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QUESTION 1

A number of important documents are used within Service Level Management One of these documents consists of an
overview of services and Service Levels offered. What is the name of the document? 

A. Service Catalog 

B. Service Level Agreement (SLA) 

C. Service Level Requirement 

D. Underpinning Contract 

Correct Answer: A 

 

QUESTION 2

What is the best definition of "Quality system"? 

A. ability to maintain availability of the IT infrastructure, services and supporting organization to ensure
theserequirements are met consistently 

B. mandatory Quality management practices followed by everyone in the service provider organizations 

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

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

Correct Answer: C 

 

QUESTION 3

What is a Configuration Baseline? 

A. A benchmark of the service provider\\'s capability 

B. A configuration audit report 

C. A snapshot of the state of an IT Service or individual Configuration Item (CI) at a point in time 

D. The change requests allocated to a release 

Correct Answer: C 

 

QUESTION 4

What does Service Management aim to achieve? 
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A. to exceed expectations at all times based on solid processes followed rigidly at all times 

B. to exceed expectations occasionally, recognizing that the customer will be disappointed at other times 

C. to provide an agreed and well-defined level of quality, based on ongoing communication with the customer 

D. to provide well-defined processes and measures, by which the Service Management organization can ratetheir
quality for the customer 

Correct Answer: C 

 

QUESTION 5

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

A. Balanced Scorecard (BCS) 

B. Critical Success Factor (CSF) 

C. Key Performance Indicator (KPI) 

D. Service Improvement Program (SIP) 

Correct Answer: C 

 

QUESTION 6

A company decides to apply the principle of continual improvement. Which action would result from this decision? 

A. Analyze and evaluate the existing situation to identify areas for improvement 

B. Analyze customer satisfaction and identify resulting actions 

C. Review the Service Management System at least annual 

D. Start an internal service organization evaluation 

Correct Answer: A 

 

QUESTION 7

What defines Service Quality\\'? 

A. A series of activities that can be assessed in advance by a provider and customer 

B. Achieving a 99.999% continuous level of availability 

C. Meeting stated customer requirements and expectations 

D. Providing a cost-effective service 
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Correct Answer: C 

 

QUESTION 8

What is meant by the Urgency of an Incident? 

A. the degree to which the solution of an incident tolerates delay 

B. the degree to which the incident gives rise to a deviation from the normal service level 

C. the time needed by IT Services to resolve the incident 

D. the relative importance of the incidents when handling them 

Correct Answer: A 

 

QUESTION 9

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 10

Which process includes the responsibility of recovering the service as quickly as possible? 

A. Availability Management 

B. IT Service Continuity Management 

C. Incident management 

D. Problem Management 

Correct Answer: C 

 

QUESTION 11

Which process is responsible for registering the relationships within the IT infrastructure? 
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A. Asset Management 

B. Change Management 

C. Configuration Management 

D. Release Management 

Correct Answer: C 

 

QUESTION 12

The Service Desk of supplier X continuous receives the same incident report. This concerns the latest version of a client-
server application. The problem no longer occurs if the former version is re- installed. Because the cause of the incident
has still not been traced, the supplier decides to advise the customers to temporarily install the old version, if the
problem occurs. What is this advice an example of? 

A. Known Error 

B. Problem 

C. Workaround 

D. Request for Change 

Correct Answer: C 

 

QUESTION 13

What is the difference between a process owner and a process manager? 

A. a process owner is responsible for the effectiveness of the process and a process manager is responsiblefor the
realization of the process 

B. a process owner is a director and a process manager is a manager 

C. a process owner must have a Manager\\'s Certificate and a process manager must have a Practitioner\\'scertificate 

D. a process owner will work directly with business leadership and the process manager only works within IT 

Correct Answer: A 

 

QUESTION 14

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 theimplementation 

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

Correct Answer: D 

 

QUESTION 15

Which of the following is a best practice concerning information security risk assessment? 

A. Information security risk assessments should be carried out by an external auditor to maintain objectivity. 

B. Information security risk assessments should be performed as a result of the review of every incident. 

C. Information security risk assessments should be performed at agreed intervals and be maintained duringchanges. 

D. Information security risk assessments should be performed once a year. 

Correct Answer: C 
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