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QUESTION 1

Which one of the following is NOT an objective of problem management? 

A. Minimizing the impact of incidents that cannot be prevented 

B. Preventing problems and resulting incidents from happening 

C. Eliminating recurring incidents 

D. Restoring normal service operation as quickly as possible 

Correct Answer: D 

 

QUESTION 2

How is the Service Catalogue used to add value to the service provider organization? 

A. Providing a central source of information on the IT services delivered 

B. Showing the business impact of a change 

C. Displaying the relationships between configuration items 

D. To predict the root cause of issues in the IT infrastructure 

Correct Answer: A 

 

QUESTION 3

Which Function would provide staff to monitor events in a Network Operations Centre? 

A. IT Operations Management 

B. Applications Management 

C. Service Desk 

D. Technical Management 

Correct Answer: A 

 

QUESTION 4

Which of the following is the correct definition of an outcome? 

A. The results specific to the clauses in a service level agreement (SLA) 

B. The result of carrying out an activity, following a process or delivering an IT service 
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C. All the accumulated knowledge of the service provider 

D. All incidents reported to the service desk 

Correct Answer: B 

 

QUESTION 5

The difference between service metrics and technology metrics is BEST described as? 

A. Service metrics measure the end to end service; Technology metrics measure individual components 

B. Service metrics measure maturity and cost; Technology metrics measure efficiency and effectiveness 

C. Service metrics include critical success factors and Key Performance Indicators; Technology metrics include
availability and capacity 

D. Service metrics measure each of the service management processes; Technology metrics measure the
infrastructure 

Correct Answer: A 
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