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QUESTION 1

Which of the following is NOT an objective of the Operations Management function? 

A. Swift application of skills to diagnose any IT Operations failures that occur 

B. Regular scrutiny and improvements to achieve improved service at reduced costs 

C. First line Incident investigation and diagnosis logged by users 

D. Maintenance of status quo to achieve stability of day to day processes and activities 

Correct Answer: C 

 

QUESTION 2

What body exists to support the authorization of changes and to assist change management in the assessment and
prioritization of changes? 

A. The change authorization board 

B. The change advisory board 

C. The change implementer 

D. The change manager 

Correct Answer: B 

 

QUESTION 3

Which of the following would be examined by a major problem review? 

1.

 Things that were done correctly 

2.

 Things that were done incorrectly 

3.

 How to prevent recurrence 

4.

 What could be done better in the future 

A. 1 only 



B. 2 and 3 only 

C. 1, 2 and 4 only 

D. All of the above 

Correct Answer: D 

 

QUESTION 4

Which of the following is an example of proactive problem management? 

A. Automated detection of an infrastructure or application fault, using event/alert tools automatically to raise an incident 

B. Analysis of an incident by a technical support group which revels that an underlying problem exists, or is likely to
exist 

C. Suspicion or detection of a cause of one or more incidents by the service desk 

D. Trending of historical incident records to identify one or more underlying causes 

Correct Answer: B 

 

QUESTION 5

Which process is responsible for managing all service requests from users? 

A. Change fulfillment 

B. Incident management 

C. Request fulfillment 

D. Event management 

Correct Answer: C 

 

QUESTION 6

Which of the following correctly states the relationship between urgency, priority and impact? 

A. Impact, priority and urgency are independent of each other 

B. Urgency should be based on impact and priority 

C. Impact should be based on urgency and priority 

D. Priority should be based on impact and urgency 

Correct Answer: D 



 

QUESTION 7

What BEST defines serviceability? 

A. How quickly a service or component can be restored to normal working order 

B. How long a service or component can perform its agreed function without failure 

C. The ability of a third-party supplier to meet the terms of its contract 

D. The part of the business process that is critical to providing the service 

Correct Answer: C 

 

QUESTION 8

Where are the details of core and enhancing service provided? 

A. The definitive media library. 

B. The configuration management system. 

C. The service portfolio. 

D. The service catalogue. 

Correct Answer: D 

 

QUESTION 9

What are customers of an IT service provider who purchase services in terms of a legally binding contract known as? 

A. Strategic customers 

B. External customers 

C. Valued customers 

D. Internal customers 

Correct Answer: B 

 

QUESTION 10

Which process is responsible for eliminating recurring incidents and minimizing the impact of incidents that cannot be
prevented? 

A. Service level management 



B. Problem management 

C. Change management 

D. Event management 

Correct Answer: B 

 

QUESTION 11

Which service lifecycle stage provides the following values to the business? 

A. Service transition 

B. Service strategy 

C. Service operation 

D. Service design 

Correct Answer: C 

 

QUESTION 12

The multi-level SLA\\' is a three-layer structure. Which one of the following layers is NOT part of this type of SLA? 

A. Customer level 

B. Service level 

C. Corporate level 

D. Configuration level 

Correct Answer: D 
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