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QUESTION 1

Which one of the following statements about incident reporting and logging is CORRECT? 

A. Incidents can only be reported by users 

B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal service 

C. All calls to the service desk must be logged as incidents 

D. Incidents reported by technical staff must also be logged as problems 

Correct Answer: B 

 

QUESTION 2

Which of the following is one of the primary objectives of Service Strategy? 

A. To design and build processes that will meet business needs 

B. To provide detailed specifications for the design of IT services 

C. To transform Service Management into a strategic asset 

D. To underscore the importance of services in the global economy 

Correct Answer: B 

 

QUESTION 3

Which one of the following is the BEST definition of the term service management? 

A. A set of specialized organizational capabilities for providing value to customers in the form of services 

B. A group of interacting, interrelated, or independent components that form a unified whole, operating together for a
common purpose 

C. The management of functions within an organization to perform certain activities 

D. Units of organizations with roles to perform certain activities 

Correct Answer: A 

 

QUESTION 4

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 
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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 5

Which of the following statements about processes is INCORRECT? 

A. The output from a process has to conform to operational norms derived from business objectives 

B. The objective of any IT process should be expressed in terms of business benefits and goals 

C. A process may define policies, standards and guidelines 

D. The definition of Process Control is "The activity of planning and regulating a process, with the objective of achieving
Best Practice" 

Correct Answer: D 
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