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The ITIL Intermediate Qualification: Managing Across the Lifecycle (MALC) 

Certificate is a freestandingqualification, but is also the final module of the Service 

Lifecycle and / or Service Capability modules that leads to the ITIL Expert in IT 

Service Management Certificate. The purpose of this course and the associated exam 

and certificate is, respectively, to impart, test, and validate the knowledge across 

contents of the ITIL V3 publications; focusing on business, management and 

supervisory objectives, purpose, processes, functions and activities, and on the 

interfaces and interactions between the processes addressed in the five core ITIL 

publications. 

The ITIL Certificate in Managing Across the Lifecycle is intended to enable the 

holders of the certificate to apply the practices in resolution and support of the 

Service Management Lifecycle.
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On the basis of the information provided in the scenario, you will be required to 

select which of the four answer options provided (A, B, C,or D) you believe to be 

the optimum answer. You may choose ONE answer only, and the Gradient Scoring 

system works as follows:

Á If you select the CORRECT answer, you will be awarded 5 marks for 

the question

Á If you select the SECOND BEST answer, you will be awarded 3 marks for 

the question

Á If you select the THIRD BEST answer, you will be awarded 1 mark for 

the question

Á If you select the DISTRACTER (the incorrect answer), you will receive no 

marks for the question

to pass this examination, you must achieve a total of 28 marks or more out of a 

maximum of 40 marks (70%).
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There arefour levels within the ITIL scheme:
Á Foundation level ïfocuses on knowledge / comprehension to provide a good grounding 

in the key concept, terminology, and processes of ITIL 
Á Intermediate level ïassesses an individual'sability to analyzeand apply the concepts of 

ITIL. This is composed of two streams:
Å Intermediate lifecycle stream ïfive individual certificates built around the five 

core OGC titles: Service Strategy, Service Design, Service Transition, Service 
Operation, and Continual Service Improvement

Å Intermediate capability stream ïfour individual certificates focusing on detailed 
process implementation and management within cluster groupings:Operational 
Support and Analysis (OSA); Service Offerings and Agreements (SOA), 
Release, Control, and Validation (RCV), and Planning, Protection, and 
Optimization (PPO)

o Operational Support and Analysis (OSA) ïEvent, Incident, Request, 
Problem, Access, Service Desk, Technical, IT Ops, Application Mgmt. 

o Service Offerings and Agreements (SOA) ïPortfolio, Service Level, 
Catalog. Demand, Supplier and Financial Mgmt. 

o Release, Control, and Validation (RCV) ïChange, Release 
& Deployment, Validation & Testing, Service Asset & Configuration, 
Knowledge, Request Mgmt. / ServiceEvaluation 

o Planning, Protection, and Optimization (PPO) ïCapacity, Availability, 
Continuity, Security, Demand and Risk Mgmt.

Á ITIL expert ïcertifies that the individual has successfully completed a number of 
Intermediate units in addition to the mandatory Foundation Level and the Managing 
Across the Lifecycle capstone course

Á ITIL master ïassesses an individual's ability to apply and analyze the ITIL concepts in 
new areas (currently under development)
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Consider how the practices defined in these objectives are performed in your 

organization. List three specific goals you have for this module that will enable you 

to perform your role more effectively.
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Open-loop solutions attempt to solve the problem by good design, to make sure it 

does not occur in the first place. Once a design is implemented, mid-course 

corrections are not made. Closed-loop solutions, however, are based on 

compensating feedback. A well-designed household air-conditioner or furnace leaves 

the home too cool or too warm ïunless regulated by the feedback of a thermostat. It 

is an outcome-based mindset.

Conventional brakes in automobiles apply stopping action or friction against the 

rotating wheels as long as the brake pedal is pressed down by the driver. Serious 

accidents happen when the brakes lock and cause the vehicle to lose control. To 

avoid this undesired situation drivers are taught not to slam the brakes, rather apply 

them in pumping action while constantly monitoring the braking outcome. This 

open-loop design expects too much of the driverôs braking skills and composure by 

ignoring the possibility of conditioned reflexes, not taking into account the human 

limits of information processing, and other complicating factors such as road 

condition, weather, and vehicle load. Anti-lock brakes (ABS) use electronic sensors 

to detect the locking of brakes and loss of traction under the wheels and immediately 

adjust the input, cutting off and applying the braking action in rapid succession until 

the optimal pressure is applied on the wheels. They can override the driverôs input by 

taking into account other factors that the driver may not be able to quickly apply. In 

that sense, the outcome is maintained even in the presence of rogue input.
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Service management is a set of organizational capabilities specialized in providing 

value to customers in the form of services. The capabilities interact with each other 

to function as a system for creating value. Service assets are the source of value and 

customer assets are the recipients (Figure 4.16). Services have the potential to 

increase the performance of customer assets and create value to the customer 

organization. Improvements in the design, transition and operation of the service 

increase this customer performance potential and reduce the risks of variations on 

customer assets. This requires a clear and complete understanding of customer assets 

and desired outcomes.

Services derive their potential from service assets. Service potential is converted into 

performance potential of customer assets. Increasing the performance potential 

frequently stimulates additional demand for the service in terms of scale or scope. 

This demand translates into greater use of service assets and justification for their 

ongoing maintenance and upgrades. Unused capacity is reduced. Costs incurred in 

fulfilling the demand are recovered from the customer based on agreed terms 

and conditions.
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Examples of Open-Loop and Closed-Loop Systems:

1. Open Loop Systems:a backup can be initiated at a given time and frequencyð

and will run regardless of other conditions

2. Closed Loop Systems:in network load balancing a monitor will evaluate the 

traffic on a circuit. If network traffic exceeds a certain range, the control system 

will begin to route traffic across a backup circuit. The monitor will continue to 

provide feedback to the control system, which will continue to regulate the flow 

of network traffic between the two circuits.


