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QUESTION 1

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 2

What is the objective of a Management System? 

A. to define, agree, record and manage levels of services 

B. to ensure that Key Performance Indicators (KPIs) are defined for all IT services 

C. to ensure that new services and changes to services will be deliverable and manageable at the agreed cost and
services quality 

D. to provide the policies and the framework that is needed for the effective management and implementation of all IT
services 

Correct Answer: D 

 

QUESTION 3

What can be improved by achieving quality objectives? 

A. Effectiveness of the service 

B. Personal satisfaction of the Configuration Manager 

C. Relationship with interested suppliers 

D. Relationship with unauthorized patties 

Correct Answer: A 

 

QUESTION 4

The service provider thinks that the service levels will not be met might a certain incident occur. When will the customer
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be informed? 

A. After the breach 

B. Before the breach 

C. During service reporting 

D. Never 

Correct Answer: B 

 

QUESTION 5

A company decides to apply the principle of continual improvement. Which action would result from this decision? 

A. Analyze and evaluate the existing situation to identify areas for improvement 

B. Analyze customer satisfaction and identify resulting actions 

C. Review the Service Management System at least annual 

D. Start an internal service organization evaluation 

Correct Answer: A 
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