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QUESTION 1

Which one of the following is an objective of service catalogue management? 

A. Negotiating and agreeing service level agreement 

B. Negotiating and agreeing operational level agreements 

C. Ensuring that the service catalogue is made available to those approved to access it 

D. Only ensuring that adequate technical resources are available 

Correct Answer: C 

 

QUESTION 2

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 3

Which process would maintain policies, standards and models for service transition activities and processes? 

A. Change management 

B. Capacity management 

C. Service transition planning and support 

D. Release management 

Correct Answer: C 

 

QUESTION 4

Which of the following would commonly be found in a contract underpinning an IT service? 

1.

 Financial arrangements related to the contract 



2.

 Description of the goods or service provided 

3.

 Responsibilities and dependencies for both parties 

A. 1 and 2 only 

B. 1 and 3 only 

C. 2 and 3 only 

D. All of the above 

Correct Answer: D 

 

QUESTION 5

In which document would you expect to see an overview of actual service achievements against targets? 

A. Operational level agreement (OLA) 

B. Capacity plan 

C. Service level agreement (SLA) 

D. SLA monitoring chart (SLAM) 

Correct Answer: D 

 

QUESTION 6

Which stage of the service lifecycle is MOST concerned with defining policies and objectives? 

A. Service design 

B. Service transition 

C. Continual service improvement 

D. Service operation 

Correct Answer: A 

 

QUESTION 7

The BEST description of an incident is: 

A. An unplanned disruption of service unless there is a backup to that service 



B. An unplanned interruption to service or a reduction in the quality of service 

C. Any disruption to service whether planned or unplanned 

D. Any disruption to service that is reported to the service desk, regardless of whether the service is impacted or not 

Correct Answer: B 

 

QUESTION 8

What is the BEST description of an operational level agreement (OLA)? 

A. An agreement between the service provider and another part of the same organization 

B. An agreement between the service provider and an external organization 

C. A document that describes to a customer how services will be operated on a day-to-day basis 

D. A document that describes business services to operational staff 

Correct Answer: A 

 

QUESTION 9

Which of the following statements about standard changes are CORRECT? 

1.

 The approach is pre-authorized 

2.

 The risk is usually low and well understood 

3.

 Details of the change will be recorded 

4.

 Some standard changes will be triggered by the request fulfilment process 

A. 1 only 

B. 2 and 3 only 

C. 1, 2 and 4 only 

D. All of the above 

Correct Answer: D 

 



QUESTION 10

Which one of the following activities is NOT part of the Deming Cycle? 

A. Act 

B. Plan 

C. Do 

D. Co-ordinate 

Correct Answer: D 

 

QUESTION 11

What is the primary focus of business capacity management? 

A. Management, control and prediction of the performance, utilization and capacity of individual elements of IT
technology 

B. Review of all capacity supplier agreements and underpinning contracts with supplier management 

C. Management, control and prediction of the end-to-end performance and capacity of the live, operational IT services 

D. Future business requirements for IT services are quantified, designed, planned and implemented in a timely fashion 

Correct Answer: D 

 

QUESTION 12

Which of the following service desk organizational structures are described in service operation? 

1.

 Local service desk 

2.

 Virtual service desk 

3.

 IT help desk 

4.

 Follow the sun 

A. 1, 2 and 4 only 

B. 2, 3 and 4 only 



C. 1, 3 and 4 only 

D. 1, 2 and 3 only 

Correct Answer: A 
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