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QUESTION 1

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 

 

QUESTION 2

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 3

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 

 

QUESTION 4



What is a function of processes? 

A. They express the level of compliance with the requested quality characteristics. 

B. They represent a complete set of monitoring options. 

C. They describe vertical and horizontal escalation options. 

D. They complement descriptions of structural and organizational roles and responsibilities 

Correct Answer: B 

 

QUESTION 5

What is the best definition of "Quality system"? 

A. ability to maintain availability of the IT infrastructure, services and supporting organization to ensure these
requirements are met consistently 

B. mandatory Quality management practices followed by everyone in the service provider organizations 

C. organizational structure related to responsibilities, procedures and resources for implementing quality management 

D. set of the measures and procedures used to ensure that the services provided continue to fulfill the expectations of
the customer and the relevant agreements 

Correct Answer: C 

 

QUESTION 6

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 7

In many organizations, management tasks or parts of those tasks are performed by third parties. Agreements are made
with these parties that are expressed in documents. 

What are these documents called? 

A. Service level agreements (SLAs) 



B. Operational level agreements (OLAs) 

C. Service contracts 

D. Underpinning contracts (UCs) 

Correct Answer: C 

 

QUESTION 8

What is the objective of the maintain and improve the SMS stage (Act)? 

A. to improve the efficiency and effectiveness of the business 

B. to improve the efficiency and effectiveness of the processes 

C. to improve the efficiency and effectiveness of service provision 

D. to improve the efficiency and effectiveness of service support 

Correct Answer: C 

 

QUESTION 9

Which process or function has the responsibility of distributing information to users? 

A. Change Management 

B. Customer Relationship Management 

C. Incident Management 

D. Service Desk 

Correct Answer: D 

 

QUESTION 10

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 11

In recent months at a transport company with 1500 desktops, dozens of requests have been received for expansion of
the internal memory because its size has proven to be insufficient. Which process should have prevented this from
happening? 

A. Capacity Management 

B. Service Level Management 

C. Configuration Management 

D. Availability Management 

Correct Answer: A 

 

QUESTION 12

A number of new PCs have been installed at a company\\'s offices. For which activity was the Configuration
management process responsible? 

A. Establishing the correct links in the Local Area Network 

B. Installing software 

C. Making available the necessary user\\'s manuals 

D. Recording data regarding the PCs 

Correct Answer: D 
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