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QUESTION 1

When can a known error record be raised? 

1.

 At any time it would be useful to do so 

2.

 After a workaround has been found 

A. 2 only 

B. 1 only 

C. Neither of the above 

D. Both of the above 

Correct Answer: D 

 

QUESTION 2

Which of the following statements about standard changes are CORRECT? 

1.

 The approach is pre-authorized 

2.

 The risk is usually low and well understood 

3.

 Details of the change will be recorded 

4.

 Some standard changes will be triggered by the request fulfilment process 

A. 1 only 

B. 2 and 3 only 

C. 1, 2 and 4 only 

D. All of the above 

Correct Answer: D 
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QUESTION 3

Which process has the following objective "Establish new or changed services into supported environments within the
predicted cost, time and resource estimates"? 

A. Service strategy 

B. Service transition planning and support 

C. Service level management 

D. Change management 

Correct Answer: B 

 

QUESTION 4

What do customer perceptions and business outcomes help to define? 

A. The value of a service 

B. Governance 

C. Total cost of ownership (TCO) 

D. Key performance indicators (KPIs) 

Correct Answer: A 

 

QUESTION 5

Understanding the level of risk during and after change and providing confidence in the degree of compliance with
governance requirements during change are both ways of adding business value through which part of the service
lifecycle? 

A. Service Transition 

B. Risk Management 

C. IT Service Continuity Management 

D. Availability Management 

Correct Answer: A 
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