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QUESTION 1

Which of the following is NOT a valid objective of problem management? 

A. To prevent problems and their resultant Incidents 

B. To manage problems throughout their lifecycle 

C. To restore service to a user 

D. To eliminate recurring incidents 

Correct Answer: C 

 

QUESTION 2

Which one of the following do technology metrics measure? 

A. Components 

B. Processes 

C. The end-to-end service 

D. Customer satisfaction 

Correct Answer: A 

 

 

QUESTION 3

What is a RACI model used for? 

A. Performance analysis 

B. Recording configuration items 

C. Monitoring services 

D. Defining roles and responsibilities 

Correct Answer: D 

 

 

QUESTION 4

Which of the following is an objective of business relationship management? 
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A. To identify patterns of business activity 

B. To ensure high levels of customer satisfaction 

C. To secure funding to manage the provision of services 

D. To ensure strategic plans for IT services exist 

Correct Answer: B 

 

QUESTION 5

Which of the following are classed as stakeholders in service management? 

1.

 Customers 

2.

 Users 

3.

 Suppliers 

A. All of the above 

B. 1 and 3 only 

C. 1 and 2 only 

D. 2 and 3 only 

Correct Answer: A 
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