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QUESTION 1

What are the key contents of an IT Service Management system? 

A. A documented organizational and operational structure 

B. A software system for the ticket 

C. A software system to monitor the key performance indicators (KPIs) 

D. Systematic processes for ticket recording and follow-up only 

Correct Answer: A 

 

QUESTION 2

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 3

What does the term "Integrity" mean in the context of Information Security Management? 

A. Protecting the information against unauthorized use 

B. Monitoring the access to information 

C. The accuracy, completeness and correctness of the information 

D. Screening the support staff on their loyalty to the IT organization 

Correct Answer: D 

 

QUESTION 4

What is the best definition of "Quality system"? 

A. ability to maintain availability of the IT infrastructure, services and supporting organization to ensure these
requirements are met consistently 
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B. mandatory Quality management practices followed by everyone in the service provider organizations 

C. organizational structure related to responsibilities, procedures and resources for implementing quality management 

D. set of the measures and procedures used to ensure that the services provided continue to fulfill the expectations of
the customer and the relevant agreements 

Correct Answer: C 

 

QUESTION 5

What is mandatory to define in the incident management procedures? 

A. The escalation of incidents 

B. The implementation of emergency changes 

C. The recording of deficiencies in the configuration management database (CMDB) 

D. The recording of problems 

Correct Answer: A 
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