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QUESTION 1

Customer perceptions and business outcomes help to define what? 

A. The value of a service 

B. Governance 

C. Total cost of ownership (TCO) 

D. Key performance indicators (KPIs) 

Correct Answer: A 

 

QUESTION 2

Which of the following is NOT an objective of Continual Service Improvement? 

A. Review and analyze Service Level Achievement results 

B. Identify activities to improve the efficiency of service management processes 

C. Improve the cost effectiveness of IT services without sacrificing customer satisfaction 

D. Conduct activities to deliver and manage services at agreed levels to business users 

Correct Answer: D 

 

QUESTION 3

Which of the following statements MOST correctly identifies the scope of design coordination activities? 

A. Only changes that introduce new services 

B. It is mandatory that all changes are subject to design coordination activity 

C. Only changes to business critical systems 

D. Any change that the organization believes could benefit 

Correct Answer: D 

 

 

QUESTION 4

Which of the following could BEST be described as "A decision support and planning tool that projects the likely
consequences of a business action"? 
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A. A Problem model 

B. A Service Improvement Plan (SIP) 

C. A Request for Change (RFC) 

D. A Business Case 

Correct Answer: D 

 

QUESTION 5

Which of the following is NOT an example of Self-Help capabilities? 

A. Requirement to always call the service desk for service requests 

B. Menu-driven range of self help and service requests 

C. Web front-end 

D. A direct interface into the back end process handling software 

Correct Answer: A 
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