
48 ITIL interview questions to ask your applicants

Questions

�. Can you explain what ITIL is and why it is important for an organization?

�. Describe a time when you implemented an ITIL process in a previous role. What was the
outcome?

�. How do you handle incidents that impact multiple users?

�. What steps would you take to identify and resolve a recurring problem?

�. How do you measure the success of an ITIL process implementation?

�. Explain the difference between an incident and a problem in ITIL terms.

�. Can you discuss the role of a Service Level Agreement (SLA) in ITIL?

�. Describe how you would manage a major incident using ITIL best practices.

�. What strategies do you use to ensure continuous improvement in ITIL processes?

��. How do you prioritize tasks and resource allocation in an ITIL framework?

��. How do you ensure that ITIL processes are followed consistently across the
organization?

��. Can you describe how you would handle a situation where a team member is not
following ITIL procedures?

��. What methods do you use to keep yourself updated with the latest ITIL practices and
trends?

��. How do you balance the need for process adherence with the need for flexibility in a
fast-paced environment?

��. What steps do you take to ensure effective communication within a team when
implementing ITIL processes?

��. How do you handle situations where ITIL processes conflict with business
requirements?

��. What strategies do you use to encourage team members to contribute to ITIL process
improvements?

��. How do you measure the effectiveness of your team's adherence to ITIL processes?

��. How would you implement Change Management in an organization that has no formal
process?

��. Describe your approach to creating a Service Catalog from scratch.

��. What steps would you take to improve the efficiency of the Incident Management
process?

��. How do you ensure proper knowledge transfer during the Service Transition phase?

��. Explain your method for conducting a post-implementation review of an ITIL process.

��. How would you integrate ITIL processes with existing project management
methodologies?

��. Describe your approach to implementing a Configuration Management Database
(CMDB).

��. How do you handle resistance from staff when introducing new ITIL processes?

��. What strategies would you use to align ITIL processes with business objectives?

��. How do you ensure ITIL processes remain effective during periods of rapid
organizational growth?

��. Describe your approach to implementing a self-service portal for end-users.

��. How would you go about creating and maintaining a Known Error Database?

��. What steps would you take to improve the accuracy of IT asset inventory?

��. How do you ensure ITIL processes are properly documented and easily accessible to
staff?

��. Can you explain the purpose and benefits of the Change Management process in ITIL?

��. What are the key activities involved in the Service Operation stage of the ITIL lifecycle?

��. How would you describe the relationship between Service Strategy and Service Design
in ITIL?

��. Can you elaborate on the objectives of the ITIL Continual Service Improvement (CSI)
process?

��. How do you ensure effective communication during the Service Transition phase?

��. What is the role of the Configuration Management Database (CMDB) in ITIL?

��. How would you identify and manage risks associated with ITIL process implementation?

��. Can you describe the key elements of an effective Service Level Agreement (SLA) in
ITIL?

��. What strategies would you use to ensure continuous improvement in ITIL processes?

��. How would you approach a situation where there is a significant backlog of incidents?

��. Describe a time when you had to manage a change that faced resistance from the
team. How did you handle it?

��. How do you ensure that ITIL processes are being continuously improved?


