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QUESTION 1

What is the most common process that is associated with the Service Desk? 

A. Change Management 

B. Configuration Management 

C. Incident Management 

D. Service Level Management 

Correct Answer: C 

 

QUESTION 2

What data is recorded when an incident is reported to the Service Desk? 

A. the name of the person reporting the Incident 

B. the name of the person handling the Problem 

C. the name of the person who approves the Request for Change (RFC) 

D. the names of persons who are authorized to implement Changes in the Configuration ManagementDatabase
(CMDB) 

Correct Answer: A 

 

QUESTION 3

Which process or function has the responsibility of distributing information to users? 

A. Change Management 

B. Customer Relationship Management 

C. Incident Management 

D. Service Desk 

Correct Answer: D 

 

QUESTION 4

What is a parameter for measuring progress relative to key objectives in an organization? 

A. Balanced Scorecard (BCS) 
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B. Critical Success Factor (CSF) 

C. Key Performance Indicator (KPI) 

D. Service Improvement Program (SIP) 

Correct Answer: C 

 

QUESTION 5

Through which process does the implementation of new or changed services, including closure of a service, need to be
planned and approved? 

A. Business Relationship Management 

B. Change Management 

C. Release Management 

D. Service Level Management 

Correct Answer: B 

 

QUESTION 6

Input from other Service Management processes is required to keep the IT service continuity plan current. Which
process has the most to contribute? 

A. Change management 

B. Availability management 

C. Financial management for IT services 

D. Problem management 

Correct Answer: A 

 

QUESTION 7

Which processes should the Plan, Do, Check, Act methodology be applied to? 

A. all of the processes within the scope 

B. the Planning and Implementing Service Management process 

C. the Requirements for a Management System process 

D. those that support business critical services 

Correct Answer: A 
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QUESTION 8

What is a best practice for Capacity Management? 

A. A Capacity plan documenting the actual performance and the expected requirements should be produced atleast
annually. 

B. Decisions about service provision should be based on cost effectiveness comparisons. 

C. The resilience of the infrastructure components should be measured and included in the Capacity plan. 

D. The Service Catalog should be maintained and kept up-to-date. 

Correct Answer: A 

 

QUESTION 9

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 10

Which process aims to prevent incidents resulting from changes to the IT infrastructure? 

A. Availability Management 

B. Change Management 

C. Incident Management 

D. Problem Management 

Correct Answer: B 

 

QUESTION 11

What is the objective of the service reporting process? 
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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 andanalyze 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 12

A Release policy needs to be documented and agreed. What must be included in the Release policy? 

A. an analysis of the success or failure of 

B. Releases Requests For Change (RFCs) 

C. the frequency and type of Releases 

D. the Release dates 

Correct Answer: C 

 

QUESTION 13

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 14

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 
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Correct Answer: A 

 

QUESTION 15

Which statement with regard to Information Security Management is true? 

A. Information Security Management to specifically focus on managing Information Security effective within
allinformation systems. 

B. Management with appropriate authority shall approve an Information Security policy. 

C. Security Incidents need to be reported and recorded immediately in line with the Problem Managementprocedure. 

D. Security Incidents shall only be reported and recorded if they affect more than one user 

Correct Answer: B 
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