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QUESTION 1

What is the objective of a Management System?

A. to define, agree, record and manage levels of services

B. to ensure that Key Performance Indicators (KPIs) are defined for all IT services

C. to ensure that new services and changes to services will be deliverable and manageable at the agreed costand
services quality

D. to provide the policies and the framework that is needed for the effective management and implementationof all IT
services

Correct Answer: D

QUESTION 2

What has to be included in a well defined process?
A. Expected outcomes

B. Functions

C. Statistical support

D. Timelines

Correct Answer: A

QUESTION 3

What may define the scope of Service Management in the Service Management plan?
A. the location of the services

B. the number of staff

C. the size of the infrastructure

D. the specific processes undertaken

Correct Answer: A

QUESTION 4
What is a shared concept of both ISO/IEC 27001 and ISCWIEC 20000?

A. Capacity management
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B. Incident management
C. Information security management
D. Release management

Correct Answer: C

QUESTION 5

While planning for service improvements, what is an important best practice to consider?

A. Service improvement targets should be measurable, linked to business objectives and documented in aplan.

B. The progress of service improvement should be discussed at least weekly in the steering committee.

C. The progress should be monitored closely by an independent project manager to maintain objectivity.

D. The service improvement targets should not change until the target is reached, or else no consistency ismaintained

Correct Answer: A
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