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QUESTION 1

What is the objective of the service reporting process? 

A. to document measures taken to manage information security effectively within all service activities 

B. to minimize disruption to the business by using the information contained in reports in order to identify and analyze
the cause of Incidents 

C. to produce agreed, timely, reliable, accurate information to aid decision making and effective communication 

D. to provide progress reports on the planning and implementation of service management 

Correct Answer: C 

 

QUESTION 2

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 

 

QUESTION 3

What would increase the amount of detail in the Configuration Management Database (CMDB)? 

A. Increasing the scope of the CMDB 

B. Increasing the number of attributes of each Configuration Item (CI) in the CMDB 

C. Increasing the number of records in the CMDB 

D. Increasing the use of the CMDB 

Correct Answer: B 

 

QUESTION 4

One of the activities required for effective planning, coordination and evaluation of requested changes is assessing the
impact and required resources. Which process or function is responsible for this activity? 

A. Change Management 
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B. Configuration Management 

C. Release Management 

D. Service Desk 

Correct Answer: A 

 

QUESTION 5

Different types of events are reported to the Service Desk. Which event is an incident? 

A. Information about the rollout of a specific application 

B. A notification that a new toner cartridge has just been installed in a printer 

C. A report that the printer is not working 

D. A request for the installation of a new bookkeeping package 

Correct Answer: C 
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