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QUESTION 1

Which one of the following do technology metrics measure? 

A. Components 

B. Processes 

C. The end-to-end service 

D. Customer satisfaction 

Correct Answer: A 

 

QUESTION 2

Which one of the following is NOT an objective of problem management? 

A. Minimizing the impact of incidents that cannot be prevented 

B. Preventing problems and resulting incidents from happening 

C. Eliminating recurring incidents 

D. Restoring normal service operation as quickly as possible 

Correct Answer: D 

 

QUESTION 3

Which one of the following would NOT be defined as part of every process? 

A. Roles 

B. Inputs and outputs 

C. Functions 

D. Metrics 

Correct Answer: C 

 

QUESTION 4

Which of the following is an objective of business relationship management? 

A. To identify patterns of business activity 

B. To ensure high levels of customer satisfaction 
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C. To secure funding to manage the provision of services 

D. To ensure strategic plans for IT services exist 

Correct Answer: B 

 

QUESTION 5

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 
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