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QUESTION 1

How many times should each stage of the Plan, Do, Check, Act (PDCA) cycle be visited? 

A. Each stage should be carried out once in the order Plan-Do-Check-Act 

B. There should be a single Plan,then the Do-Check-Act cycle should be repeated multiple times to implement Continual
Improvement 

C. There should be a single Plan and Do,then Check and Act should be carried out multiple times to implement
Continual Improvement 

D. The entire cycle should be repeated multiple times to implement Continual Improvement 

Correct Answer: D 

 

QUESTION 2

What is used to control a process? 

A. Inputs 

B. Functions 

C. Objectives 

D. Stakeholders 

Correct Answer: C 

 

QUESTION 3

Which of these statements about Service Desk staff is CORRECT? 

A. Service Desk staff should be recruited from people who have high levels of technical skill to minimize the cost of
training them 

B. The Service Desk can often be used as a stepping stone for staff to move into other more technical or supervisory
roles 

C. The Service Desk should try to have a high level of staff turnover as the training requirements are low and this helps
to minimize salaries 

D. Service Desk staff should be discouraged from applying for other roles as it is more cost effective to keep them in the
role where they have been trained 

Correct Answer: B 

 

QUESTION 4



What is the BEST description of an operational level agreement (OLA)? 

A. An agreement between the service provider and another part of the same organization 

B. An agreement between the service provider and an external organization 

C. A document that describes to a customer how services will be operated on a day-to-day basis 

D. A document that describes business services to operational staff 

Correct Answer: A 

 

QUESTION 5

Which of the following form part of the five major aspects of service design? 

1.

 Service solutions for new or changed services 

2.

 Management policies and guidelines 

3.

 Business and governance requirements 

4.

 Technology architectures and management architectures 

A. 1 and 2 

B. 2 and 3 

C. 3 and 4 

D. 1 and 4 

Correct Answer: D 

 

QUESTION 6

In which document would you expect to see an overview of actual service achievements against targets? 

A. Operational level agreement(OLA) 

B. Capacity plan 

C. Service level agreement(SLA) 

D. SLA monitoring chart(SLAM) 



Correct Answer: D 

 

QUESTION 7

Which of the following BEST describes the purpose of access management? 

A. To provide a channel for users to request and receive standard services 

B. Provides the rights for users to be able to use a service or group of services 

C. To prevent problems and resulting Incidents from happening 

D. To detect security events and make sense of them 

Correct Answer: B 

 

QUESTION 8

Which process is responsible for low risk, frequently occurring, low cost changes? 

A. Demand management 

B. Incident management 

C. Release and deployment management 

D. Request fulfillment 

Correct Answer: D 

 

QUESTION 9

Which stage of the continual service improvement (CSI) approach is BEST described by the phrase \\'Understand and
agree on the priorities for improvement based on a deeper development of the principles defined in the vision\\'? 

A. Where are we now? 

B. Where do we want to be? 

C. How do we get there? 

D. Did we get there? 

Correct Answer: B 

 

QUESTION 10

Which of the following areas would not be supported by a Service Design tool? 



A. Software design 

B. Process design 

C. Environment design 

D. Strategy design 

Correct Answer: D 

 

QUESTION 11

What do customers NOT have ownership of when receiving value from services? 

A. Specific costs and outcomes 

B. Specific costs and risks 

C. Specific risks and impacts 

D. Specific outcomes and impacts 

Correct Answer: C 

 

QUESTION 12

When should a known error be raised? 

A. Only when the root cause is found and a workaround exists 

B. As soon as it becomes useful to do so 

C. Only when the error in the IT Service is found 

D. As soon as the major problem procedure is executed 

Correct Answer: B 
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