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QUESTION 1

An e-mail client software upgrade requires a security patch for the operating system and a memory upgrade. Which
process or function is responsible for rolling out these Changes?

A. Change Management
B. Release Management
C. Security Management
D. Service Desk

Correct Answer: B

QUESTION 2

What is the contribution of Availability Management to the Service Level Management process?

A. Availability Management provides information about the availability of the services being provided.
B. Availability Management acts in consultation with users to determine the availability of IT services.
C. Availability Management supplies data about the availability requirements of users.

D. Availability Management ensures that a Service Level Agreement (SLA) is available for all users.

Correct Answer: A

QUESTION 3

What does the term "Integrity" mean in the context of Information Security Management?
A. Protecting the information against unauthorized use

B. Monitoring the access to information

C. The accuracy, completeness and correctness of the information

D. Screening the support staff on their loyalty to the IT organization

=

Correct Answer: D

QUESTION 4
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Which statement with regard to Information Security Management is true?

A. Information Security Management to specifically focus on managing Information Security effective within all
information systems.

B. Management with appropriate authority shall approve an Information Security policy.
C. Security Incidents need to be reported and recorded immediately in line with the Problem Management procedure.
D. Security Incidents shall only be reported and recorded if they affect more than one user

Correct Answer: B

QUESTION 5

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 6

Deming proposed a system of continuous improvement. Which four activities does this system involve?
A. Plan. Do. Check and Act

B. Plan. Do. Evaluate and Act

C. Plan. Perform. Audit and Improve

D. Plan. Perform. Evaluate and Act

Correct Answer: A

QUESTION 7
E

What is the purpose of CobiTTM?

A. to provide a high level process model that organizes a broad range of IT activities
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B. to provide a set of detailed practices on how to implement processes and is therefore well suited as a process
implementation tool

C. to provide a certified measurement framework that legally provides proof of meeting the Sarbanes-Oxley (SOX)
requirements

D. to provide a uniform structure to understand, implement and evaluate IT capabilities, performance and risks

Correct Answer: D

QUESTION 8

A company decides to apply the principle of continual improvement. Which action would result from this decision?
A. Analyze and evaluate the existing situation to identify areas for improvement

B. Analyze customer satisfaction and identify resulting actions

C. Review the Service Management System at least annual

D. Start an internal service organization evaluation

Correct Answer: A

QUESTION 9

Through which process does the implementation of new or changed services, including closure of a service, need to be
planned and approved?

A. Business Relationship Management
B. Change Management

C. Release Management

D. Service Level Management

Correct Answer: B

QUESTION 10

Which process aims to prevent incidents resulting from changes to the IT infrastructure?
A. Availability Management

B. Change Management

C. Incident Management
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D. Problem Management

Correct Answer: B

QUESTION 11

What is a parameter for measuring progress relative to key objectives in an organization?
A. Balanced Scorecard (BCS)

B. Critical Success Factor (CSF)

C. Key Performance Indicator (KPI)

D. Service Improvement Program (SIP)

Correct Answer: C

QUESTION 12
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

QUESTION 13

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
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B. Problem Management
C. Service Desk Service
D. Level Management

Correct Answer: C

QUESTION 14

What has to be included in a well defined process?
A. Expected outcomes

B. Functions

C. Statistical support

=l

D. Timelines

Correct Answer: A

QUESTION 15

What is the best definition of "Quality system"?

=l

A. ability to maintain availability of the IT infrastructure, services and supporting organization to ensure these
requirements are met consistently

B. mandatory Quality management practices followed by everyone in the service provider organizations
C. organizational structure related to responsibilities, procedures and resources for implementing quality management

D. set of the measures and procedures used to ensure that the services provided continue to fulfill the expectations of
the customer and the relevant agreements

Correct Answer: C
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