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QUESTION 1

Which one of the following is the purpose of service level management? 

A. To carry out the service operations activities needed to support current IT services 

B. To ensure that sufficient capacity is provided to deliver the agreed performance of services 

C. To create and populate a service catalogue 

D. To ensure that an agreed level of IT service is provided for all current IT services 

Correct Answer: D 

 

QUESTION 2

Availability management is directly responsible for the availability of which of the following? 

A. IT services and components 

B. IT services and business processes 

C. Components and business processes 

D. IT services, components and business processes 

Correct Answer: A 

 

QUESTION 3

Which process is responsible for frequently occurring changes where risk and cost are low? 

A. Incident Management 

B. Request Fulfillment 

C. Release and Deployment Management 

D. Access management 

Correct Answer: B 

 

QUESTION 4

Which process is responsible for ensuring that appropriate testing takes place? 

A. Knowledge management 

B. Release and deployment management 



C. Service asset and configuration management 

D. Service level management 

Correct Answer: B 

 

QUESTION 5

Which one of the following is NOT an aim of the change management process? 

A. To ensure the impact of changes are understood 

B. To ensure that changes are recorded and evaluated 

C. To ensure that all changes to configuration items (CIs) are recorded in the configuration management system (CMS) 

D. To deliver and manage IT services at agreed levels to business users 

Correct Answer: D 

 

QUESTION 6

What are underpinning contracts used to document? 

A. The provision of IT services or business services by a service provider 

B. The provision of goods and services by third party suppliers 

C. Service levels that have been agreed between the internal service provider and their customer 

D. Metrics and critical success factors (CSFs) for internal support teams 

Correct Answer: B 

 

QUESTION 7

"Planning and managing the resources required to deploy a release into production" is a purpose of which part of the
Service Lifecycle? 

A. Service Operation 

B. Service Strategy 

C. Service Transition 

D. Continual Service Improvement 

Correct Answer: C 

 



QUESTION 8

Which of the following is the BEST definition of an Incident? 

A. Loss of ability to operate to specification, or to deliver the required output 

B. A change of state which has significance for the management of a Configuration Item or IT Service 

C. A warning that a threshold has been reached, something has changed, or a failure has occurred 

D. An unplanned interruption to an IT service or reduction in the quality of an IT service 

Correct Answer: D 

 

QUESTION 9

Which of the following statements is CORRECT for every process? 

1.

 It delivers its primary results to a customer or stakeholder 

2.

 It defines activities that are executed by a single function 

A. Both of the above 

B. 1 only 

C. Neither of the above 

D. 2 only 

Correct Answer: B 

 

QUESTION 10

Which of the following processes contributes MOST to quantifying the financial value of IT services to the business? 

A. Service level management 

B. Financial management 

C. Demand management 

D. Risk management 

Correct Answer: B 

 

QUESTION 11



Which of the following do Technology metrics measure? 

A. Components 

B. Processes 

C. The end to end service 

D. Customer satisfaction 

Correct Answer: A 

 

QUESTION 12

Which of the following provide value to the business from service strategy? 

1.

 Enabling the service provider to have a clear understanding of what levels of service will make their customers
successful 

2.

 Enabling the service provider to respond quickly and effectively to changes in the business environment 

3.

 Support the creation of a portfolio of quantified services 

A. All of the above 

B. 1 and 3 only 

C. 1 and 2 only 

D. 2 and 3 only 

Correct Answer: A 
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