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1. How can Service Mapping facilitate troubleshooting?
A. By providing user manuals
B. By visualizing relationships and dependencies
C. By running automated diagnostics
D. By randomizing service configurations

2. How does Service Mapping assist organizations in meeting
their SLAs?
A. By storing historical data for future reference
B. By providing insights into service performance and

availability
C. By creating manual reports for each service
D. By offering a database of previous incidents

3. Which ServiceNow module is closely integrated with
Service Mapping to manage configuration items?
A. Incident Management
B. Change Management
C. Configuration Management Database (CMDB)
D. Problem Management

4. What is one of the key purposes of ServiceNow Event
Management?
A. To simplify the UI for users
B. To consolidate events from various monitoring tools
C. To enhance software deployment processes
D. To manage project timelines

5. Which option best represents the types of Configuration
Items (CIs) discovered by running Service Mapping?
A. Hardware, Installed Software, Network Gear
B. Physical Components, Logical Components, Certificates
C. Applications, Licenses, IP Addresses
D. Cloud Services, Applications, CI Relationships
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6. How do “Dependency Views” support impact analysis?
A. They provide financial data for service components
B. They illustrate customer usage patterns
C. They show all related CI components that could potentially

be affected by a service outage
D. They track user satisfaction measures

7. What protocol is often used in agentless mapping for
discovering services?
A. HTTP
B. FTP
C. SNMP (Simple Network Management Protocol)
D. SSH

8. What role does the ServiceNow Discovery Agent play in
Service Mapping?
A. It improves user access to service maps
B. It triggers the discovery process for mapping
C. It manages end-user support requests
D. It prevents unauthorized changes to configurations

9. In Service Mapping, what does the term 'tag' refer to?
A. A method to categorize incidents
B. A feature for labeling data sources
C. A means of organizing services
D. A type of configuration item

10. What is one key requirement for maintaining service
relationships in Service Mapping?
A. Regular re-evaluation of service contracts
B. Consistent updates to configuration data
C. Frequent user surveys on satisfaction
D. Increased system hardware capacity
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Answers
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1. B
2. B
3. C
4. B
5. D
6. C
7. C
8. B
9. C
10. B
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Explanations
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1. How can Service Mapping facilitate troubleshooting?
A. By providing user manuals
B. By visualizing relationships and dependencies
C. By running automated diagnostics
D. By randomizing service configurations

Service Mapping significantly enhances troubleshooting by visualizing relationships and
dependencies within the IT infrastructure. This visualization creates a comprehensive
map of services and their interconnected components, allowing IT teams to quickly
identify how different elements interact.   When an issue occurs, understanding the
dependencies between various services and applications is crucial for pinpointing the
source of the problem. For instance, if a web application is experiencing downtime,
Service Mapping helps identify all the associated services, such as databases or
middleware, that might contribute to the issue. This interconnected view aids in faster
diagnosis by highlighting where to look first, thus streamlining the troubleshooting
process.  Moreover, this visualization enables teams to assess the impact of outages on
related services, which helps prioritize response efforts. By effectively showcasing these
relationships, Service Mapping reduces the time and effort needed to resolve incidents,
ultimately leading to improved service availability and performance.

2. How does Service Mapping assist organizations in meeting
their SLAs?
A. By storing historical data for future reference
B. By providing insights into service performance and

availability
C. By creating manual reports for each service
D. By offering a database of previous incidents

Service Mapping plays a crucial role in helping organizations meet their Service Level
Agreements (SLAs) by delivering insights into service performance and availability. This
functionality allows organizations to monitor their services in real-time, enabling them to
identify and address performance issues swiftly. By visualizing the relationships and
dependencies between different IT components and services, Service Mapping ensures
that organizations have a clear understanding of how services are performing against
defined SLAs.  With these insights, organizations can proactively manage service
delivery, ensuring that they adhere to their commitments and maintain the quality of
service expected by their customers. This leads to improved operational efficiency, better
resource allocation, and ultimately, enhanced customer satisfaction.  The other options,
while they may provide some level of operational support, do not directly relate to the
core function of ensuring compliance with SLAs. Storing historical data, creating manual
reports, or maintaining a database of previous incidents do not inherently provide the
proactive insights necessary for managing service performance and aligning with SLAs as
effectively as the real-time insights that Service Mapping offers.
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3. Which ServiceNow module is closely integrated with
Service Mapping to manage configuration items?
A. Incident Management
B. Change Management
C. Configuration Management Database (CMDB)
D. Problem Management

The Configuration Management Database (CMDB) is the core of the ServiceNow platform
that stores information about configuration items (CIs) and the relationships between
them. Service Mapping focuses on discovering and mapping out the services,
applications, and infrastructure while identifying the CIs that comprise those services. By
being closely integrated with the CMDB, Service Mapping is able to accurately reflect the
current state of the IT environment.   This integration is essential for maintaining an
accurate inventory of CIs and ensuring that any dependencies or impacts on services are
properly managed and understood within the organization. The CMDB provides the
foundational data that Service Mapping relies on to visualize and manage service
dependencies, which is critical for effective IT service management.  In contrast, the
other options—Incident Management, Change Management, and Problem
Management—are important components of IT Service Management but do not
specifically focus on the management and organization of configuration items in the
same comprehensive way as the CMDB. They interact with the CIs managed in the CMDB
but do not serve as the primary structure for storing and relating configuration data.

4. What is one of the key purposes of ServiceNow Event
Management?
A. To simplify the UI for users
B. To consolidate events from various monitoring tools
C. To enhance software deployment processes
D. To manage project timelines

One of the key purposes of ServiceNow Event Management is to consolidate events from
various monitoring tools. This functionality allows organizations to streamline their
event handling processes by gathering alerts and notifications from different monitoring
sources into a single platform. By aggregating these events, ServiceNow enables IT
teams to have a comprehensive and unified view of the status of their systems and
services. This consolidation not only reduces the noise from a multitude of alerts but also
helps in identifying patterns, prioritizing incidents, and improving response times to
potential issues.  The successful aggregation of events helps in minimizing disruptions
and enhances the overall operational efficiency of IT services. Consequently, IT
professionals can focus on critical alerts that could impact business services rather than
sifting through numerous minor alerts from disparate tools. This capability is crucial in
maintaining service reliability and optimizing incident management efforts.
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5. Which option best represents the types of Configuration
Items (CIs) discovered by running Service Mapping?
A. Hardware, Installed Software, Network Gear
B. Physical Components, Logical Components, Certificates
C. Applications, Licenses, IP Addresses
D. Cloud Services, Applications, CI Relationships

The types of Configuration Items (CIs) discovered by running Service Mapping primarily
include a variety of elements that contribute to the overall service architecture within an
IT environment. The correct answer encompasses Cloud Services, Applications, and CI
Relationships, which reflect the modern and dynamic nature of IT services.  Cloud
Services represent the shift towards virtualization and the usage of external cloud
infrastructure, which is critical in contemporary IT environments. Applications are
essential components that provide functionality to users and often rely on various
underlying systems. CI Relationships are equally crucial, as they describe how these
components interact with each other and the dependencies that exist, providing an
understanding of how services are delivered.  This option captures the essence of Service
Mapping by highlighting not only the components themselves but also their
interconnections, which is vital for managing services efficiently. In contrast, other
options focus on more limited or outdated models of IT infrastructure and do not
encapsulate the comprehensive view that Service Mapping aims to achieve.

6. How do “Dependency Views” support impact analysis?
A. They provide financial data for service components
B. They illustrate customer usage patterns
C. They show all related CI components that could potentially

be affected by a service outage
D. They track user satisfaction measures

"Dependency Views" play a crucial role in impact analysis by showing all related
Configuration Item (CI) components that could potentially be affected by a service
outage. This visualization helps organizations understand the extent of the impact when
a particular service fails or experiences issues. By mapping out the dependencies
between various components, teams can quickly identify which CIs might be affected and
prioritize their response, minimizing downtime and improving service continuity.  In
contrast, financial data, customer usage patterns, and user satisfaction measures, while
valuable for other aspects of service management, do not directly provide insights into
the relationships between services and their underlying components. Dependency Views
focus specifically on the technical relationships and potential impact on services, making
them an essential tool for effective impact analysis during incident management and
service disruptions.
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7. What protocol is often used in agentless mapping for
discovering services?
A. HTTP
B. FTP
C. SNMP (Simple Network Management Protocol)
D. SSH

The correct choice is based on the fact that Simple Network Management Protocol
(SNMP) plays a crucial role in agentless mapping for discovering services. SNMP is
designed to manage network devices and gather operational data without needing to
install any additional software, which aligns perfectly with the needs of agentless service
mapping.  Agentless mapping relies on protocols that allow for interrogation and
retrieval of data from various devices in the network environment. SNMP excels at this by
enabling communication with network devices and obtaining valuable information about
their status and performance. This allows organizations to build a comprehensive view of
services without the overhead of deploying agents on each device.  While other protocols
such as HTTP, FTP, and SSH have their own use cases—like transferring files or
establishing secure command line connections—they do not provide the same scope for
network management and monitoring that SNMP offers in the context of service
discovery. Hence, SNMP stands out as the preferred protocol for this specific purpose.

8. What role does the ServiceNow Discovery Agent play in
Service Mapping?
A. It improves user access to service maps
B. It triggers the discovery process for mapping
C. It manages end-user support requests
D. It prevents unauthorized changes to configurations

The ServiceNow Discovery Agent plays a crucial role in the Service Mapping process by
triggering the discovery process for mapping. When an organization seeks to understand
its services and the underlying infrastructure that supports them, the Discovery Agent is
responsible for identifying and collecting data about the components involved in service
delivery. This includes servers, applications, and network devices.  Once the Discovery
Agent identifies these components, it can populate the Configuration Management
Database (CMDB) with the relevant information, which is essential for creating accurate
service maps. Through this discovery process, the ServiceNow platform can visualize
service dependencies and relationships, which is vital for effective service mapping and
management.  In contrast, the other options do not accurately describe the role of the
Discovery Agent. Improving user access to service maps relates to user permissions and
the interface rather than the discovery process itself. Managing end-user support
requests falls under IT Service Management functions rather than discovery and
mapping. Preventing unauthorized changes to configurations is more aligned with
change management and configuration control rather than the active discovery process
that the ServiceNow Discovery Agent undertakes.
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9. In Service Mapping, what does the term 'tag' refer to?
A. A method to categorize incidents
B. A feature for labeling data sources
C. A means of organizing services
D. A type of configuration item

In Service Mapping, the term 'tag' refers to a means of organizing services. Tags are
useful for associating specific identifiers that help in categorizing or grouping various
services together based on their attributes, functionalities, or any relevant criteria within
the ServiceNow environment. This organization facilitates improved visibility and
management of services in a dynamic IT infrastructure, enabling better observations
concerning their relationships and dependencies.  Using tags, organizations can easily
filter and view services that share common characteristics, which helps in various
operational processes, including risk management, service reporting, and impact
analysis. This capability enhances the overall service management and operational
efficiency within the platform.  The other options, while related to certain aspects of
ServiceNow and IT service management, do not accurately capture the specific function
of tags within Service Mapping. For instance, categorizing incidents typically relates to
incident management rather than service organization. Similarly, labeling data sources
pertains to data governance rather than service management, and configuration items
refer to components of IT services separately rather than serving as a means of
organizing services.

10. What is one key requirement for maintaining service
relationships in Service Mapping?
A. Regular re-evaluation of service contracts
B. Consistent updates to configuration data
C. Frequent user surveys on satisfaction
D. Increased system hardware capacity

Maintaining service relationships in Service Mapping fundamentally relies on accurate
and up-to-date configuration data. This requirement is crucial because service mapping
involves creating and maintaining a comprehensive view of how various components and
services interact within an organization. As infrastructure, applications, and services
evolve, the configuration information must reflect these changes to ensure that the
mapping remains valid and relevant.  Consistent updates to configuration data allow
organizations to manage their services effectively, identify dependencies, and mitigate
risks associated with service disruptions. When configuration data is current, it enables
better decision-making regarding changes, troubleshooting, and optimizing service
performance.  In contrast, the other choices may contribute to overall service
management but do not directly address the foundational requirement of maintaining
accurate service relationships within Service Mapping. Regular re-evaluation of service
contracts is important for governance and compliance, user surveys can provide valuable
feedback on service performance, and increased system hardware capacity relates more
to performance than to the integrity of service relationships themselves.
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