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QUESTION 1

What defines Service Quality\\'? 

A. A series of activities that can be assessed in advance by a provider and customer 

B. Achieving a 99.999% continuous level of availability 

C. Meeting stated customer requirements and expectations 

D. Providing a cost-effective service 

Correct Answer: C 

 

QUESTION 2

Which process has the goal to maintain and improve rr Service quality, through a constant cycle of agreeing, monitoring
and reporting upon IT service achievements and the investigation of actions to eradicate poor service? 

A. Availability Management 

B. Financial Management for IT Services 

C. IT Service Continuity Management 

D. Service Level Management 

Correct Answer: D 

 

QUESTION 3

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 4

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 responsiblefor the
realization of the process 
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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\\'scertificate 

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

Correct Answer: A 

 

QUESTION 5

Which statement below is not a purpose of Supplier Management procedures? 

A. That business transactions between all parties are recorded 

B. That information on the performance of all suppliers can be observed and acted upon 

C. That it is made clear that the supplier cannot subcontract part of the delivered services to the ServiceProvider 

D. That the suppliers understand their obligation to the Service Provider 

Correct Answer: C 

 

QUESTION 6

Which statement with regard to Information Security Management is true? 

A. Information Security Management to specifically focus on managing Information Security effective within
allinformation systems. 

B. Management with appropriate authority shall approve an Information Security policy. 

C. Security Incidents need to be reported and recorded immediately in line with the Problem Managementprocedure. 

D. Security Incidents shall only be reported and recorded if they affect more than one user 

Correct Answer: B 

 

QUESTION 7

What defines Service Quality? 

A. A series of activities that can be assessed in advance by a provider and customer 

B. Achieving a 99.999% continuous level of availability 

C. Meeting stated customer requirements and expectations 

D. Providing a cost-effective service 

Correct Answer: C 
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QUESTION 8

In the context of standards, what does the term "conformity" stand for? 

A. Alignment of an audit nonconformity report to a re-audit report 

B. Compliance with a requirement 

C. Quality Management System certification by an approved body 

D. Verification of supplier certification 

Correct Answer: B 

 

QUESTION 9

What is the contribution of Availability Management to the Service Level Management process? 

A. Availability Management provides information about the availability of the services being provided. 

B. Availability Management acts in consultation with users to determine the availability of IT services. 

C. Availability Management supplies data about the availability requirements of users. 

D. Availability Management ensures that a Service Level Agreement (SLA) is available for all users. 

Correct Answer: A 

 

QUESTION 10

What is the aim of an internal audit? 

A. To ensure and improve one\\'s own quality capability 

B. To instruct all employees that quality-related requirements must be observed 

C. To monitor employee performance 

D. To verify whether the defined key performance indicators (KPIs) are actually determined 

Correct Answer: A 

 

QUESTION 11

What are the key contents of an IT Service Management system? 

A. A documented organizational and operational structure 

B. A software system for the ticket 
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C. A software system to monitor the key performance indicators (KPIs) 

D. Systematic processes for ticket recording and follow-up only 

Correct Answer: A 

 

QUESTION 12

Staff should be trained in relevant aspects of Service Management. What information with respect to training should be
maintained? 

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 13

A Release policy needs to be documented and agreed. What must be included in the Release policy? 

A. an analysis of the success or failure of 

B. Releases Requests For Change (RFCs) 

C. the frequency and type of Releases 

D. the Release dates 

Correct Answer: C 

 

QUESTION 14

Due to excessive workload, the Desktop Support group has been unable to meet their agreed service levels. One of the
major contributing factors is the time being spent in direct communication with users. Which Process or Function can
help to alleviate some of this workload? 

A. Incident Management 

B. Problem Management 

C. Service Desk Service 

D. Level Management 

Correct Answer: C 
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QUESTION 15

When improving the IT Service Management system, what needs to be considered to ensure on- going compliance with
the service provider\\'s corporate objectives / requirements? 

A. A competitor\\'s process management system 

B. Any standards defined by the company itself 

C. The budget available to Human Resources 

D. The time to update the process documentation 

Correct Answer: B 
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