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QUESTION 1

What is the objective of the service reporting process? 

A. to document measures taken to manage information security effectively within all service activities 

B. to minimize disruption to the business by using the information contained in reports in order to identify and analyze
the cause of Incidents 

C. to produce agreed, timely, reliable, accurate information to aid decision making and effective communication 

D. to provide progress reports on the planning and implementation of service management 

Correct Answer: C 

 

QUESTION 2

A Release policy needs to be documented and agreed. What must be included in the Release policy? 

A. an analysis of the success or failure of 

B. Releases Requests For Change (RFCs) 

C. the frequency and type of Releases 

D. the Release dates 

Correct Answer: C 

 

QUESTION 3

What is required for an implementation of IT Service Management to be successful? 

A. A top-down approach whereby the management of the organization strongly and visibly enforces the implementation 

B. Buy-in specifically from the levels in the organization which will be operationally involved in IT Service Management
activities 

C. The appointment of a specialist department responsible for the development of the process structures 

D. The involvement and commitment of personnel at all levels in the organization from operational staff to top
management 

Correct Answer: D 
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QUESTION 4

Which process includes the responsibility of recovering the service as quickly as possible? 

A. Availability Management 

B. IT Service Continuity Management 

C. Incident management 

D. Problem Management 

Correct Answer: C 

 

QUESTION 5

According to ISO/IEC 20000, what is the minimum frequency for the Service Provider and the Customer to attend a
service review meeting for discussing changes to the service scope? 

A. annually 

B. monthly 

C. only when there is a business need to change the service 

D. quarterly 

Correct Answer: A 
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