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QUESTION 1
Which statement with regard to Information Security Management is true?

A. Information Security Management to specifically focus on managing Information Security effective within all
information 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 Management procedure.
D. Security Incidents shall only be reported and recorded if they affect more than one user

Correct Answer: B

QUESTION 2

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 3

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 4
Which process aims to prevent incidents resulting from changes to the IT infrastructure?

A. Availability Management
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B. Change Management
C. Incident Management
D. Problem Management

Correct Answer: B

QUESTION 5

Why is it important that the Service Desk attempts to link an Incident to a Known Error?
A. because this is part of the IT Service Management model

B. because this means the incident can be resolved more quickly

C. because this allows incidents to be better tracked

D. because otherwise Problem Management cannot work

Correct Answer: B

QUESTION 6

Which aspect of the IT-Service Industry is considered to be one of the most important, but also one of the most
difficult?

A. constant quality

B. incorporating technological innovations

C. innovating the way services are provided

D. methodological order based on best practices

Correct Answer: A

QUESTION 7
What is required for an implementation of IT Service Management to be successful?
A. A top-down approach whereby the management of the organization strongly and visibly enforces the implementation

B. Buy-in specifically from the levels in the organization which will be operationally involved in IT Service Management
activities

C. The appointment of a specialist department responsible for the development of the process structures

D. The involvement and commitment of personnel at all levels in the organization from operational staff to top
management
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Correct Answer: D

QUESTION 8

One of the responsibilities of Release Management is to ensure that the master copies of software are stored in a
secure location. What is the name of this location?

A. Capacity Database

B. Configuration Management Database (CMDB)
C. Definitive Software Library (DSL)

D. Software Distribution Library

Correct Answer: C

QUESTION 9

Quality Management Systems can assist organizations in enhancing what?
A. Customer satisfaction

B. ISO/EC 20000

C. Relationship with third parties

D. Supplier satisfaction

Correct Answer: A

QUESTION 10

An e-mail client software upgrade requires a security patch for the operating system and a memory upgrade. Which
process or function is responsible for rolling out these Changes?

A. Change Management
B. Release Management
C. Security Management
D. Service Desk

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 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 12

Which process has the objective to ensure that the available supply of processing power matches the business
demands, both now and in the future?

A. Availability Management

B. Capacity Management Financial
C. Management for IT Services

D. IT Service Continuity Management

Correct Answer: B

QUESTION 13

Which statement below is not a purpose of Supplier Management procedures?

A. That business transactions between all parties are recorded

B. That information on the performance of all suppliers can be observed and acted upon

C. That it is made clear that the supplier cannot subcontract part of the delivered services to the Service Provider
D. That the suppliers understand their obligation to the Service Provider

Correct Answer: C

QUESTION 14

When can the building and testing of a Change begin?

A. As soon as the impact analysis has been discussed by the members of the Change Advisory Board
B. As soon as there is a correct network plan for the change

C. As soon as the Request for Change (RFC) has been formally authorized

D. As soon as the Request for Change (RFC) has been classified
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Correct Answer: C

QUESTION 15

What is an ISO/EC 20000 requirement relating to the service management plan?
A. It must be available in at least one hard copy and approved

B. It must include the documented procedures specified by the standard

C. It must include the scope of the organization\\'s service management plan

D. It must never include any know-how of the organization

Correct Answer: D
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