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QUESTION 1

Which of the following BEST describes service strategies value to the business? 

A. Allows higher volumes of successful change 

B. Reduction in unplanned costs through optimized handling of service outages 

C. Reduction in the duration and frequency of service outages 

D. Enabling the service provider to have a clear understanding of what levels of service will make their customers
successful 

Correct Answer: D 

 

QUESTION 2

The experiences, ideas, insights and values of individuals are examples of which level of understanding within
knowledge management? 

A. Data 

B. Information 

C. Knowledge 

D. Governance 

Correct Answer: C 

 

QUESTION 3

Who is responsible for ensuring that the request fulfillment process is being performed according to the agreed and
documented standard? 

A. The IT director 

B. The process owner 

C. The service owner 

D. The customer 

Correct Answer: B 

 

QUESTION 4

The BEST description of an incident is: 
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A. An unplanned disruption of service unless there is a backup to that service 

B. An unplanned interruption to service or a reduction in the quality of service 

C. Any disruption to service whether planned or unplanned 

D. Any disruption to service that is reported to the service desk, regardless of whether the service is impacted or not 

Correct Answer: B 

 

QUESTION 5

Which of the following provide value to the business from service strategy? 

1.

 Enabling the service provider to have a clear understanding of what levels of service will make their customers
successful 

2.

 Enabling the service provider to respond quickly and effectively to changes in the business environment 

3.

 Support the creation of a portfolio of quantified services 

A. All of the above 

B. 1 and 3 only 

C. 1 and 2 only 

D. 2 and 3 only 

Correct Answer: A 
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