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QUESTION 1

Which two elements of financial management for IT services are mandatory? 

A. Budgeting and charging 

B. Accounting and charging 

C. Budgeting and accounting 

D. Costing and charging 

Correct Answer: C 

 

QUESTION 2

Which of the following options is a hierarchy that is used in knowledge management? 

A. Wisdom - Information - Data - Knowledge 

B. Data - Information - Knowledge - Wisdom 

C. Knowledge - Wisdom - Information - Data 

D. Information - Data - Knowledge - Wisdom 

Correct Answer: B 

 

QUESTION 3

Which of the following is the BEST description of a centralized service desk? 

A. The desk is co-located within or physically close to the user community it serves 

B. The desk uses technology and other support tools to give the impression that multiple desk locations are in one
place 

C. The desk provides 24 hour global support 

D. There is a single desk in one location serving the whole organization 

Correct Answer: D 

 

QUESTION 4

Which of these recommendations is best practice for service level management? 

1.
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 Include legal terminology in service level agreements (SLAs) 

2.

 It is NOT necessary to be able to measure all the targets in an SLA 

A. 1 only 

B. 2only 

C. Both of the above 

D. Neither of the above 

Correct Answer: D 

 

QUESTION 5

Which of the following is NOT an objective of Continual Service Improvement? 

A. Review and analyze Service Level Achievement results 

B. Identify activities to improve the efficiency of service management processes 

C. Improve the cost effectiveness of IT services without sacrificing customer satisfaction 

D. Conduct activities to deliver and manage services at agreed levels to business users 

Correct Answer: D 
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