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QUESTION 1

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

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

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

C. A change of state which has significance for the management of a Configuration Item or IT Service
D. Loss of ability to operate to specification, or to deliver the required output

Correct Answer: B

QUESTION 2

Service design emphasizes the importance of the "Four Ps". These "Four Ps" include Partners, People, Processes and
one other "P". Which of the following is the additional "P"?

A. Profit

B. Preparation
C. Products
D. Potential

Correct Answer: C

QUESTION 3

What is the BEST description of the purpose of the service operation stage of the service lifecycle?
A. To decide how IT will engage with suppliers during the service lifecycle

B. To proactively prevent all outages to IT services

C. To design and build processes that will meet business needs

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

Correct Answer: D

QUESTION 4
Which practice helps to ensure that the services delivered to customers are aligned with their needs?

A. Service request management
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B. Change enablement
C. Service level management
D. Problem management

Correct Answer: C

QUESTION 5

Which of the following is the BEST reason for categorizing incidents?

A. To establish trends for use in problem management and other IT service management (ITSM) activities
B. To ensure service levels are met and breaches of agreements are avoided

C. To enable the incident management database to be partitioned for greater efficiency

D. To identify whether the user is entitled to log an incident for this particular service

Correct Answer: A
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