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QUESTION 1

Looking for ways to improve process efficiency and cost effectiveness is a purpose of which part of the 

service lifecycle? 

A. Service operation 

B. Service transition 

C. Continual service improvement 

D. Service strategy 

Correct Answer: C 

 

QUESTION 2

Which is the correct combination of items that makes up an IT service? 

A. Customers, providers and documents 

B. Information technology, people and processes 

C. Information technology, networks and people 

D. People, process and customers 

Correct Answer: B 

 

QUESTION 3

Which of the following identify the purpose of business relationship management? 

1.

 To establish and maintain a business relationship between service provider and customer 

2.

 To identify customer needs and ensure that the service provider is able to meet 

A. Both of the above 

B. 1 only 

C. 2 only 

D. Neither of the above 

Correct Answer: A 
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QUESTION 4

What is a characteristic of a process? 

A. It requires a specific tool 

B. It is performance driven and measurable 

C. It provides generic technical skills and resources 

D. It does not react to a specific trigger 

Correct Answer: B 

 

QUESTION 5

Which process is responsible for dealing with complaints, comments, and general enquiries from users? 

A. Service level management 

B. Service portfolio management 

C. Request fulfilment 

D. Demand management 

Correct Answer: C 

 

QUESTION 6

Which statement about change management is CORRECT? 

A. It optimizes overall business risk 

B. It optimizes financial exposure 

C. It ensures that all changes are authorized by the change advisory board (CAB) 

D. It ensures that servicerequests follow the normal change management process 

Correct Answer: C 

 

QUESTION 7

What should the IT service continuity process primarily support? 

A. Critical IT processes 

B. All the services in the service portfolio 
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C. Business continuity strategy 

D. Mission critical services at peak business periods 

Correct Answer: C 

 

QUESTION 8

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 9

A process owner is responsible for which of the following? 

1.

 Defining the process strategy 

2.

 Assisting with process design 

3.

 Improving the process 

4.

 Performing all activities involved in a process 

A. 2, 3 and 4 only 

B. All of the above 

C. 1, 2 and 3 only 

D. 1, 2 and 4 only 

Correct Answer: C 

 

QUESTION 10
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Which of the following is NOT one of the five individual aspects of service design? 

A. The design of the service portfolio, including the service catalogue 

B. The design of new or changed services 

C. The design of market spaces 

D. The design of the technology architectures 

Correct Answer: C 

 

QUESTION 11

What are underpinning contracts used to document? 

A. The provision of IT services or business services by a service provider 

B. The provision of goods and services by third party suppliers 

C. Service levels that have been agreed between the internal service provider and their customer 

D. Metrics and critical success factors (CSFs) for internal support teams 

Correct Answer: B 

 

QUESTION 12

The effective management of risk requires specific types of action. Which of the following pairs of actions would be
BEST to manage risk? 

A. Training in risk management for all staff and identification of risks 

B. Identification of risk, analysis and management of the exposure to risk 

C. Control of exposure to risk and investment of capital 

D. Training of all staff and investment of capital 

Correct Answer: B 

 

QUESTION 13

Which one of the following would be the MOST useful in helping to define roles and responsibilities in an organizational
structure? 

A. RACI model 

B. Incident model 

C. Continual service improvement (CSI) approach 
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D. The Deming Cycle 

Correct Answer: A 

 

QUESTION 14

What is the BEST definition of an internal service? 

A. It is a supporting service delivered between functions of the IT service provider 

B. It is any customer-facing service delivered by an outsourced provider 

C. It is a service delivered to the terms of a contract which enables a customer to achieve business outcomes 

D. It is a service delivered between departments or business units in the same organization 

Correct Answer: D 

 

QUESTION 15

Check, Act and Plan are three of the stages of the Deming Cycle. Which is the fourth? 

A. Do 

B. Perform 

C. Implement 

D. Measure 

Correct Answer: A 
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