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QUESTION 1

Problem Management is responsible for carrying out trend analysis of Incident volumes and types. What is the reason
for this? 

A. to be able to charge to the correct users of the service 

B. to be able to provide reports to management 

C. to prevent repetitive occurrence of Incidents 

D. to provide input to the Capacity Database 

Correct Answer: C 

 

QUESTION 2

Which of the following is a best practice concerning information security risk assessment? 

A. Information security risk assessments should be carried out by an external auditor to maintain objectivity. 

B. Information security risk assessments should be performed as a result of the review of every incident. 

C. Information security risk assessments should be performed at agreed intervals and be maintained during changes. 

D. Information security risk assessments should be performed once a year. 

Correct Answer: C 

 

QUESTION 3

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 4

Documentation is a substantial part of the evidence for Service Management What is a best practice relating to
documentation? 

A. Documentation should be kept at least five years for auditing purposes. 
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B. Documentation should be protected from damage due to IT related disasters. 

C. Documentation should be stored at a central place and be only accessible via procedures 

D. Documentation should refer to the requirements of ISO/EC 20000 for audit purposes. 

Correct Answer: B 

 

QUESTION 5

What is required to be in place for emergency changes? 

A. Capacity plans 

B. Controlled Acceptance Test environment 

C. policies and procedures 

D. Service Continuity Plans 

Correct Answer: C 
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