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Section-A (All questions are compulsory) 4*5=20

Discuss the real world benefits of ITIL with examples.
Discuss the role of project mapping in implementing ITIL.
What are the key challenges of IT?

What is GAP Analysis in ITIL?

Section-B (All questions are compulsory) 4*10=40

Discuss 6 R’s of service strategy with examples.

Differentiate between Core, Enabling and Enhancing services. How internal and external
services are related with each other?

Discuss the Continual improvement process steps in detail using examples.

Discuss the different types of measurement and metrics used during implementation of
ITIL.

Section C (All questions are compulsory) 2*%20=40

What do you understand by the term “Service strategy”? Discuss its benefits in detail.
Explain formula for calculating service value using two examples.
OR

What do you understand by the term “Service lifecycle”? Discuss its different phases in
detail.



10. Discuss the ITIL approach and implementation steps in detail with diagram and
examples.
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a

Section-A (All questions are compulsory) 4*5=20

What is PDCA cycle?
What is the role of Project Mapping in ITIL?

What are the key challenges of IT?
Discuss the steps to create road map in ITIL?

Section-B (All questions are compulsory) 4*10=40

What are the different types of IT service providers? Discuss the different types of
customer in detail.

Discuss continual service improvement model and its relationship with other processes.
What do you understand by the term “Service lifecycle”? Discuss its different phases in
detail.

Discuss the role of service value in service strategy using examples.

Section C (All questions are compulsory) 2*20=40

What is service transition? Discuss its different phases in detail.

OR

Discuss the ITIL approach and implementation steps in detail with diagram and examples.



10. What is continual service process? Discuss its role in ITIL. Discuss the Continual
improvement process steps in detail.





