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QUESTION 1

When a new service is being planned Service Level Management (SLM) needs to ensure that existing performance
levels of other IT services will not be unduly impacted. From which process will Service Level Management (SLM)
require input? 

A. Availability Management 

B. Capacity Management Financial 

C. Management for IT Services 

D. IT Service Continuity Management 

Correct Answer: B 

 

QUESTION 2

Which process aims to prevent incidents resulting from changes to the IT infrastructure? 

A. Availability Management 

B. Change Management 

C. Incident Management 

D. Problem Management 

Correct Answer: B 

 

QUESTION 3

What does Service Management aim to achieve? 

A. to exceed expectations at all times based on solid processes followed rigidly at all times 

B. to exceed expectations occasionally, recognizing that the customer will be disappointed at other times 

C. to provide an agreed and well-defined level of quality, based on ongoing communication with the customer 

D. to provide well-defined processes and measures, by which the Service Management organization can rate their
quality for the customer 

Correct Answer: C 
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QUESTION 4

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 5

The Service Desk of supplier X continuous receives the same incident report. This concerns the latest version of a client-
server application. The problem no longer occurs if the former version is re-installed. Because the cause of the incident
has still not been traced, the supplier decides to advise the customers to temporarily install the old version, if the
problem occurs. What is this advice an example of? 

A. Known Error 

B. Problem 

C. Workaround 

D. Request for Change 

Correct Answer: C 
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