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QUESTION 1

What data is recorded when an incident is reported to the Service Desk? 

A. the name of the person reporting the Incident 

B. the name of the person handling the Problem 

C. the name of the person who approves the Request for Change (RFC) 

D. the names of persons who are authorized to implement Changes in the Configuration ManagementDatabase
(CMDB) 

Correct Answer: A 

 

QUESTION 2

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 3

One of the activities of Problem Management is the analysis of historical Incident and Problem data held in the
Configuration Management Database (CMDB) in order to understand trends. Which aspect of Problem Management
accomplishes this? 

A. Error Control 

B. Identification of root causes 

C. Proactive Problem Management 

D. Problem Control 

Correct Answer: C 

 

QUESTION 4

When a new service is being planned Service Level Management (SLM) needs to ensure that existing performance
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levels of other IT services will not be unduly impacted. From which process will Service Level Management (SLM)
require input? 

A. Availability Management 

B. Capacity Management Financial 

C. Management for IT Services 

D. IT Service Continuity Management 

Correct Answer: B 

 

QUESTION 5

Staff should be trained in relevant aspects of Service Management. What information with respect to training should be
maintained? 

A. A chronological training record for each individual 

B. A record of all future training courses for each employee 

C. An overview of all personal details per employee 

D. An overview of all possible training modules that match with competences 

Correct Answer: A 
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