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QUESTION 1

Which of the following is best definition of IT service management?

A. An internal service provider that is embedded within a business unit

B. A complete set of all the documentation required to deliver world class services to customers
C. Technical implementation of supporting IT infrastructure components

D. The implementation and management of quality IT services that meet business needs

Correct Answer: D

QUESTION 2

Which stage of the service lifecycle includes the scope of service retirement and transfer of services between service
providers?

A. Service transition

B. Service level management
C. Service operation.

D. Service Design.

Correct Answer: A

QUESTION 3

Which one of the following activities are carried out during the "Where do we want to be?" step of the continual service
improvement (CSI) approach?

A. Implementing service and process improvements
B. Reviewing measurements and metrics

C. Creating a baseline

D. Defining measurable targets

Correct Answer: D

QUESTION 4
Which of the following is an example of proactive problem management?

A. Automated detection of an infrastructure or application fault, using event/alert tools automatically to raise an incident
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B. Analysis of an incident by a technical support group which revels that an underlying problem exists, or is likely to
exist

C. Suspicion or detection of a cause of one or more incidents by the service desk
D. Trending of historical incident records to identify one or more underlying causes

Correct Answer: B

QUESTION 5

Which one of the following would NOT be defined as part of every process?
A. Roles

B. Inputs and outputs

C. Functions

D. Metrics

Correct Answer: C
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