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QUESTION 1

What is the aim of an internal audit? 

A. To ensure and improve one\\'s own quality capability 

B. To instruct all employees that quality-related requirements must be observed 

C. To monitor employee performance 

D. To verify whether the defined key performance indicators (KPIs) are actually determined 

Correct Answer: A 

 

QUESTION 2

When improving the IT Service Management system, what needs to be considered to ensure on- going compliance with
the service provider\\'s corporate objectives / requirements? 

A. A competitor\\'s process management system 

B. Any standards defined by the company itself 

C. The budget available to Human Resources 

D. The time to update the process documentation 

Correct Answer: B 

 

QUESTION 3

Due to excessive workload, the Desktop Support group has been unable to meet their agreed service levels. One of the
major contributing factors is the time being spent in direct communication with users. Which Process or Function can
help to alleviate some of this workload? 

A. Incident Management 

B. Problem Management 

C. Service Desk Service 

D. Level Management 

Correct Answer: C 

 

QUESTION 4

Which processes should the Plan, Do, Check, Act methodology be applied to? 
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A. all of the processes within the scope 

B. the Planning and Implementing Service Management process 

C. the Requirements for a Management System process 

D. those that support business critical services 

Correct Answer: A 

 

QUESTION 5

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 
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