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QUESTION 1

Where would you expect incident resolution targets to be documented?
A. A service level agreement (SLA)

B. A request for change (RFC)

C. The service portfolio

D. A service description

Correct Answer: A

QUESTION 2

Which areas of service management can benefit from automation?
1.

Design and modelling

2.

Reporting

3.

Pattern recognition and analysis
4,

Detection and monitoring

A.1, 2 and 3 only

B. 1, 3 and 4 only

C.2,3and 4 only

D. All of the above

Correct Answer: D

QUESTION 3
Which one of the following is NOT a responsibility of the service transition stage of the service lifecycle?
A. To ensure that a service can be managed and operated in accordance with constraints specified during design

B. To design and develop capabilities for service management
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C. To provide good-quality knowledge and information about services
D. To plan the resources required to manage a release

Correct Answer: B

QUESTION 4

What is the BEST description of the purpose of the service operation stage of the service lifecycle?
A. To decide how IT will engage with suppliers during the service lifecycle

B. To proactively prevent all outages to IT services

C. To design and build processes that will meet business needs

D. To deliver and manage IT services at agreed levels to business users and customers

Correct Answer: D

QUESTION 5

The effective management of risk requires specific types of action. Which of the following pairs of actions would be
BEST to manage risk?

A. Training in risk management for all staff and identification of risks

B. Identification of risk, analysis and management of the exposure to risk
C. Control of exposure to risk and investment of capital

D. Training of all staff and investment of capital

Correct Answer: B
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