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QUESTION 1

Which of the following statements MOST correctly identifies the scope of design coordination activities? 

A. Only changes that introduce new services 

B. It is mandatory that all changes are subject to design coordination activity 

C. Only changes to business critical systems 

D. Any change that the organization believes could benefit 

Correct Answer: D 

 

QUESTION 2

Which one of the following statements is CORRECT? 

A. The configuration management system is part of the known error database 

B. The service knowledge management system is part of the configuration management system 

C. The configuration management system is part of the service knowledge management system 

D. The configuration management system is part of the configuration management database 

Correct Answer: C 

 

QUESTION 3

From the perspective of the service provider, what is the person or group who defines or and agrees their service
targets known as? 

A. User 

B. Customer 

C. Supplier 

D. Administrator 

Correct Answer: B 

 

QUESTION 4

Which of the following is the correct definition of an outcome? 

A. The results specific to the clauses in a service level agreement (SLA) 
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B. The result of carrying out an activity, following a process or delivering an IT service 

C. All the accumulated knowledge of the service provider 

D. All incidents reported to the service desk 

Correct Answer: B 

 

QUESTION 5

Which stage of the change management process deals with what should be done if the change is unsuccessful? 

A. Remediation planning 

B. Categorization 

C. Prioritization 

D. Review and close 

Correct Answer: A 

 

QUESTION 6

What are the three service provider business models? 

A. Internal service provider, outsourced 3rd party and off-shore party 

B. Internal service operations provider, external service operations provider, shared service unit 

C. Internal service provider, external service provider, outsourced 3rd party 

D. Internal service provider, external service provider, shared service unit 

Correct Answer: D 

 

QUESTION 7

Which two processes will contribute MOST to enabling effective problem detection? 

A. Incident and financial management 

B. Change and release and deployment management 

C. Incident and event management 

D. Knowledge and service level management 

Correct Answer: C 
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QUESTION 8

Which of the following is the BEST description of a centralized service desk? 

A. The desk is co-located within or physically close to the user community it serves 

B. The desk uses technology and other support tools to give the impression that multiple desk locations are in one
place 

C. The desk provides 24 hour global support 

D. There is a single desk in one location serving the whole organization 

Correct Answer: D 

 

QUESTION 9

Which one of the following is the CORRECT set of steps for the continual service improvement approach? 

A. Devise a strategy; Design the solution; Transition into production; Operate the solution; Continually improve 

B. Where do we want to be?; How do we get there?; How do we check we arrived?; How do we keep the momentum
going? 

C. Identify the required business outcomes; Plan how to achieve the outcomes; Implement the plan; Check the plan has
been properly implemented; Improve the solution 

D. What is the vision?; Where are we now?; Where do we want to be?; How do we get there?; Did we get there?; How
do we keep the momentum going? 

Correct Answer: D 

 

QUESTION 10

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 

 

QUESTION 11

Which of the following can include steps that will help to resolve an incident? 

1.
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 Incident model 

2.

 Known error record 

A. 1 only 

B. 2only 

C. Both of the above 

D. Neither of the above 

Correct Answer: C 

 

QUESTION 12

Which one of the following is NOT part of the service design stage of the service lifecycle? 

A. Designing and maintaining all necessary service transition packages 

B. Producing quality, secure and resilient designs for new or improved services 

C. Taking service strategies and ensuring they are reflected in the service design processes and the service designs
that are produced 

D. Measuring the effectiveness and efficiency of service design and the supporting processes 

Correct Answer: A 

 

QUESTION 13

Which of the following should be considered when designing measurement systems, methods and metrics? 

1.

 The services 

2.

 The architectures 

3.

 The configuration items 

4.

 The processes 

A. 1, 2 and 3 only 
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B. 1, 3 and 4 only 

C. 2, 3 and 4 only 

D. All of the above 

Correct Answer: D 

 

QUESTION 14

What is the PRIMARY process for strategic communication with the service provider\\'s customers? 

A. Service catalogue management 

B. Service portfolio management 

C. Service desk 

D. Business relationship management 

Correct Answer: D 

 

QUESTION 15

Remediation planning is BEST described in which of the following ways? 

A. Planning how to recover the cost of a change 

B. Planning the steps required to be taken if a change is unsuccessful 

C. Planning how to compensate a user for a failed change 

D. Planning how to advise the change requestor of a failed change 

Correct Answer: B 
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