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QUESTION 1

What shall the Service Level Agreements (SLAs) with the suppliers be aligned with? 

A. The Service Level Plans 

B. The Service Management Plans 

C. The SLAs with the other parties 

D. The SLAs with the customers 

Correct Answer: D 

 

QUESTION 2

Why is it important for Service Providers to provide documents and records? 

A. It is part of the requirements (evidence) to become ISO/IEC 20000 compliant. 

B. to be able to uniquely identify and record all Configuration Items (CIs) in the Configuration Management Database
(CMDB) 

C. to ensure effective planning, operation and control of Service Management 

D. to ensure employees are aware of the relevance and importance of their work activities 

Correct Answer: C 

 

QUESTION 3

What does an IT service definition include? 

A. the use of IT to support the customers business processes 

B. the use of IT to support the organizations internal business processes 

C. the use of IT to support the business processes of suppliers and partners 

D. the use of IT to improve employee satisfaction within the organization 

Correct Answer: A 

 

QUESTION 4

What is the objective of a Management System? 

A. To define, agree, record and manage levels of services 



B. To ensure that Key Performance Indicators (KPIs) are defined for all IT services 

C. To ensure that new services and changes to services will be deliverable and manageable at the agreed cost and
services quality 

D. To provide the policies and the framework that is needed for the effective management and implementation of all IT
services 

Correct Answer: D 

 

QUESTION 5

What is the objective of planning and implementing new or changed services? 

A. To ensure that all Changes are assessed, approved, implemented and reviewed in acontrolled manner 

B. To ensure that approved Changes are implemented in the IT infrastructure with acceptablerisks for the current and
new IT services 

C. To ensure that new services and changes to services will be deliverable and manageable atthe agreed cost and
service quality 

D. To ensure that standard methods and procedures are used so that Changes can be handledquickly and with the
lowest possible negative impact on service quality 

Correct Answer: C 

 

QUESTION 6

Which of the following must be included within the Service Management plan? 

A. Configuration Item (CI) type 

B. Information security controls 

C. Return to normal working 

D. Tools as appropriate to support the processes 

Correct Answer: D 

 

QUESTION 7

In planning to implement Service Management, what does the plan need to say regarding tools according to ISO/IEC
20000-2:2005? 

A. The plan defines the tools as appropriate to support the processes. 

B. The plan details the effects of new technologies and techniques on capacity. 

C. The plan does not state any tools requirements. 



D. The plan lists how every individual process is supported by a tool. 

Correct Answer: A 

 

QUESTION 8

What is according to ISO/IEC 20000 a required part of the planning for new or changed services? 

A. establishing a good relationship with the Customer 

B. service acceptance criteria 

C. setting up a process to deal with contractual disputes 

D. the process for identifying, measuring, reporting and managing improvement activities 

Correct Answer: B 

 

QUESTION 9

What purpose can the ISO/IEC 20000 standard serve? 

A. It defines specific Key Performance Indicators (KPIs) upon which service performance can be assessed. 

B. It defines the requirements to be satisfied in a certification audit. 

C. It helps to decide on the requirements that need to be verified within the scope of a supply agreement. 

D. It provides a yardstick for the design of a Total Quality Management System. 

Correct Answer: B 

 

QUESTION 10

Which type of event or activity can trigger a service Change, which would need to be catered for in the Service
Management plan? 

A. Major Incident 

B. Service improvement activities 

C. System Lifecycle Management 

D. Urgent Change 

Correct Answer: B 

 

QUESTION 11



Which of the following is within the scope of the requirements of ISO/IEC 20000? 

A. Charging for IT Services 

B. Information Security Management 

C. Operations 

D. Service Desk 

Correct Answer: B 

 

QUESTION 12

Problem Management is responsible for carrying out trend analysis of Incident volumes and types. What is the reason
for this? 

A. to be able to charge to the correct users of the service 

B. to be able to provide reports to management 

C. to prevent repetitive occurrence of Incidents 

D. to provide input to the Capacity Database 

Correct Answer: C 
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