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QUESTION 1

Different types of events are reported to the Service Desk. Which event is an incident? 

A. Information about the rollout of a specific application 

B. A notification that a new toner cartridge has just been installed in a printer 

C. A report that the printer is not working 

D. A request for the installation of a new bookkeeping package 

Correct Answer: C 

 

QUESTION 2

What is a Known Error? 

A. A serious incident whose resolution is known 

B. A Problem that is resolved 

C. A Problem for which the cause and Workaround have been identified 

D. A Problem that cannot be matched 

Correct Answer: D 

 

QUESTION 3

What is a purpose of ISO/IEC 20000? 

A. to promote the adoption of an integrated process approach 

B. to promote the adoption of IT governance 

C. to provide best practice guidance on IT Service Management 

D. to provide best practice guidance on security management 

Correct Answer: A 

 

QUESTION 4

What is known as a temporary solution that enables the user to continue working? 

A. Known Error 

B. Request For Change (RFC) 
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C. Service Request 

D. Workaround 

Correct Answer: D 

 

QUESTION 5

What may define the scope of Service Management in the Service Management plan? 

A. the location of the services 

B. the number of staff 

C. the size of the infrastructure 

D. the specific processes undertaken 

Correct Answer: A 

 

QUESTION 6

One of the responsibilities of Release Management is to ensure that the master copies of software are stored in a
secure location. What is the name of this location? 

A. Capacity Database 

B. Configuration Management Database (CMDB) 

C. Definitive Software Library (DSL) 

D. Software Distribution Library 

Correct Answer: C 

 

QUESTION 7

Which process aims to prevent incidents resulting from changes to the IT infrastructure? 

A. Availability Management 

B. Change Management 

C. Incident Management 

D. Problem Management 

Correct Answer: B 
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QUESTION 8

What is a function of processes? 

A. They express the level of compliance with the requested quality characteristics. 

B. They represent a complete set of monitoring options. 

C. They describe vertical and horizontal escalation options. 

D. They complement descriptions of structural and organizational roles and responsibilities 

Correct Answer: B 

 

QUESTION 9

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 10

What is a best practice for Capacity Management? 

A. A Capacity plan documenting the actual performance and the expected requirements should be produced atleast
annually. 

B. Decisions about service provision should be based on cost effectiveness comparisons. 

C. The resilience of the infrastructure components should be measured and included in the Capacity plan. 

D. The Service Catalog should be maintained and kept up-to-date. 

Correct Answer: A 

 

QUESTION 11

Deming proposed a system of continuous improvement. Which four activities does this system involve? 

A. Plan. Do. Check and Act 
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B. Plan. Do. Evaluate and Act 

C. Plan. Perform. Audit and Improve 

D. Plan. Perform. Evaluate and Act 

Correct Answer: A 

 

QUESTION 12

What is used for the assessment of maturity of organizations? 

A. CMMI? 

B. CobITTM 

C. ITIL? 

D. MOF 

Correct Answer: A 

 

QUESTION 13

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 theimplementation 

B. Buy-in specifically from the levels in the organization which will be operationally involved in IT ServiceManagement
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
topmanagement 

Correct Answer: D 

 

QUESTION 14

Which statement below is not a purpose of Supplier Management procedures? 

A. That business transactions between all parties are recorded 

B. That information on the performance of all suppliers can be observed and acted upon 

C. That it is made clear that the supplier cannot subcontract part of the delivered services to the ServiceProvider 

D. That the suppliers understand their obligation to the Service Provider 

Correct Answer: C 
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QUESTION 15

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 
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