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QUESTION 1

What is the difference between a process owner and a process manager? 

A. a process owner is responsible for the effectiveness of the process and a process manager is responsible for the
realization of the process 

B. a process owner is a director and a process manager is a manager 

C. a process owner must have a Manager\\'s Certificate and a process manager must have a Practitioner\\'s certificate 

D. a process owner will work directly with business leadership and the process manager only works within IT 

Correct Answer: A 

 

QUESTION 2

Why is it important that the Service Desk attempts to link an Incident to a Known Error? 

A. because this is part of the IT Service Management model 

B. because this means the incident can be resolved more quickly 

C. because this allows incidents to be better tracked 

D. because otherwise Problem Management cannot work 

Correct Answer: B 

 

QUESTION 3

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 4

Staff should be trained in relevant aspects of Service Management. What information with respect to training should be
maintained? 
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A. A chronological training record for each individual 

B. A record of all future training courses for each employee 

C. An overview of all personal details per employee 

D. An overview of all possible training modules that match with competences 

Correct Answer: A 

 

QUESTION 5

In recent months at a transport company with 1500 desktops, dozens of requests have been received for expansion of
the internal memory because its size has proven to be insufficient. Which process should have prevented this from
happening? 

A. Capacity Management 

B. Service Level Management 

C. Configuration Management 

D. Availability Management 

Correct Answer: A 
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