ensures that solutions 

are not just implemented but are also confirmed to resolve the problems comprehensively 

before the record is formally closed. This approach aligns with best practices in problem 

management, emphasizing the importance of verification and continuous improvement in 

resolving IT service issues. 

 

Question-57: A newly appointed problem manager is seeking a comprehensive summary of 

all ongoing activities within the problem management domain to effectively monitor and 

assess the process's health and efficiency. Which ServiceNow interface would best provide 

this high-level overview? 

 

A. Problem Management Central Dashboard 

B. Comprehensive Problem Management Summary 

C. IT Service Management Overview Page 

D. Problem Management Activity Monitor 
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E. Problem Management Analytical Dashboard 

 

Correct Answer: B 

 

Explanation: For a holistic view of problem management activities, the Problem > Overview 

module (B) is the recommended interface. It aggregates critical data and metrics pertinent 

to problem management, offering the problem manager a centralized summary of all key 

activities. This overview enables effective monitoring and strategic decision-making by 

providing insights into the process's current state and areas requiring attention. 

 

Question-58: In the architecture of ServiceNow's IT Service Management (ITSM) platform, 

various tables are structured to inherit properties and behaviors from more generalized 

tables. Identifying the foundational table from which the Incident table extends is crucial for 

understanding its data model. Which table serves as this base? 

 

A. General Task Framework 

B. Specialized Task Framework 

C. Universal Ticket Framework 

D. Work Item Framework 

 

Correct Answer: A 

 

Explanation: The Incident table extends from the Task [task] table (A), which serves as the 

foundational framework within ServiceNow's ITSM platform. This inheritance model allows 

the Incident table to utilize a generalized set of properties and behaviors defined in the Task 

table, facilitating a unified approach to managing various work items, including incidents, 

problems, and changes, under a common data structure. 
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Question-59: In ServiceNow's Email Client functionality, distinguishing between Email 

Templates and Quick Messages is essential for users aiming to communicate effectively. 

Understanding the differences between these two features can enhance email 

communication strategies. What distinguishes an Email Template from a Quick Message? 

 

A. Functionality and Usage in Automated Responses 

B. Automation Application and User Initiation 

C. Inclusion in Standard ITSM Packages vs. Advanced Features 

D. Role-based Definition and Customization Capabilities 

 

Correct Answer: B 

 

Explanation: The primary difference between an Email Template and a Quick Message (B) 

lies in their application and initiation. Email Templates are pre-defined formats that can be 

automatically applied when composing an email, streamlining the communication process. 

In contrast, Quick Messages are customizable snippets that users can manually insert into 

emails, offering flexibility in crafting messages. This distinction enables users to choose the 

most appropriate tool based on the context and requirements of their communication. 

 

Question-60: Within the Service Catalog, a variety of item types are available to streamline 

the request and fulfillment processes in ServiceNow. These items facilitate different 

interactions with the catalog, from requesting services to providing information. Which item 

type is specifically designed to facilitate alternative methods of submitting information 

through the catalog? 

 

A. Service Request Options 

B. Interactive Form Generators 

C. Service Categories 
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D. Process Automation Scripts 

 

Correct Answer: B 

 

Explanation: Record Producers (B) are a type of catalog item found in ServiceNow's Service 

Catalog, designed to provide users with an alternative method of submitting information, 

such as creating incident records, through the catalog interface. Unlike traditional catalog 

items that request goods or services, Record Producers enable the submission of data into 

various tables within ServiceNow, effectively acting as interactive form generators that 

streamline data entry and processing. 
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Practice Paper-3: ServiceNow Certified Implementation Specialist - IT Service 
Management 

Question-1: In a digital library managed on the ServiceNow platform, articles are subject to 

a lifecycle that ensures their relevancy and accuracy over time. When an article reaches its 

predefined expiration date, a specific automated process is triggered concerning its status. 

What happens to a Knowledge article when it reaches its set "Valid to" date within the 

Knowledge Management system? 

 

A. Automatic Retirement 

B. Author Notified of Retirement 

C. Knowledge Base Owner Receives Retirement Notification 

D. Archival Process Initiated 

 

Correct Answer: A 

 

Explanation: Upon reaching the "Valid to" date, a Knowledge article is automatically retired 

(A). This process is part of the Knowledge Management lifecycle in ServiceNow, ensuring 

that content remains current and useful. Automatic retirement helps in maintaining the 

quality and relevancy of the knowledge base by removing outdated information without 

requiring manual intervention. 

 

Question-2: A Problem Manager has meticulously designed the problem management 

workflow to include an evaluation phase after a solution has been implemented. This phase 

involves reviewing the effectiveness of the solution and its impact on incident frequency. To 
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automate the creation and assignment of a review task upon problem resolution, which 

ServiceNow functionality should be utilized? 

 

A. Workflow Status Monitoring 

B. Automated Task Generation Interface 

C. Sequential Action Planner 

D. Procedural Task Generator 

E. Process Automation Tool 

 

Correct Answer: E 

 

Explanation: The Flow Designer (E) in ServiceNow is the most suitable tool for automating 

the creation and assignment of a Post Fix Review task once a problem is resolved. This 

feature allows for the design of custom workflows that can automatically trigger specific 

actions, such as task generation, based on predefined criteria, thereby streamlining the 

problem management process and ensuring that solutions are effectively reviewed. 

 

Question-3: In the realm of IT project management and release planning, there exists a 

relationship between projects and releases that facilitates the organization and deployment 

of new features or updates. How are projects typically associated with releases within a 

project management framework? 

 

A. Conversion of Tasks Between Projects and Releases 

B. Integration of Projects Within Releases 

C. Categorization of Project Features as Release Elements 

D. Pre-requisite Completion of Projects for Release Definition 

E. Utilization of Projects for Analyzing Release Impact 
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Correct Answer: B 

 

Explanation: Projects can be part of one or more releases (B), offering a flexible structure 

for managing the development and deployment lifecycle. This association allows for the 

organized tracking and implementation of various project tasks and objectives within the 

broader context of release management, ensuring that all components are aligned for 

successful release outcomes. 

 

Question-4: When tackling an incident within the ServiceNow environment, assignees have 

a suite of tools at their disposal to aid in the resolution process. Among these tools, which 

ones are directly available to assist in diagnosing and resolving incidents? 

 

A. Repository of Solutions and Fixes 

B. Temporary Solutions Database 

C. Configuration Item Management Interface 

D. Incident Management Summary View 

E. Comprehensive Configuration Management Database Overview 

 

Correct Answer: A, B 

 

Explanation: Knowledge Articles (A) and Workarounds (B) are critical resources available to 

assignees for resolving incidents. Knowledge Articles provide documented solutions and 

information that can help in understanding and fixing issues, while Workarounds offer 

temporary fixes that can be applied until a permanent solution is found. These tools are 

integral to the incident resolution process, enabling efficient and effective problem-solving. 
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Question-5: In an IT service management (ITSM) system, the interval from when an incident 

is marked as resolved to when it is officially closed is configurable. A system administrator 

seeks to adjust this period to better align with the organization's operational policies. Which 

configuration area within the ITSM platform should the administrator access to modify this 

setting? 

 

A. Platform Configuration Interface 

B. Core System Settings Panel 

C. Incident Management Configuration Options 

D. Incident Resolution Timing Configuration 

E. Resolution Timing Adjustment Settings 

 

Correct Answer: D 

 

Explanation: To adjust the time interval between the resolution and closure of an incident, 

the administrator should navigate to the Incident Properties (D) section of the ITSM 

platform. This area allows for the customization of various incident management 

parameters, including the specific timing settings that govern the transition from a resolved 

state to a closed state. Modifying this setting ensures that the incident lifecycle is consistent 

with the organization's service level expectations and operational workflows. 

 

Question-6: A customer expresses concern over the potential for service request workflows 

to be delayed due to approvers' extended absences. To mitigate this risk and ensure that 

requests proceed smoothly through the approval process, which strategies could be 

implemented within the request fulfillment framework? 

 

A. Assignment of Approval Delegation 

B. Approval Notification Forwarding to Personal Email 
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C. Implementation of Group Approval Mechanisms 

D. Auto-Approval via Email Auto-Reply 

 

Correct Answer: A, C 

 

Explanation: To prevent service request workflows from stalling during an approver's 

absence, the system can be configured to allow approvers to delegate their approval 

responsibilities (A) or to utilize group approvals (C), where any member of a designated 

group has the authority to approve requests. These mechanisms ensure that the approval 

process remains fluid, avoiding delays that could impact service delivery and customer 

satisfaction. 

 

Question-7: A customer aims to diversify their ServiceNow environment by introducing 

distinct catalogs for different user groups: one tailored for Human Resources (HR) 

interactions and another for external customer engagements. Upon creation, where are 

these specialized service catalog definitions stored within the ServiceNow architecture? 

 

A. Corporate Services Catalog Repository 

B. Universal Service Catalog Table 

C. Comprehensive Service Portfolio Directory 

D. External Service Offerings Database 

 

Correct Answer: B 

 

Explanation: The definitions for all types of service catalogs, whether designed for internal 

HR requests or external customer services, are stored in the Catalog [sc_catalog] table (B). 

This centralized storage facilitates the management and accessibility of various service 
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catalogs, enabling organizations to efficiently cater to the diverse needs of their user base 

by providing specialized portals for submitting requests and accessing services. 

 

Question-8: Process owners in an organization are looking for a tool within their ITSM 

platform that enables them to automate workflows, including approvals, tasks, and 

notifications, using natural language processing for easy setup without requiring extensive 

coding. Which feature should they utilize to achieve this level of automation with minimal 

technical complexity? 

 

A. Automation Sequence Configurator 

B. Systematic Workflow Administration 

C. Intuitive Flow Creation Tool 

D. Operational Workflow Overview Panel 

E. Procedural Automation Interface 

 

Correct Answer: C 

 

Explanation: The Flow Designer (C) is a powerful tool within ServiceNow that empowers 

process owners to automate complex processes using an intuitive, natural language-based 

interface. This feature allows for the creation and management of workflows, including 

approvals, tasks, and notifications, without the need for in-depth coding knowledge. By 

leveraging Flow Designer, organizations can streamline their operations, enhance efficiency, 

and reduce the potential for errors in workflow automation. 

 

Question-9: In the process of onboarding new employees, a company wants to streamline 

the request for essential work equipment, such as workstations and mobile devices, through 

their IT service management platform. Which tool would be most appropriate for allowing 

new hires to bundle these requests into a single submission? 
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A. Information Repository 

B. Data Entry Form 

C. Service Request Option 

D. Comprehensive Request Bundle 

E. Resource Allocation Tool 

 

Correct Answer: D 

 

Explanation: The Order Guide (D) is designed for this exact purpose within service 

management platforms like ServiceNow. It allows users to create a comprehensive request 

bundle that can include multiple related items, such as a workstation and a company 

mobile, in a single submission. This approach not only simplifies the process for new hires 

but also ensures that all necessary equipment is accounted for and processed efficiently. 

 

Question-10: When users engage with the knowledge base articles in a service management 

system, there are several methods through which they can express their views or rate the 

content's usefulness. What are the accepted ways for users to provide their feedback on 

these articles? 

 

A. Comprehensive Rating Scale 

B. Written Feedback 

C. Approval Check 

D. Content Alert 

E. Simplified Rating Scale 

F. Content Bookmarking 
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Correct Answer: B, C, D, E 

 

Explanation: Users can provide feedback on knowledge articles through written feedback 

(B), expressing whether they found the article helpful (C), flagging the article for review or 

attention (D), and rating the content on a simplified scale, typically up to five stars (E). These 

feedback mechanisms enable content creators to gauge the effectiveness of their articles 

and identify areas for improvement, enhancing the overall quality of the knowledge base. 

 

Question-11: Within the change management process, specific tasks are predefined to 

organize and manage the workflow of implementing changes within IT services. What are 

the default categories of tasks available to manage the lifecycle of a change request? 

 

A. Strategy Development 

B. Evaluation Procedures 

C. Quality Assurance 

D. Implementation Steps 

E. Compliance Verification 

 

Correct Answer: A, B, C 

 

Explanation: The default Change Task Types in a change management system include 

Planning (A), Testing (B), and Review (C). These categories are designed to systematically 

address the various phases of a change request, from conceptual planning and preparation 

through to execution and post-implementation evaluation. This structured approach 

ensures thorough preparation, effective implementation, and comprehensive review of 

changes. 
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Question-12: In the structure of a service management database, change management 

records are stored within a specific table. Identifying this table is crucial for querying, 

reporting, and managing change records effectively. Which table serves as the repository for 

these change records? 

 

A. Task Allocation Records 

B. Request for Change Documentation 

C. Change Request Database 

D. Change Management Archive 

E. Change Activity Log 

 

Correct Answer: C 

 

Explanation: Change records are meticulously stored in the Change Request 

[change_request] table (C). This dedicated table acts as the central repository for all change 

management activities, providing a structured and accessible database for storing, tracking, 

and managing change requests throughout their lifecycle. The [change_request] table 

ensures that all change-related information is consolidated in one place, facilitating efficient 

change management and oversight. 

 

Question-13: In an organization's IT department, tier 1 support agents are tasked with 

addressing a broad range of technical issues for both internal staff and external customers. 

To facilitate their work, they require access to a specialized interface that streamlines issue 

resolution and case management. Which platform within the IT service management suite is 

specifically designed to enhance the efficiency of these agents? 

 

A. Central IT Support Dashboard 

B. Dedicated IT Support Environment 
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C. Fundamental ITIL Management Interface 

D. Basic Incident Management Screen 

 

Correct Answer: B 

 

Explanation: The IT Service Management Workspace (B) is engineered to cater to the needs 

of tier 1 IT agents, offering a comprehensive set of tools and interfaces for resolving 

customer issues efficiently. This workspace amalgamates incident management, problem 

resolution, and customer interaction into a singular, user-friendly environment, significantly 

enhancing agent productivity and the overall quality of service delivery. 

 

Question-14: When navigating the extensive offerings within a service catalog, users have 

various methods at their disposal to find the services or items they need. What are the most 

effective strategies for users to discover specific items within a sprawling service catalog? 

 

A. Utilizing the integrated search functionality 

B. Browsing through organized service categories 

C. Leveraging highlighted or featured item displays 

D. Employing the general application navigation tool 

 

Correct Answer: A, B 

 

Explanation: To efficiently locate items in a service catalog, users are best served by using 

the integrated search functionality (A) and browsing through the well-organized service 

categories (B). These methods provide direct and intuitive pathways to find services, 

bypassing the need for extensive navigation and significantly reducing the time to locate the 

desired items or services within the catalog. 
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Question-15: In the realm of IT service management, agents often need assistance in 

identifying potential solutions to the issues they're handling. Which feature within the Agent 

workspace is designed to automatically suggest relevant solutions upon opening a record, 

thereby augmenting the agent's ability to resolve issues swiftly? 

 

A. Conversational Interface Tool 

B. Contextual Solution Suggestions 

C. Integrated Knowledge Repository 

D. Automated Solution Finder 

E. Proactive Support Assistant 

 

Correct Answer: E 

 

Explanation: The Agent Assist feature (E) is specifically designed to enhance the support 

capabilities of service agents by automatically presenting potential solutions and relevant 

information for the records they access. This tool leverages the existing knowledge base and 

historical data to suggest actionable solutions, enabling agents to address customer issues 

more effectively and efficiently. 

 

Question-16: In configuring a service catalog's order guide for a streamlined request 

process, it's crucial to ensure that inputted information by the requester can be consistently 

applied across multiple catalog items. Which setting within the order guide is responsible 

for transferring variables from one item to others with matching variable names? 

 

A. Sequential Variable Transfer 

B. Variable Propagation Method 
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C. Common Variable Sharing 

D. Variable Reflection Mechanism 

 

Correct Answer: B 

 

Explanation: The Cascade Variables feature (B) within an order guide is crucial for ensuring 

that when a user fills out a form, the information (or variables) entered can automatically 

flow down, or "cascade," to other related items in the guide that have equivalent variable 

fields. This mechanism simplifies the request process, ensuring consistency and efficiency by 

preventing the need for repetitive data entry across different but related service requests. 

 

Question-17: In the context of service delivery within an IT Service Management (ITSM) 

framework, Service Level Agreements (SLAs) play a crucial role in ensuring timely and 

efficient service provision. When establishing SLAs for services requested through an IT 

service catalog, at which granularity level are these SLAs typically applied? 

 

A. Individual Service Request 

B. Overall Service Request Bundle 

C. Entire Service Catalog 

D. Specific Service Tasks 

 

Correct Answer: A 

 

Explanation: SLAs in the context of a service catalog are most commonly defined at the level 

of the Requested Item (A). This approach allows for precise tracking and management of 

service commitments for each unique request or item ordered through the service catalog. 

By applying SLAs at this level, organizations can ensure specific performance targets are met 

for each service or item provided, enhancing customer satisfaction and service quality. 
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Question-18: In product development and release management processes within IT Service 

Management (ITSM), there is a structured relationship between products, their features, 

and the releases that deliver these features to users. How are these components typically 

organized to facilitate product enhancements and updates? 

 

A. Quick-fix updates categorize both products and their features 

B. Products encompass specific features which are then grouped into scheduled releases 

C. Independent features dictate release schedules without direct product association 

D. Release categorization is based on the product features they introduce 

 

Correct Answer: B 

 

Explanation: Products are designed with a set of features, and these features are organized 

and deployed through scheduled releases (B). This structure ensures that product 

enhancements and new functionalities are systematically introduced and managed. By 

associating features directly with products and organizing them into releases, teams can 

plan, track, and execute product updates in a cohesive manner, aligning product 

development efforts with strategic objectives and customer needs. 

 

Question-19: In an ITSM platform like ServiceNow, incident management involves the 

meticulous tracking of activities and updates within incident records. For a system 

administrator looking to customize the visibility of certain fields within the activity stream of 

incident records, which configuration option enables this customization? 

 

A. Activity Stream Script Adjustment 

B. Incident Form Layout Customization 

C. Activity Stream Data Dictionary Configuration 
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D. Activity Stream Display Filters 

 

Correct Answer: D 

 

Explanation: Customizing what is tracked and displayed in the activity stream of Incident 

records can be achieved through configuring the Activity Stream Display Filters (D). This 

feature allows administrators to select specific fields whose changes and updates are visible 

in the activity stream, enabling tailored visibility to meet the organization's tracking and 

auditing requirements. By fine-tuning these filters, administrators can ensure that only 

relevant and critical information is highlighted in the activity stream, streamlining incident 

management processes. 

 

Question-20: Within the ServiceNow platform, a business rule exists that automates the 

assignment of incidents to specific groups based on associated configuration items (CIs). If 

the primary group assignment criteria are not met, what fallback mechanism is employed to 

determine the appropriate assignment group for an incident? 

 

A. Reference to the Change Group of the CI, or the Change Group of the associated Service 

B. Lookup of the Support Group on the CI record, or a default group based on user settings 

C. Selection of the Support Group on the CI record, or if unavailable, the Service's default 

group 

D. Allocation to the Support Group listed on the CI record, or in its absence, the Service 

Offering's designated Support Group 

 

Correct Answer: D 

 

Explanation: The automated incident assignment mechanism first attempts to assign 

incidents based on the Support Group designated on the CI record. If this information is not 

available, the system defaults to the Support Group specified on the Service Offering 
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associated with that CI (D). This hierarchical assignment process ensures that incidents are 

directed to the most appropriate support team, enhancing response efficiency and 

leveraging specific expertise for incident resolution. 

 

Question-21: Within the framework of an IT service catalog, there are various types of items 

that users can request or interact with. These items range from tangible goods to virtual 

services. Which specific type of item within the Service Catalog allows for the provision of 

informational content or guidelines to users? 

 

A. Service Request Options 

B. Informative Resource Items 

C. Organizational Service Divisions 

D. Procedural Guideline Modules 

 

Correct Answer: B 

 

Explanation: Content Items (B) in the Service Catalog are designed to provide users with 

informational content or guidelines rather than tangible goods or executable services. This 

category encompasses a variety of resources, including instructional content, policy 

documents, and informational guides, helping users to access vital information directly 

through the service catalog. 

 

Question-22: A change manager is tasked with overseeing the lifecycle of change requests 

within an IT service management system. One key responsibility is ensuring that specific 

prerequisites are met before a change request can transition from one phase to another. In 

which configuration area of the system can these transitional prerequisites be defined? 

 

A. Transition Criteria Configuration Panel 
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B. System Field Overrides Interface 

C. Status Option Settings 

D. Phase Progression Requirements 

 

Correct Answer: A 

 

Explanation: The Model State Transition Conditions (A) area allows change managers to 

specify the criteria that must be satisfied for a change request to progress from one state to 

the next. This functionality ensures that each change request adheres to predefined 

operational standards and undergoes necessary evaluations at each stage of its lifecycle, 

enhancing the integrity of the change management process. 

 

Question-23: In designing a form for a catalog item, an administrator seeks to capture 

detailed information from users in a structured, grid-like format. This format is particularly 

useful for collecting data on multiple related items or aspects in a single request. Which tool 

within the service catalog's configuration options allows for this type of data capture? 

 

A. Complex Data Collection Set 

B. Standard Variable Grouping 

C. Hierarchical Variable Cascade 

D. Structured Input Grid 

 

Correct Answer: A 

 

Explanation: The Multi-row Variable Set (A) is the tool designed for capturing variable data 

in a grid layout within a catalog item request. This functionality enables the collection of 
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detailed information on a group of entities or related items, providing a structured and 

efficient way for users to submit comprehensive data as part of their service requests. 

 

Question-24: Upon the submission of a service request from a catalog in an IT service 

management system, a predefined set of automated actions are initiated to process the 

request efficiently. These actions facilitate the request's approval, execution, and 

communication with the requester. Which types of actions are typically triggered by the 

system following the submission of a catalog service request? 

 

A. Operational Tasks 

B. Security Protocols 

C. Configuration Specifications 

D. Alert Communications 

E. Request Authorization Procedures 

 

Correct Answer: A, D, E 

 

Explanation: When a user submits a service request from a catalog, the system 

automatically initiates Operational Tasks (A), Alert Communications (D), and Request 

Authorization Procedures (E). These actions ensure that the request is processed according 

to the defined workflow, including executing necessary tasks, notifying relevant parties, and 

obtaining required approvals, thereby streamlining the request fulfillment process. 

 

Question-25: In an IT service management (ITSM) environment, there's a comprehensive 

directory that lists all available services offered to both employees and customers. This 

directory includes detailed information on what each service entails, including its 

deliverables, customization options, pricing, and service level expectations. What is the term 

used to describe this essential ITSM resource? 
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A. Digital Service Interface 

B. Integrated Service Overview 

C. Unified Service Representation 

D. Comprehensive Service Hub 

E. Complete Service Listing 

 

Correct Answer: E 

 

Explanation: The Service Catalog (E) in ServiceNow is the resource that encompasses all the 

necessary details about services available for employees and customers. It acts as a 

centralized directory where users can find information about the range of services provided, 

including what each service includes, options for customization, cost implications, and 

targets for service delivery and performance. This facilitates informed decision-making and 

supports the efficient sale and delivery of services. 

 

Question-26: In the development of a service catalog item, IT administrators can utilize 

specific scripting methods to enhance the user experience. One such method is crucial for 

adjusting the options presented in a choice list dynamically based on certain conditions or 

inputs. Which client script method is employed to tailor the choice list options visible to an 

end-user for a catalog item? 

 

A. Initial Setup Trigger 

B. Form Initialization Script 

C. Form Submission Handler 

D. Form Save Action 

 

Correct Answer: B 
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Explanation: The onLoad client script method (B) is instrumental in modifying the choice list 

options available to an end-user on a catalog item. This method is executed as the form 

loads, allowing for dynamic adjustments to the field options based on predefined logic or 

user inputs. It ensures that users are presented with relevant and context-specific choices, 

enhancing the overall usability and effectiveness of the service catalog. 

 

Question-27: When addressing an incident within an IT service management system, 

assignees have access to various resources and tools to aid in the diagnosis and resolution 

process. Identifying the most effective tools can significantly expedite the incident 

resolution. Which resources are directly available to assignees for this purpose? 

 

A. Comprehensive Solution Database 

B. Documented Error Records 

C. Infrastructure Overview Tool 

D. System Configuration Dashboard 

E. Incident Management Analysis Panel 

 

Correct Answer: A, B 

 

Explanation: Knowledge Articles (A) and Known Errors (B) are invaluable tools for assignees 

tasked with resolving incidents. Knowledge Articles provide detailed solutions and 

troubleshooting steps for a wide range of issues, while Known Errors offer insights into 

recurring problems and their workarounds or permanent fixes. Together, these resources 

enable assignees to quickly identify and apply the most appropriate solutions, streamlining 

the incident resolution process. 

 

Question-28: With the activation of the ITSM Roles plugin in ServiceNow, the Incident 

management module is enhanced by the addition of more specific roles. These roles are 
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designed to refine the permissions and capabilities of users within the incident management 

process. Which roles are introduced to provide this granular level of control and access? 

 

A. Incident Update Specialist 

B. Incident Viewer 

C. Incident Editor 

D. Incident Creator 

 

Correct Answer: B, C 

 

Explanation: Upon activating the ITSM Roles plugin, the roles of sn_incident_read (B) and 

sn_incident_write (C) are created for the Incident application. These roles offer granular 

access control, where sn_incident_read allows for viewing incident records without the 

ability to modify them, and sn_incident_write grants permissions to edit and manage 

incident records. This differentiation ensures that users have access tailored to their specific 

responsibilities and needs within the incident management workflow. 

 

Question-29: A client is looking to expand their service catalog with two distinct offerings: 

one that initiates a multi-step request involving approval and fulfillment tasks, and another 

that provides direct access to a specific piece of informational content. What configuration 

should be used to introduce a structured request process within the catalog? 

 

A. Service Request Template 

B. Informational Link Unit 

C. Data Entry Mechanism 

D. Comprehensive Request Bundle 
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Correct Answer: A 

 

Explanation: The Catalog Item (A) is ideally suited for creating a structured request process 

that includes an approval phase followed by multiple fulfillment tasks. This functionality 

allows for the precise definition of the request workflow, ensuring that each step is 

completed in the correct sequence. Additionally, catalog items can be configured to include 

links to relevant knowledge articles, addressing the second requirement of providing direct 

access to informational content. 

 

Question-30: In the context of service request management, certain roles are designated for 

users responsible for the completion of tasks related to the fulfillment of service requests. 

Assuming no specific security constraints are in place, which role is commonly assigned to 

these users to enable them to carry out their duties effectively? 

 

A. Service Management Generalist 

B. Task Execution Specialist 

C. Service Catalog Fulfillment Operator 

D. Catalog Task Implementer 

E. Request Fulfillment Coordinator 

 

Correct Answer: A 

 

Explanation: The ITIL (A) role is typically granted to users engaged in request fulfillment 

activities within ServiceNow. This role encompasses a wide range of permissions necessary 

for managing and executing service requests, from updating task statuses to interacting with 

requestors. It provides a comprehensive set of capabilities to ensure efficient and effective 

fulfillment processes. 
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Question-31: When planning for change implementations within an IT environment, it's 

crucial to identify potential scheduling conflicts that might arise. Within the Change 

Management process, which attributes of a change request are scrutinized to detect 

possible overlaps or conflicts with other scheduled changes? 

 

A. Impact Analysis Factors 

B. Completion Timeline 

C. Evaluation Criteria 

D. Initiation Timeline 

E. Associated Configuration Elements 

 

Correct Answer: B, D, E 

 

Explanation: Conflict detection in Change Management primarily utilizes the Planned Start 

Date (D), Planned End Date (B), and the Configuration Item (E) associated with the change 

request. These fields are critical in identifying when the change is scheduled to occur and 

which Configuration Items are affected, enabling the system to effectively pinpoint potential 

scheduling conflicts with other changes. This ensures that changes are implemented 

smoothly without disrupting ongoing operations or other planned changes. 

 

Question-32: Within a Service Catalog, there are various formats through which services 

and requests can be structured and presented to users. Among these, one particular type is 

designed to streamline the request process by grouping related catalog items or services 

into a single, guided experience. What is this type of catalog item called, known for 

facilitating comprehensive service requests? 

 

A. Interactive Service Option 

B. Comprehensive Service Bundle 
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C. Organizational Service Categories 

D. Structured Request Framework 

 

Correct Answer: B 

 

Explanation: Order Guides (B) serve as a mechanism within the Service Catalog to bundle 

multiple related catalog items into a single, cohesive request process. This setup guides 

users through a series of selections, ensuring that all necessary information is captured and 

related services are requested together. Order Guides simplify the user experience by 

providing a structured pathway through which complex or multi-faceted service requests 

can be made efficiently and effectively. 

 

Question-33: In an enterprise's IT service management system, certain users are vested with 

the responsibility to review and approve various requests. This vital function requires a 

specific role that not only allows them to approve requests but also carries an associated 

cost due to its advanced capabilities and the necessity of a user license. What is the 

designated role for users tasked with this approval authority? 

 

A. Request Evaluation Specialist 

B. Approval Management User 

C. Service Catalog Approver 

D. Authorized Approver 

 

Correct Answer: A 

 

Explanation: The approver_user role (A) is specifically designed for individuals responsible 

for reviewing and authorizing requests within the IT service management system. Users 

assigned this role have the ability to modify and approve requests directed to them, 
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extending beyond the capabilities of ordinary requesters. Importantly, due to the enhanced 

functionalities and system access provided by this role, there is a licensing fee associated 

with its assignment, necessitating careful consideration and confirmation of organizational 

entitlement before allocation. 

 

Question-34: A corporation utilizes an external system for executing change processes but 

seeks to integrate these activities into their main ITSM platform for enhanced visibility, 

reporting, and Configuration Management Database (CMDB) upkeep. Which predefined 

model within the ITSM platform's change management framework is optimized for 

documenting changes that occur outside of the primary system? 

 

A. External Change Documentation 

B. System Integration Change Model 

C. Historical Change Recording 

D. External Change Registration 

 

Correct Answer: D 

 

Explanation: The Change Registration model (D) is explicitly crafted to accommodate the 

documentation of changes initiated through external systems within the ITSM platform. This 

model facilitates the seamless integration of external change activities into the primary 

system's workflow, devoid of associated approval workflows. It ensures that changes made 

outside the core ITSM environment are accurately captured and reflected for 

comprehensive reporting and CMDB maintenance, bolstering the overall integrity and 

coherence of change management processes. 

 

Question-35: During the problem management process, there exists functionality to 

reassess the analysis of a problem, potentially reverting its state to an earlier phase in the 

lifecycle for further examination. What specific status is assigned to a problem record upon 

the activation of the "Re-Analyze" function? 
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A. Preliminary Evaluation 

B. Initial Review 

C. In-depth Analysis 

D. Solution Development 

 

Correct Answer: C 

 

Explanation: Engaging the "Re-Analyze" function within the problem management process 

sets the problem record to the Root Cause Analysis state (C). This action reopens the 

problem for deeper investigation, signifying that further analysis is necessary to accurately 

identify the underlying cause of the issue. It is a crucial feature for ensuring that problems 

are thoroughly examined and correctly resolved, highlighting the iterative nature of 

problem management where initial resolutions may require reevaluation to ensure efficacy 

and comprehensiveness. 

 

Question-36: In managing an organization's IT infrastructure, there's a need to dynamically 

categorize Configuration Items (CIs) based on specific criteria, such as grouping all web 

servers located in a particular city. What mechanism within the Configuration Management 

Database (CMDB) facilitates this adaptive and criteria-based grouping of CIs? 

 

A. Configurable Item Classification 

B. Relational CI Assembly 

C. Service Component Grouping Method 

D. Automated CI Cohort 

 

Correct Answer: D 
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Explanation: The Dynamic CI Group (D) feature within the CMDB enables the creation of 

flexible, criteria-based groupings of Configuration Items. This functionality allows for the 

automatic assembly of CIs into groups based on predefined conditions, such as geographical 

location, type, or any other relevant attributes. By utilizing Dynamic CI Groups, 

organizations can efficiently organize and manage their CIs in a manner that aligns with 

operational requirements and enhances the visibility and control over their IT infrastructure 

components. 

 

Question-37: In the process of creating and managing service catalog items using the 

Catalog Builder in ServiceNow, certain information is automatically appended to the update 

set's name for items that are published. This feature aids in the organization and tracking of 

changes. Which details are automatically included in the naming convention of these update 

sets? 

 

A. Service Catalog Identifier 

B. Designated Item Title 

C. Configured Item Variables 

D. Creator's Username 

E. Creation or Publication Date 

 

Correct Answer: B, E 

 

Explanation: When items are published via the Catalog Builder, the system automatically 

incorporates the Item Name (B) and a Timestamp (E) into the name of the update set. This 

practice ensures that each update set is uniquely identifiable and provides clear information 

on the specific catalog item and the time of its publication, facilitating easier management 

and reference of catalog item changes. 
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Question-38: In configuring a ServiceNow service catalog, Catalog UI Policies are utilized to 

dynamically alter the presentation and behavior of form fields based on certain criteria. 

However, there are limitations to what can be directly achieved with these policies. Which 

action is beyond the capabilities of Catalog UI Policies within the form views? 

 

A. Enforcing Form-Wide Requirements 

B. Making a Field Mandatory 

C. Reversing Policy Effects Based on Condition Changes 

D. Setting a Field to Read-Only 

 

Correct Answer: A 

 

Explanation: Catalog UI Policies allow for dynamic adjustments to the form fields, such as 

setting fields to mandatory (B) or read-only (D), and can reverse these adjustments if 

specified conditions change (C). However, applying a requirement or a rule across all form 

views (A) simultaneously is beyond the scope of what can be specified through a Catalog UI 

Policy. These policies are designed to operate within the specific context of catalog items, 

rather than providing blanket rules across multiple form views. 

 

Question-39: A customer is looking to modify the Change - Emergency - Authorize Flow 

within their ITSM platform to include an additional notification step. What initial action is 

recommended to implement this customization without affecting the baseline flow 

configuration? 

 

A. Duplicate the Existing Flow for Modification 

B. Archive the Original Flow Before Editing 

C. Temporarily Disable the Original Flow 

D. Withdraw the Original Flow from Use 
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Correct Answer: A 

 

Explanation: The best practice for customizing an existing flow, such as adding a notification 

to the Change - Emergency - Authorize Flow, is to create a copy of the baseline flow (A) and 

then proceed to edit this new copy. This approach preserves the integrity of the original 

flow, allowing for reversible changes and ensuring that customizations can be made safely 

without risking the loss of baseline configurations. 

 

Question-40: Following the closure of a problem investigation due to a decision to accept 

the associated risk and rely on a workaround, the underlying issue becomes more prevalent, 

prompting a decision to re-evaluate the root cause analysis. Given the circumstances, what 

is the appropriate action to reopen and reassess the problem? 

 

A. Time Limitation on Reopening Closed Problems 

B. Problem Manager Initiates Reanalysis 

C. Problem Assignee Requests Reopening 

D. System Administrator Formal Reopening 

 

Correct Answer: B 

 

Explanation: When a previously closed problem needs to be revisited due to escalating 

issues, the Problem Manager has the capability to directly initiate a reanalysis by clicking the 

"Re-Analyze" button on the problem record (B). This action changes the state of the 

problem back to Root Cause Analysis, officially reopening the investigation to seek more 

permanent solutions beyond the initially accepted workaround. This feature underscores 

the flexibility within problem management to adapt to changing circumstances and the 

importance of continuous improvement. 
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Question-41: In the ServiceNow platform, when constructing a service catalog, there are 

mechanisms in place to outline the specific steps required for the fulfillment of catalog 

items. Which tools are available for administrators to sequence these actions effectively? 

(Select two) 

 

A. Process Mapping Interface 

B. Automated Workflow Configuration 

C. Progression Stage Designer 

D. Execution Flow Designer 

 

Correct Answer: B, D 

 

Explanation: To dictate the sequence of operations necessary for the completion of service 

catalog items, administrators can utilize Workflow (B) and Flow Designer (D) functionalities 

within ServiceNow. These tools provide the flexibility to create and manage complex 

workflows and flows, respectively, enabling precise control over the fulfillment process of 

catalog items from initiation to completion. They facilitate the automation of tasks, 

approvals, and notifications, ensuring a streamlined execution path for each catalog item. 

 

Question-42: Following the Quebec release, ServiceNow introduced a feature that simplifies 

the creation of service catalog items by providing a user-friendly interface for template 

generation. What is this feature named? 

 

A. Interactive Design Suite 

B. Service Configuration Wizard 

C. Service Item Template Collection 

D. Catalog Item Creation Tool 
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Correct Answer: D 

 

Explanation: The Catalog Builder (D) feature, released in the Quebec version of ServiceNow, 

offers a streamlined approach to crafting templates for catalog items. This tool enables 

users to easily design, configure, and deploy catalog items without extensive technical 

knowledge, incorporating elements such as fields, options, and workflows into a cohesive 

template that can be reused to maintain consistency across the service catalog. 

 

Question-43: Within the IT Service Management (ITSM) lifecycle, Change and Problem 

management processes interact in several critical ways to ensure service stability and 

improvement. What are the fundamental interactions between Change and Problem 

records? (Select two) 

 

A. Incident-Induced Changes Require Problem Verification 

B. Resolution Implementation via Change 

C. Problem Induction Through Change Implementation 

D. Mandatory Problem Resolution Prior to Change Closure 

 

Correct Answer: B, C 

 

Explanation: A Problem may necessitate the initiation of a Change (B) to implement a 

permanent fix, addressing the root cause identified during the problem management 

process. Conversely, the introduction of a Change can potentially lead to the emergence of a 

new Problem (C) if unforeseen issues arise from the change implementation. These 

interactions underscore the dynamic relationship between problem resolution efforts and 

the change management process, highlighting the importance of coordinated action to 

maintain and enhance service quality. 
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Question-44: Exploring the synergy between Change and Release Management within IT 

Service Management (ITSM), what principles underpin their relationship? (Select three) 

 

A. Mandatory Release Management for Change Execution 

B. Distinct Phases of Change and Release Processes 

C. Integrative Approach to Change Deployment through Releases 

D. Inclusive Change Strategy within Release Planning 

E. Governance Overlap between Change and Release Processes 

 

Correct Answer: B, C, E 

 

Explanation: The relationship between Change and Release Management is characterized 

by distinct yet complementary roles in the ITSM lifecycle. Change management focuses on 

planning and approval (B), ensuring that each change is evaluated for risk and impact, while 

Release Management oversees the build, test, and deployment stages of those changes (C), 

bundling them into coherent releases. This collaboration is governed by overarching 

principles (E) that ensure a controlled, systematic approach to implementing changes and 

releases, aiming for minimal disruption and maximum efficiency in service delivery. 

 

Question-45: In the ServiceNow platform, which role is specifically empowered to customize 

the shopping cart experience within the service catalog, allowing for adjustments to the 

layout and functionality of the cart? 

 

A. General IT Operator 

B. IT Service Administration Specialist 

C. Service Catalog Administrator 

D. Catalog Management Director 
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Correct Answer: C 

 

Explanation: The catalog_admin role (C) possesses the necessary privileges to modify the 

cart layout in ServiceNow's service catalog. This role enables individuals to tailor the 

shopping cart's interface and functionalities, ensuring that the cart layout aligns with 

organizational requirements and provides an optimal user experience for service requesters. 

 

Question-46: Within the ServiceNow Knowledge Management framework, at which 

organizational level can administrators configure the settings to enable or disable specific 

types of feedback for knowledge content? 

 

A. Entire Knowledge Repository 

B. Individual Knowledge Articles 

C. Specific Knowledge Categories 

D. Knowledge Article Templates 

 

Correct Answer: A 

 

Explanation: Feedback settings for knowledge articles are configured at the Knowledge Base 

level (A). This configuration allows administrators to globally enable or disable different 

feedback mechanisms, such as ratings or comments, across all articles contained within a 

particular knowledge base, thereby standardizing feedback collection processes and 

preferences across a wide array of knowledge content. 

 

Question-47: A key stakeholder in the IT Service Management (ITSM) implementation 

process expresses the desire to implement Service Level Agreements (SLAs) for all task 
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records, including those related to problem management. What guidance should be 

provided concerning the application of SLAs to Problem records? 

 

A. Importance of SLAs in Identifying Root Causes Swiftly 

B. Potential Limitations of SLAs in Problem Resolution Processes 

C. Requirement for Custom Development to Apply SLAs in Problem Management 

D. ITIL Recommendations for SLAs in Problem Management 

 

Correct Answer: B 

 

Explanation: While SLAs serve as valuable tools in many aspects of ITSM, applying them to 

Problem records (B) may not always be beneficial. Problem management often involves in-

depth investigation and long-term solutions, which can be at odds with the time-bound 

nature of SLAs. Advising against the blanket application of SLAs to Problem records 

emphasizes the need for flexibility and patience in root cause analysis and problem 

resolution, acknowledging that these processes cannot always be constrained by strict 

timelines without potentially compromising the quality and thoroughness of the solution. 

 

Question-48: In the realm of Change Management within an IT Service Management (ITSM) 

framework, what mechanism allows organizations to tailor the progression of change 

requests based on specific conditions, ensuring a customized and fit-for-purpose approach? 

 

A. Process Transition Framework 

B. Adaptive Change Pathways 

C. Next-Generation Workflow Engine 

D. Condition-Based Change Architecture 
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Correct Answer: A 

 

Explanation: State Transition Models (A) provide a sophisticated mechanism for defining 

how change requests transition between different states based on predefined conditions. 

This feature enables a customized approach to managing changes, allowing for the creation 

of tailored pathways that reflect the unique requirements and operational nuances of an 

organization. By leveraging State Transition Models, businesses can ensure that their change 

management processes are both flexible and precisely aligned with their specific 

governance and workflow standards. 

 

Question-49: In an IT service management platform like ServiceNow, if an organization 

wants to create a portal where users can submit queries that automatically generate an 

incident, which component should they utilize to facilitate this process? 

 

A. Data Capture Interface 

B. Comprehensive Service Request Tool 

C. Interactive Inquiry Form 

D. Service Request Submission Mechanism 

E. Informational Submission Gateway 

 

Correct Answer: A 

 

Explanation: The Record Producer (A) is specifically designed for creating forms that users 

can fill out to ask questions or report issues, which then automatically generate an incident 

or other record types in the backend. This tool enables a seamless transition from user 

inquiries to actionable incidents, streamlining the initial step of the incident management 

process by directly capturing user inputs and converting them into formal service requests 

or incidents within the system. 
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Question-50: In the request fulfillment process within a service management system, there 

are three primary record types involved: Requests, Requested Items, and Catalog Tasks. 

Each of these plays a crucial role in managing the lifecycle of a service request. How is the 

progress of these records indicated through the system's workflow? 

 

A. Progress Indicator on Requested Item 

B. Completion Status on Request 

C. Operational Phase on Catalog Task 

D. Lifecycle Stage on Requested Item 

 

Correct Answer: A 

 

Explanation: The Stage field on the Requested Item (A) is dynamically set by the system's 

workflow to reflect the current phase of the request fulfillment process. This field provides a 

visual representation of progress as the request moves through various stages, from 

initiation to completion. It serves as a key indicator for users and fulfillers alike, offering 

insights into the request's progression through predefined steps in the fulfillment workflow. 

 

Question-51: With the Quebec release of a service management platform, a new feature 

was introduced to empower non-technical business users to easily create and manage 

straightforward catalog items for common use cases. What is this innovative tool called? 

 

A. Service Catalog Development Kit 

B. Digital Service Creation Suite 

C. Simple Item Configuration Tool 

D. User-Friendly Catalog Creation Utility 
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Correct Answer: D 

 

Explanation: The Catalog Builder (D) feature, introduced in the Quebec release, is tailored 

to enable business users to directly participate in the creation and upkeep of catalog items. 

This tool simplifies the process of designing and managing catalog items, removing the need 

for extensive technical expertise and allowing users to easily construct catalog items that 

meet common operational needs, thus democratizing the process of catalog management. 

 

Question-52: Where within a service management platform like ServiceNow can a change 

manager specify the schedule for routinely scanning and identifying changes that were not 

officially authorized? 

 

A. Change Detection Rule Configuration 

B. System Event Monitoring Settings 

C. Policy for Unauthorized Changes 

D. Mechanism for Tracking Unapproved Changes 

 

Correct Answer: C 

 

Explanation: The Unauthorized Change Properties module (C) is the designated area within 

the platform where a change manager can define how frequently the system checks for 

unauthorized changes. This setting is crucial for maintaining control over the IT environment 

by ensuring that any deviations from approved change procedures are quickly identified and 

addressed, thereby upholding the integrity of the change management process and 

safeguarding against potential disruptions caused by unplanned changes. 

 

Question-53: In the lifecycle management of problem tasks within a contemporary IT 

Service Management (ITSM) framework, specific transitions between states are automated 
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to streamline the resolution process. What sequence of states does a problem task record 

automatically progress through, assuming all necessary prerequisites are met? 

 

A. Initial Evaluation to Active Investigation 

B. Pause to Active Resolution 

C. Problem Identification to Initial Assessment 

D. Preliminary Analysis to Detailed Assessment 

E. Active Resolution to Resolution Verification 

 

Correct Answer: C 

 

Explanation: Within the problem management process, particularly noted from the Quebec 

release onwards, problem tasks are designed to automatically transition from a 'New' state 

to an 'Assess' state (C) once all required fields are populated. This automated progression is 

aimed at ensuring a swift and organized approach to problem evaluation, facilitating the 

move from initial identification to the assessment phase without manual intervention, 

thereby optimizing the problem management workflow. 

 

Question-54: In the incident management process, setting Category and Subcategory values 

directly on the Incident form is a common practice. However, this method presents certain 

challenges. What are the notable drawbacks of manually configuring these values for each 

incident? 

 

A. Potential for User Confusion and Incorrect Categorization 

B. Lack of Process-Driven Metadata Utilization 

C. Complexity in Setup and Maintenance 

D. Absence in Standard Implementation 
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Correct Answer: A, B 

 

Explanation: Manually setting Category and Subcategory values on Incident forms (A, B) can 

lead to user confusion due to the overwhelming number of options, increasing the 

likelihood of mis-categorization. Additionally, this approach may not leverage metadata 

effectively to automate or guide the incident resolution process, missing out on 

opportunities to use categorization data to streamline and enhance incident management 

practices. 

 

Question-55: A new Business Analyst has joined the implementation team and is gearing up 

for their inaugural Service Catalog workshop. To ensure they are adequately prepared to 

document discussions and decisions, which preparatory materials should they consult? 

 

A. Workshop Planning and Readiness Guide 

B. Comprehensive Process Overview Document 

C. Challenges and Solutions in IT Service Management 

D. Key Performance Indicators and Business Impact Analysis 

 

Correct Answer: A, B 

 

Explanation: To prepare for the Service Catalog workshop effectively, the new Business 

Analyst should review the Service Catalog and Request Management Workshop Preparation 

Guide (A) and the Service Catalog and Request Management Process Guide (B). These 

resources will provide a foundational understanding of the workshop's objectives, the 

service catalog's structure, and the request management process, equipping them to 

capture critical notes and decisions accurately. 
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Question-56: In the structure of IT Service Management (ITSM), how do Service Catalogs 

interact with Catalog Items, and what are the key aspects of their relationship? 

 

A. Flexibility in Catalog Item Association Across Multiple Catalogs 

B. User Access Control Based on Catalog Assignment 

C. Inclusion of Various Catalog Items Within Service Catalogs 

D. Exclusive Association of Catalog Items to Single Catalogs 

 

Correct Answer: A, C 

 

Explanation: Service Catalogs and Catalog Items exhibit a dynamic relationship where a 

Catalog Item can be part of one or multiple Service Catalogs (A), offering flexibility in how 

services are organized and presented to users. Moreover, Service Catalogs can encompass a 

broad range of Catalog Items (C), allowing for comprehensive service offerings that cater to 

diverse user needs. This relationship ensures that Service Catalogs serve as effective portals 

through which users access the specific services and resources they require. 

 

Question-57: In an IT service management platform, when an incident lacks an assigned 

group and a service agent, who is part of only one group, utilizes the "Assign to me" 

function, what automated action occurs regarding the incident's assignment details? 

 

A. User Prompt for Group Selection 

B. Automatic Group Assignment Based on Agent's Affiliation 

C. Notification of Mandatory Group Assignment Precondition 

D. No Change to Assignment Group Status 

 

Correct Answer: B 
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Explanation: When the "Assign to me" action is activated by an agent belonging to a 

singular group and the incident's Assignment group field is initially empty, the system 

automatically populates this field with the agent’s associated user group (B). This ensures 

that the incident is not only assigned to the individual agent but also correctly associated 

with the relevant group, streamlining the assignment process and facilitating efficient 

incident resolution. 

 

Question-58: Within the foundational setup of a release management module in an ITSM 

platform, various classifications of releases are predefined to categorize the nature and 

scope of each release. What are the classifications available for categorizing releases in the 

system's baseline configuration? 

 

A. Array of Initial Release Classifications 

B. Comprehensive Release Types 

C. Basic Release Categories 

D. Development Stage Classifications 

 

Correct Answer: B 

 

Explanation: The system's baseline configuration for release management categorizes 

releases into Major, Minor, Upgrade, Emergency, Maintenance, and Patch types (B). This 

diverse range of classifications allows organizations to accurately describe the scope, 

urgency, and nature of each release, facilitating precise planning, execution, and 

communication of release activities across IT and business stakeholders. 

 

Question-59: When aiming to provide users with direct access to organizational policies 

through a service management platform, which component should be utilized to create a 

navigational link that redirects users to the relevant Knowledge Article? 
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A. Informational Reference Point 

B. Data Entry Gateway 

C. Direct Information Linkage 

D. Guided Access Tool 

E. Service Access Point 

 

Correct Answer: C 

 

Explanation: The Content Item (C) feature within the Service Catalog is ideally suited for 

creating links that direct users to specific Knowledge Articles, such as those detailing 

company policies. This setup allows for seamless integration of informational resources 

within the service catalog, offering users straightforward access to important documents 

and guidelines directly through a navigational link. 

 

Question-60: In the context of incident management within the ServiceNow platform, there 

are specialized user interfaces designed to cater to various operational roles, incident types, 

and access methods. These interfaces range from standard desktop views to specialized 

formats for managing major incidents and mobile accessibility. What is the official term 

used to describe these customizable interface layouts? 

 

A. Interface Schematics 

B. Operational Interfaces 

C. Template Formats 

D. Layout Blueprints 

E. Interface Configurations 
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Correct Answer: E 

 

Explanation: These customizable interface layouts are officially referred to as Views (E) in 

the Now Platform. Views allow for the tailoring of UI layouts to fit different user personas, 

processes, and access preferences, including desktop and mobile interfaces. By providing a 

variety of Views, the platform ensures that users can interact with incident records in a 

manner that is best suited to their role, the nature of the incident, and their preferred 

device, thereby enhancing usability and efficiency in incident management activities. 
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Practice Paper-4: ServiceNow Certified Implementation Specialist - IT Service 
Management 

 

Question-1: In the context of a ServiceNow environment, after a user submits a request for 

a catalog item, what system feature orchestrates the subsequent approval processes and 

the generation of necessary tasks to fulfill the request? 

 

A. Workflow Configuration Mechanisms 

B. Automated Process Triggers 

C. Standard Operating Protocols 

D. Predefined Operational Steps 

E. Custom Scripting Solutions 

 

Correct Answer: B 

 

Explanation: The Flow Designer feature (B) in ServiceNow is responsible for orchestrating 

the sequence of actions following a catalog item request, including triggering any necessary 

approvals and generating tasks required for request fulfillment. This functionality allows for 

the automation and streamlining of processes, ensuring efficient and consistent handling of 

service requests within the platform. 

 

Question-2: In the IT Service Management (ITSM) lifecycle, how do Releases and Changes 

interact within the framework of managing IT services and infrastructure updates? 

 

A. Composition of Releases by Aggregating Multiple Changes 
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B. Structuring of Changes to Formulate Releases 

C. Sequential Implementation of Releases Before Initiating Changes 

D. Prioritization of Changes Ahead of Release Deployment 

 

Correct Answer: A 

 

Explanation: Releases are fundamentally composed of one or more Changes (A), indicating 

a structured approach to deploying multiple changes as part of a single release. This 

relationship underscores the importance of aggregating individual changes into coherent 

releases to streamline deployment, minimize disruption, and ensure alignment with broader 

IT and business objectives. 

 

Question-3: Problem management within IT Service Management (ITSM) offers several 

advantages in the context of handling incidents. What are the primary benefits that problem 

management provides to incident management? 

 

A. Reduction in Incident Recurrence Through Permanent Solutions 

B. Expedited Incident Resolution Via Documented Workarounds 

C. Automatic Initiation of Problem Analysis for Recurring Incidents 

D. Direct Authorization of Problem Investigations by Incident Managers 

 

Correct Answer: A, B 

 

Explanation: Problem management significantly contributes to incident management by 

implementing solutions that reduce the likelihood of future incidents (A) and by providing 

published workarounds that help in quickly resolving incidents (B). These benefits not only 

enhance the efficiency of incident resolution processes but also contribute to the overall 
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stability and reliability of IT services by addressing and eliminating recurring issues at their 

root cause. 

 

Question-4: A new problem manager is keen on effectively monitoring problem 

management activities within their organization. Before embarking on the creation of new 

reports to achieve this objective, what preparatory action is recommended to familiarize 

themselves with existing problem management reporting capabilities? 

 

A. Initiation of a Formal Report Development Request 

B. Enrollment in an Analytical Skills Enhancement Program 

C. Exploration of Pre-existing Problem Management Reports 

D. Acquisition of Advanced Reporting Permissions 

E. Activation of Comprehensive Data Analysis Functions 

 

Correct Answer: C 

 

Explanation: To gain insights into problem management activities, it is advisable for the new 

problem manager to start by exploring existing reports dedicated to problem management 

(C). This approach enables the manager to understand the current reporting landscape, 

identify any gaps or areas for improvement, and leverage pre-existing templates or data 

sets, thus ensuring a thorough and informed basis for any subsequent report creation 

efforts. 

 

Question-5: In the hierarchical structure of problem management within an IT service 

management system, a specific type of record acts as a subordinate or child to a problem 

record, facilitating detailed task management and resolution activities. What is this 

subordinate record type? 
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A. Error Documentation 

B. Interim Solution Record 

C. Critical Event Documentation 

D. Specific Resolution Activity 

E. Incident Association Record 

 

Correct Answer: D 

 

Explanation: Problem Task (D) serves as the child record to a problem record within the 

problem management framework. This relationship allows for the decomposition of a 

problem into manageable tasks, each aimed at investigating, understanding, and resolving 

aspects of the problem. It ensures systematic and organized efforts towards addressing and 

mitigating the underlying causes of incidents reported within the IT environment. 

 

Question-6: In the context of creating and managing a service catalog within an IT service 

management platform, there is a specific field designation for individuals who have the 

authority to draft, revise, and make catalog items available within the catalog. What is this 

designation called? 

 

A. Content Curators 

B. Catalog Management Users 

C. Catalogue Contributors 

D. Publication Authorities 

 

Correct Answer: A 
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Explanation: The Editors field (A) delineates those who possess the permissions to create, 

modify, and publish items within a service catalog. This role ensures that only authorized 

personnel can alter the catalog's content, maintaining the integrity and accuracy of the 

service offerings presented to users. It plays a crucial role in the governance and quality 

control of the catalog content, aligning service offerings with organizational standards and 

user needs. 

 

Question-7: Agent Assist, a feature within the Agent Workspace of a service management 

platform, enhances the support process by automatically suggesting potential solutions 

based on the context of the issue being addressed. What types of solutions can Agent Assist 

propose to aid in resolving user queries or incidents? 

 

A. Automated Procedure Suggestions 

B. Reference Material 

C. Database Query Examples 

D. Associated Problem Records 

E. Pending Change Requests 

F. Related Case Files 

G. Incident Analogues 

 

Correct Answer: B, D, E, F, G 

 

Explanation: Agent Assist can automatically search and display solutions such as Knowledge 

articles (B), related Problems (D), pending Changes (E), similar Cases (F), and analogous 

Incidents (G) to support agents in resolving queries or incidents. This feature leverages a 

wide array of data sources within the IT service management platform to offer 

comprehensive and relevant suggestions, enabling agents to provide efficient and informed 

responses to user issues, thereby enhancing the overall support experience. 
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Question-8: In a standard IT service management platform, what is the automated process 

for an incident that has been in a Resolved status for a period of seven days? 

 

A. Transition to Closure Phase 

B. Review Request to Assignment Group Lead 

C. Review Reminder to Incident Handler 

D. Automatic Generation of Review Report 

 

Correct Answer: A 

 

Explanation: Incidents in a Resolved state are automatically transitioned to a Closed state 

after seven days (A). This automation ensures a timely conclusion of incident records, 

facilitating a clean and organized incident management process by moving resolved 

incidents to their final state after a sufficient review period has elapsed. 

 

Question-9: Within the problem management workflow, under what conditions does a 

problem record progress from being newly created to the assessment phase? 

 

A. Activation of a Manual State Change 

B. Execution of a Specific Script 

C. Invocation of a Predefined Business Rule 

D. Application of a Relevant UI Policy 

 

Correct Answer: C 
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Explanation: The automatic progression of a problem record from New to Assess state is 

governed by a predefined business rule (C). This rule evaluates the completion of necessary 

prerequisites and facilitates the record's advancement to ensure a structured and 

systematic approach to problem assessment and resolution. 

 

Question-10: In the context of managing IT changes, conflict detection plays a crucial role. 

Which scenarios are identified by the conflict detection mechanism in change management? 

 

A. Overlap with Designated Blackout Periods 

B. Maintenance Window Misalignment 

C. Concurrently Scheduled Changes to the Same CI 

D. Scheduling Outside Normal Operating Hours 

E. Insufficient Lead Time for Change Implementation 

 

Correct Answer: A, B, C 

 

Explanation: Conflict detection in change management is designed to identify potential 

scheduling conflicts arising from changes scheduled during blackout periods (A), outside of 

the specified maintenance window for the Configuration Item (CI) (B), and when there are 

other changes scheduled for the same CI (C). This ensures that changes are implemented 

without disrupting critical services or overlapping with other planned activities. 

 

Question-11: Which role in ServiceNow is specifically designated for users requiring read-

only access to service and service offering records? 

 

A. Service Overview Observer 

B. Service Detail Editor 
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C. Service Portfolio Viewer 

D. Service Portfolio Manager 

 

Correct Answer: A 

 

Explanation: The service_viewer role (A) grants users read-only access to service and service 

offering records, allowing them to view but not modify these records. This role is crucial for 

stakeholders who need to monitor service offerings and their characteristics without the 

ability to alter the information. 

 

Question-12: The Incident Variable Editor within ServiceNow is utilized to display variables 

on which type of records? 

 

A. Service Request Offerings 

B. Fulfillment Task Assignments 

C. Mobile Incident Submissions 

D. Incident Reports via Direct Input 

 

Correct Answer: D 

 

Explanation: Incidents created through the use of a record producer, which allows for the 

dynamic generation of incident records with custom variables, utilize the Incident Variable 

Editor (D). This tool ensures that the specific data captured via the record producer is 

accurately displayed and managed within the incident record. 

 

Question-13: In the context of Configuration Management within ServiceNow, which roles 

are empowered to define a new Configuration Item (CI) class? 

https://www.quicktechie.com/
https://www.quicktechie.com/


 

137   

This Book is available Free of Cost for Everyone (Owned by QuickTechie.com)  for more learning resources visit 

https://www.quicktechie.com/  (Certification / Trainings/ Audio Books/ PDFs) 

 

 

A. System Administrator 

B. ITIL Management Supervisor 

C. CMDB Administration Specialist 

D. Application Configuration Manager 

 

Correct Answer: A, B 

 

Explanation: Both the admin (A) and itil_admin combined with itil roles (B) possess the 

capabilities to create a new CI class within the Configuration Management Database 

(CMDB). These roles are essential for ensuring that the CMDB structure can be adapted and 

expanded to meet evolving organizational needs and IT infrastructure complexity. 

 

Question-14: In the process of managing an incident within an IT service management 

system, which functionality enables team members to append detailed notes or updates 

pertinent to the resolution efforts of an ongoing incident? 

 

A. Incident Annotation 

B. Resolution Commentary 

C. Incident Update Submission 

D. Incident Escalation Communication 

 

Correct Answer: A 

 

Explanation: Incident Annotation (A), commonly referred to as Work notes in an IT service 

management system like ServiceNow, allows users and IT support staff to contribute 
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additional insights, progress updates, and internal communications regarding the incident. 

These notes are crucial for maintaining a comprehensive record of all actions and decisions 

made during the incident resolution process. 

 

Question-15: Core Objective Question for Problem Management: Within the ServiceNow 

framework, what is the fundamental goal of the problem management process? 

 

A. Detailed Documentation and Resolution of Each Incident 

B. Determination and Elimination of Underlying Causes of Repeated Incidents 

C. Streamlining of Routine Incident Resolution Activities 

D. Monitoring and Evaluation of IT Service Performance 

 

Correct Answer: B 

 

Explanation: The primary aim of problem management (B) is to uncover and address the 

root causes behind recurrent incidents, thereby preventing their future occurrence. This 

proactive approach enhances the stability and reliability of IT services by moving beyond 

mere symptom treatment to eradicate the source of issues. 

 

Question-16: Linking Problem and Incident Records: What mechanism is employed within 

ServiceNow to associate problem records with their corresponding incident records? 

 

A. Inclusion of Incident Identifiers within Problem Descriptions 

B. Utilization of an Association Feature 

C. Implementation of a Rule-Based Auto-Linking System 
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Correct Answer: C 

 

Explanation: ServiceNow facilitates the connection between problem and related incident 

records through various methods, including descriptive references, a dedicated "Related 

Items" feature, and the ability to establish automated linkages via workflow rules (C). These 

connections are vital for a unified approach to incident and problem management, ensuring 

that all related records are accessible and traceable. 

 

Question-17: Problem Management Process Steps: Which activity is not considered a 

standard component of the problem management procedure within the ServiceNow 

platform? 

 

A. Logging and Identifying Problems 

B. Analyzing Incidents and Identifying Root Causes 

C. Implementing and Tracking Workarounds 

D. Developing and Applying Permanent Solutions 

E. Conducting Post-Resolution User Feedback Surveys 

 

Correct Answer: E 

 

Explanation: While gathering user feedback is a valuable practice in IT service management, 

conducting user satisfaction surveys (E) does not constitute an integral phase of the 

problem management cycle. The core stages of problem management are focused on the 

identification, analysis, workaround application, and resolution of underlying issues causing 

incidents, aiming to improve service quality and prevent future occurrences of the 

problems. 
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Question-18: Within the framework of ServiceNow's problem management process, what is 

the primary function of the Known Error Database (KEDB)? 

 

A. Archival of Resolved Problem Records 

B. Compilation of Recognized Issues and Their Solutions 

C. Monitoring of Active Problem Analysis 

D. Support Team Coordination Platform 

 

Correct Answer: B 

 

Explanation: The Known Error Database (B) is integral to problem management, acting as a 

repository for capturing details about identified problems and their corresponding 

workarounds or solutions. It plays a crucial role in enhancing the efficiency of incident and 

problem resolution by providing immediate access to documented solutions, thereby 

facilitating quicker response to known issues. 

 

Question-19: In the context of addressing and resolving problems within ServiceNow, which 

workflow feature is specifically designed to disseminate information about the root cause 

analysis and planned resolution to all relevant parties? 

 

A. Internal Update Mechanism 

B. Informative Note Distribution 

C. Problem Resolution Notification Task 

D. Stakeholder Communication Process 

 

Correct Answer: D 
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Explanation: The Communication activity (D) in workflow design is pivotal for informing 

stakeholders about significant developments in problem resolution, including insights into 

root cause analysis and details of the proposed resolution plan. This feature ensures that all 

parties involved are kept up-to-date with the latest information, promoting transparency 

and collaborative effort towards problem resolution. 

 

Question-20: How does leveraging problem management insights within ServiceNow 

contribute to the enhancement of incident management processes? 

 

A. Through Analysis of Recurrence Patterns in Incidents 

B. By Supplying Immediate Solutions for Related Incidents 

C. By Streamlining Incident Assignment Based on Problem Insights 

D. Enhancement of Incident Management Strategies 

 

Correct Answer: D 

 

Explanation: Problem management insights (D) play a pivotal role in refining incident 

management strategies by identifying recurring incident patterns, providing readily 

available workarounds for incidents linked to known problems, and enabling informed 

decision-making for incident prioritization and routing. These insights foster a more 

proactive and informed approach to incident management, minimizing the impact on 

business operations. 

 

Question-21: What indicators are crucial for assessing the success and efficiency of the 

problem management process within ServiceNow? 

 

A. Resolution Timeliness Against Service Level Agreements 
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B. Average Duration to Resolve Problems 

C. Recurrence Rate of Incidents Related to Addressed Problems 

D. Evaluation of Problem Resolution and Incident Recurrence Metrics 

 

Correct Answer: D 

 

Explanation: Evaluating the effectiveness of problem management (D) involves examining 

both the Mean Time to Resolution (MTTR) for problems and the frequency of repeat 

incidents related to previously addressed problems. A reduction in MTTR reflects improved 

efficiency in problem resolution, while a decrease in repeat incidents indicates successful 

elimination of recurring issues, showcasing the problem management process's overall 

effectiveness in mitigating and preventing future disruptions. 

 

Question-22: Objective of Change Management: In the ServiceNow platform, what is the 

overarching goal of implementing change management practices? 

 

A. Streamlining IT Service and Application Deployment 

B. Mitigating Risks Associated with IT Infrastructure Modifications 

C. Comprehensive Tracking of IT System Alterations 

D. Enhancing IT-Business Collaboration and Communication 

 

Correct Answer: B 

 

Explanation: The principal aim of change management within ServiceNow (B) is to ensure 

that any alterations to the IT infrastructure are executed in a controlled manner, with an 

emphasis on reducing potential disruptions and risks. This process is critical for maintaining 
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the integrity and stability of IT services, ensuring that changes contribute positively to the 

operational environment without introducing unforeseen complications. 

 

Question-23: Change Management Process Stages: Which activity is generally not included 

as a formal step in the change management cycle within ServiceNow? 

 

A. Initial Submission and Evaluation of Change Requests 

B. Structured Approval Mechanisms 

C. Coordination of Change Implementation 

D. Review and Documentation Post-Implementation 

E. Pre-Change User Education and Outreach 

 

Correct Answer: E 

 

Explanation: Although crucial for the successful adoption of changes, pre-change user 

education and communication (E) typically fall outside the immediate scope of ServiceNow's 

change management process. The platform focuses more directly on the administrative and 

logistical aspects of change execution, including submission, approval, scheduling, and post-

implementation review, rather than on the preparatory user engagement activities. 

 

Question-24: Configuring Approval Workflows for Change Requests: What method does 

ServiceNow offer to establish and manage approval processes for change requests? 

 

A. Criteria-Based Approval Group Selection 

B. Application of Standard Approval Frameworks 

C. Custom Workflow Design with Specific Rules and Conditions 
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Correct Answer: C 

 

Explanation: ServiceNow facilitates the creation of dynamic approval workflows for change 

requests (C) through the use of customizable workflow engines. These engines allow for the 

specification of detailed rules, conditions, and approval sequences, enabling organizations 

to tailor the approval process to fit the unique requirements and governance standards of 

different types of changes. 

 

Question-25: Functionality of the Change Calendar: What is the primary function of the 

Change Calendar feature within ServiceNow? 

 

A. Monitoring Scheduled Changes and Their Interdependencies 

B. Historical Analysis of Changes 

C. Change-Related Resource Management 

D. Impact Assessment on Configuration Items (CIs) 

 

Correct Answer: A 

 

Explanation: The Change Calendar (A) serves as a pivotal tool within ServiceNow for 

overseeing the planning and coordination of change activities. It provides a visual 

representation of all scheduled changes, along with their timing and any dependencies, 

ensuring that stakeholders have a clear understanding of upcoming modifications to the IT 

landscape. This facilitates better planning, reduces the likelihood of scheduling conflicts, and 

promotes a more harmonious execution of change initiatives. 

 

Question-26: In the realm of ServiceNow change management, what mechanisms are 

available for establishing contingency plans for each change initiative? 
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A. Development of Individual Change Reversal Strategies 

B. Application of Standardized Reversal Protocols 

C. Implementation of Automated Reversal Operations 

D. Integration of Specific and Generic Rollback Approaches 

 

Correct Answer: D 

 

Explanation: ServiceNow facilitates the creation of robust rollback strategies (D) by allowing 

change managers to attach specific plans directly to change requests or utilize predefined 

templates for common change types. This dual approach ensures that each change is 

accompanied by a clear, actionable plan for reversal, should the need arise, thereby 

minimizing potential disruptions. 

 

Question-27: Performance Metrics Question for Change Management: What indicators are 

pivotal for assessing the efficiency and impact of the change management process within 

ServiceNow? 

 

A. Timeliness and Budget Compliance of Change Deployments 

B. Incident Volume Attributable to Changes 

C. Stakeholder Satisfaction Levels with Change Outcomes 

D. Comprehensive Evaluation of Change Management Success 

 

Correct Answer: D 
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Explanation: The effectiveness of change management (D) is gauged through a variety of 

metrics, including the punctuality and financial efficiency of change implementations, the 

incidence of problems arising from changes, and the overall satisfaction of users and 

stakeholders with the process. This holistic assessment ensures a thorough understanding of 

the change management's strengths and areas for improvement. 

 

Question-28: Enhancing Release Management with Change Data: How can insights gleaned 

from change management activities be leveraged to enhance the release management 

process in ServiceNow? 

 

A. Analysis of Change Impact and Risk Patterns 

B. Strategic Release Scheduling Based on Change Insights 

C. Strengthened Coordination Between Change and Release Management Teams 

D. Optimized Release Management Strategy 

 

Correct Answer: D 

 

Explanation: Utilizing change management data (D) enriches the release management 

process by identifying risk trends, informing strategic decision-making for release schedules, 

and promoting synergistic collaboration between change and release management 

personnel. This comprehensive use of change data supports a more informed, efficient, and 

cohesive approach to managing and implementing releases. 

 

Question-29: Core Objective of Service Portfolio Management: What constitutes the 

primary goal of service portfolio management within the ServiceNow ecosystem? 

 

A. Streamlining IT Service Delivery Operations 

B. Comprehensive Documentation and Organization of IT Services 
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C. Financial and Resource Tracking for IT Service Delivery 

D. IT Service Performance and Business Alignment Assessment 

 

Correct Answer: B 

 

Explanation: The essence of service portfolio management in ServiceNow (B) is to 

meticulously define, document, and organize the range of IT services available to the 

organization. This involves detailing the services' objectives, features, and intended users, 

thereby establishing a structured and accessible catalog of IT offerings that align with 

organizational needs and objectives. 

 

Question-30: Distinguishing Features of Service Records: In the configuration of service 

records within ServiceNow, which element is generally not included as a standard attribute? 

 

A. Identification and Overview of the Service 

B. Classification and Ownership Details 

C. Associated Service Level Agreements 

D. Consumer Feedback Metrics 

 

Correct Answer: D 

 

Explanation: Typically, service records in ServiceNow are designed to encompass details 

such as the service's name, description, categorization, ownership, and related SLAs (Service 

Level Agreements). However, incorporating user reviews and ratings (D) directly within 

these records is not standard practice. While valuable, such feedback mechanisms are often 

managed separately or through other integrated customer feedback tools. 
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Question-31: Categorization of Service Offerings: What methodology is employed within 

ServiceNow to systematically organize service offerings in the service portfolio? 

 

A. Allocation to Established Service Categories 

B. Application of Custom Criteria for Classification 

C. Grouping Based on Service Interconnections 

D. Comprehensive Categorization Approach 

 

Correct Answer: D 

 

Explanation: ServiceNow provides a versatile framework (D) for organizing service offerings, 

utilizing a blend of predefined categories, customizable attributes, and the mapping of 

service interdependencies. This multifaceted approach enables precise and logical 

categorization, enhancing the manageability and discoverability of services within the 

portfolio. 

 

Question-32: Functionality of the Service Catalog: What is the fundamental role of the 

Service Catalog within the ServiceNow ecosystem? 

 

A. Monitoring Service Performance Metrics 

B. Simplifying the Service Request and Fulfillment Experience 

C. Overseeing the Request Lifecycle and Authorization Process 

D. Regulating Access and Control Over Service Utilization 

 

Correct Answer: B 
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Explanation: The Service Catalog (B) is pivotal in ServiceNow for presenting a consolidated 

and intuitive platform where users can explore, request, and, in some cases, autonomously 

provision IT services. It enhances the user experience by streamlining the service request 

process, thereby facilitating efficient service delivery and user satisfaction. 

 

Question-33: Associating Costs with Services: How is financial information linked to services 

within the ServiceNow platform? 

 

A. Implementation of Service-Specific Cost Structures 

B. Synchronization with External Financial Tracking Systems 

C. Incorporation of Pricing Details in Service Request Interfaces 

D. Integrated Financial Modeling and External Data Correlation 

 

Correct Answer: D 

 

Explanation: ServiceNow enables the association of cost data with services through the 

creation of detailed cost models (A) and the integration with external financial management 

solutions (B). This dual approach (D) ensures a comprehensive financial overview is 

maintained for each service, offering insights into the economic aspects of service delivery 

and facilitating informed budgetary and pricing decisions. 

 

Question-34: Evaluating Service Portfolio Management Success: What indicators are pivotal 

for assessing the success of service portfolio management within the ServiceNow platform? 

 

A. Rate of Service Integration and End-User Approval 

B. Strategic Alignment of Services with Organizational Objectives 

C. Efficiency and Utilization of Resources in Delivering Services 
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D. Comprehensive Performance Metrics 

 

Correct Answer: D 

 

Explanation: The efficiency of service portfolio management (D) is gauged by a spectrum of 

performance indicators, such as the rate of service adoption by users, satisfaction levels, the 

strategic alignment of services with business objectives, and the resource efficiency in 

service provision. These metrics collectively offer insights into the portfolio's effectiveness in 

meeting organizational and user needs while optimizing service delivery processes. 

 

Question-35: Leveraging Service Portfolio Insights: How does the analysis of service 

portfolio data enhance other IT service management (ITSM) operations within ServiceNow? 

 

A. Mapping Service Dependencies for Incident and Problem Resolution 

B. Prioritizing Enhancements Based on Service Utilization and Feedback 

C. Guiding Resource Distribution for Change and Release Initiatives 

D. Multifaceted Impact on ITSM Processes 

 

Correct Answer: D 

 

Explanation: Service portfolio insights (D) significantly contribute across various ITSM 

domains by illuminating service interdependencies crucial for resolving incidents and 

problems, enabling the prioritization of service upgrades informed by user interactions, and 

guiding the allocation of resources for efficient change and release management. This 

strategic use of data ensures a cohesive and informed approach to managing IT services. 
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Question-36: Objective of the Service Catalog: What constitutes the main function of the 

Service Catalog within the ServiceNow environment? 

 

A. Incident Tracking and Resolution 

B. Oversight of Change Management Lifecycle 

C. Simplification of IT Service Request and Fulfillment Processes 

D. Knowledge Management and Self-Service Assistance 

 

Correct Answer: C 

 

Explanation: The Service Catalog (C) is designed to simplify the process of requesting and 

obtaining IT services for users, acting as a one-stop interface for the exploration and 

acquisition of available IT solutions. It enhances the service delivery experience by providing 

an intuitive and accessible platform for users to fulfill their IT service needs efficiently. 

 

Question-37: Catalog Item Components Analysis: In the configuration of catalog items 

within ServiceNow, which element is generally not considered a standard feature? 

 

A. Overview of the Service Provided 

B. Control Mechanisms for Service Access 

C. Procedures for Service Implementation 

D. Consumer Service Evaluations 

 

Correct Answer: D 
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Explanation: Although user feedback is invaluable for service improvement, consumer 

evaluations and ratings (D) are not commonly embedded as inherent elements of catalog 

item configurations in ServiceNow. Catalog items focus more on describing the service, 

outlining access controls, and detailing the fulfillment process, rather than directly gathering 

user reviews within the item structure. 

 

Question-38: Managing Access to Catalog Items: Within ServiceNow, what mechanisms are 

available to ensure that only authorized users can request certain catalog items? 

 

A. Designation to Specific User Groups 

B. Implementation of Role-Based Access Controls 

C. Establishment of Item-Specific Approval Mechanisms 

D. Comprehensive Access Management Strategies 

 

Correct Answer: D 

 

Explanation: ServiceNow employs a multifaceted approach (D) to manage access to catalog 

items, enabling administrators to assign items to specific user groups, apply role-based 

access controls (RBAC), and set up item-specific approval processes. This layered strategy 

ensures that catalog items are accessible only by users with the requisite permissions, 

enhancing security and compliance within the service request process. 

 

Question-39: Catalog Items vs. Record Producers: What distinguishes a Catalog Item from a 

Record Producer in the context of ServiceNow? 

 

A. Service Request Tools vs. Record Creation Tools 

B. End-User Service Request Experience vs. Backend Record Generation 
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C. User Interface Exposure vs. IT Personnel Utilization 

D. Functional Distinctions in Service Request Handling 

 

Correct Answer: D 

 

Explanation: Catalog Items and Record Producers serve distinct purposes within ServiceNow 

(D). Catalog Items provide an end-to-end service request experience complete with a 

shopping cart and fulfillment workflows, primarily targeting end users. Record Producers, 

conversely, are specialized tools for generating new records in the database, often without 

the shopping cart experience, and may be used more frequently by IT staff to streamline 

record creation processes. 

 

Question-40: Service Catalog Integration: How does integrating the Service Catalog with 

other ServiceNow modules enhance overall service delivery? 

 

A. Connecting Service Requests with Incident and Problem Management 

B. Merging Self-Service Options with the Knowledge Base 

C. Leveraging Configuration Management Database (CMDB) for Resource Allocation 

D. Unified Service Delivery Enhancement Approach 

 

Correct Answer: D 

 

Explanation: Integrating the Service Catalog with other modules in ServiceNow (D) creates a 

cohesive service delivery experience by enabling direct links between service requests and 

incident/problem management for quicker resolutions, incorporating self-help options 

through the Knowledge Base, and utilizing CMDB insights for efficient resource allocation. 

This interconnected approach streamlines service provision, enhances user satisfaction, and 

optimizes resource usage. 
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Question-41: Essence of Request Management: What encapsulates the core objective of the 

Request Management process within ServiceNow? 

 

A. Overseeing Change Request Lifecycles 

B. Streamlining User Service Request Procedures 

C. Knowledge Management for Self-Service Support 

D. Recurring Incident Identification and Resolution 

 

Correct Answer: B 

 

Explanation: The Request Management process in ServiceNow (B) is fundamentally 

designed to streamline the entire procedure of handling user service requests. This includes 

the initial submission of requests, the processes of approval and fulfillment, and the tracking 

of request statuses to ensure timely and efficient service delivery to users. This focus 

ensures a user-centric approach to service management, prioritizing the smooth and 

effective provision of requested services. 

 

Question-42: Misconceptions in Request Fulfillment: Within the ServiceNow platform, 

which statement inaccurately represents the capabilities of the request fulfillment process? 

 

A. Capability for Automating Fulfillment Processes 

B. Necessity for Manual Intervention by IT Teams 

C. Configurable Authorization Procedures for Service Provisioning 

D. Real-Time Request Status Visibility for Users 
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Correct Answer: A 

 

Explanation: The assertion that fulfillment workflows cannot be automated is incorrect (A). 

ServiceNow's request fulfillment process is designed to enhance efficiency through 

automation, facilitating streamlined service provisioning alongside manual interventions 

when necessary. This flexibility ensures a balanced approach, accommodating both simple 

services that benefit from automation and more complex requests requiring human 

oversight. 

 

Question-43: Principles of Service Catalog Design: What constitutes the foundational 

elements for crafting an effective Service Catalog within ServiceNow? 

 

A. Emphasis on Core Services 

B. Clarity and Uniformity in Service Descriptions 

C. Logical Service Organization and Categorization 

D. Comprehensive Design Strategy 

 

Correct Answer: D 

 

Explanation: An effective Service Catalog design strategy (D) incorporates a focus on 

essential services, clarity and consistency in descriptions, and a logical structure for easy 

navigation. This approach ensures that users can efficiently find and request the services 

they need, enhancing the overall service delivery experience within the organization. 

 

Question-44: Encouraging Self-Service Adoption: What strategies can be employed through 

the Service Catalog to foster a culture of self-service within an organization? 
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A. Integration of Direct Self-Service Options 

B. Provision of Detailed Service Instructions and FAQs 

C. Implementation of Intuitive Search Capabilities 

D. Holistic Self-Service Enhancement Approach 

 

Correct Answer: D 

 

Explanation: To effectively promote self-service (D), the Service Catalog should include 

direct self-service functionalities, integrate with the knowledge base, provide 

comprehensive instructions/FAQs, and feature intuitive search capabilities. This 

multifaceted approach empowers users to independently fulfill their service needs, reducing 

dependency on IT support and streamlining the service request process. 

 

Question-45: Challenges in Service Catalog Management: What are common hurdles faced 

in the upkeep and administration of a Service Catalog in ServiceNow? 

 

A. Ensuring Service Data Integrity and Relevance 

B. Balancing Simplicity with Comprehensive Service Descriptions 

C. Managing Access and Security for Service Requests 

D. Multidimensional Management Concerns 

 

Correct Answer: D 

 

Explanation: Service Catalog management involves navigating several challenges (D), 

including maintaining up-to-date and comprehensive service information, achieving a user-

friendly interface without oversimplifying complex services, and enforcing robust access 
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controls. Addressing these issues requires a proactive and attentive management approach 

to ensure the catalog remains a valuable and secure resource for users. 

 

Question-46: Variations in Fulfillment Approaches: In the ServiceNow environment, what 

are the recognized methods for processing service requests? 

 

A. Diverse Approaches: Automated, Hands-On, and User-Driven 

B. Priority-Based Models: Standard, Quick-Action, and Critical 

C. Request Types: Service Incidents, Problem Solving, and Change Implementations 

D. Request Origination: Individual, Team, and Organizational 

 

Correct Answer: A 

 

Explanation: ServiceNow accommodates a range of request fulfillment strategies (A), 

enabling the automation of service delivery, manual intervention by IT staff, and 

empowering users with self-service capabilities. This flexibility ensures that each request is 

handled in the most appropriate manner, enhancing efficiency and user satisfaction. 

 

Question-47: Enhancing Fulfillment Transparency: What features within ServiceNow 

contribute to improved communication and visibility throughout the service request 

process? 

 

A. Proactive Update Notifications 

B. Real-Time Request Tracking Interface 

C. Interactive Dialogue Options within Requests 

D. Comprehensive Communication Tools 
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Correct Answer: D 

 

Explanation: ServiceNow enriches the request fulfillment journey (D) by offering automated 

status notifications, a platform for users to monitor their request's progress in real-time, 

and integrated communication tools within the request records. These features collectively 

enhance the transparency and user engagement during the service delivery process. 

 

Question-48: Assessing Request Management Performance: Which indicators are crucial for 

evaluating the success of the Request Management process within ServiceNow? 

 

A. SLA Compliance and Fulfillment Ratios 

B. User Feedback on Submission and Fulfillment Experience 

C. Mean Resolution Time from Request Initiation to Closure 

D. Comprehensive Performance Assessment 

 

Correct Answer: D 

 

Explanation: The effectiveness of Request Management (D) is measured through several 

key performance indicators, such as the rate of SLA fulfillment, user satisfaction levels, and 

the average time required to complete requests. Analyzing these metrics provides a 

rounded understanding of the process's efficiency and areas for improvement. 

 

Question-49: The Role of the CMDB: What is the fundamental function of the Configuration 

Management Database (CMDB) within ServiceNow? 

 

A. Incident Resolution Facilitation 
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B. IT Infrastructure Mapping and Management 

C. Change Request Lifecycle Governance 

D. Knowledge Management and Access 

 

Correct Answer: B 

 

Explanation: The CMDB's primary purpose (B) is to act as a centralized repository that 

meticulously documents and manages the entirety of an organization's IT infrastructure 

components and their interrelations. By providing a comprehensive view of all Configuration 

Items (CIs), their attributes, and dependencies, the CMDB enables more informed decision-

making and supports various IT service management processes. 

 

Question-50: Identifying Non-Standard CI Attributes: In the context of ServiceNow's 

Configuration Management Database (CMDB), which element is uncommonly associated 

with Configuration Items (CIs)? 

 

A. The classification of the CI (for instance, whether it's hardware or software) 

B. A distinct identifier for each CI (like a serial number or IP address) 

C. Information regarding the CI's manufacturer and model 

D. Consumer evaluations and feedback concerning CI efficacy 

 

Correct Answer: D 

 

Explanation: User evaluations and feedback (D) are not standard characteristics of 

Configuration Items within the CMDB. The core attributes of CIs typically involve identifying, 

classifying, and specifying details pertinent to IT asset management rather than subjective 

performance reviews. 
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Question-51: CMDB Population Strategies: What avenues does ServiceNow provide for 

incorporating Configuration Items into the CMDB? 

 

A. Direct data entry by IT staff 

B. Utilization of automated discovery mechanisms 

C. Integration and data migration from external IT systems 

D. Comprehensive Inclusion Methods 

 

Correct Answer: D 

 

Explanation: ServiceNow facilitates the CMDB's enrichment (D) through a variety of 

methods, including manual data entry by IT personnel, leveraging automated discovery 

tools for capturing CI details, and importing relevant data from other IT management 

solutions. This multifaceted approach ensures a thorough and diversified accumulation of CI 

data. 

 

Question-52: Advantages of a Well-Maintained CMDB: What are the key advantages of 

keeping the CMDB current and precise in ServiceNow? 

 

A. Expedited identification of issues' origins in incident and problem management 

B. Informed decision-making in change management through impact analysis 

C. Optimization of asset and license management for financial efficiency 

D. Integral Benefits for ITSM Processes 

 

Correct Answer: D 
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Explanation: A meticulously maintained CMDB (D) underpins numerous IT service 

management processes, such as streamlining the diagnosis in incident and problem 

management, enhancing change management with thorough impact evaluations, and 

optimizing asset and licensing arrangements for cost-effectiveness. This foundational 

accuracy supports overall ITSM efficacy. 

 

Question-53: Ensuring CMDB Data Integrity in ServiceNow: What mechanisms does 

ServiceNow deploy to uphold accuracy and consistency within the CMDB? 

 

A. Implementation of data validation and governance protocols 

B. Deployment of reconciliation solutions for data anomaly resolution 

C. Application of stringent access controls to deter unsanctioned data alterations 

D. Comprehensive Data Integrity Measures 

 

Correct Answer: D 

 

Explanation: To safeguard the CMDB's data integrity (D), ServiceNow implements several 

measures, including establishing data validation and governance frameworks, employing 

reconciliation tools to correct discrepancies, and enforcing strict access controls to prevent 

unauthorized data modifications. These integrated efforts ensure the reliability and 

consistency of CMDB data. 
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