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QUESTION 1

Implementation of IT1L service management requires the preparation and planning of the effective and efficient use of
"the four Ps." What are these four Ps? 

A. People, process, partners, performance 

B. Performance, process, products, problems 

C. People, process, products, partners 

D. People, products, perspective, partners 

Correct Answer: C 

 

QUESTION 2

Which of the following is NOT an objective of the Operations Management function? 

A. Swift application of skills to diagnose any IT Operations failures that occur 

B. Regular scrutiny and improvements to achieve improved service at reduced costs 

C. First line Incident investigation and diagnosis logged by users 

D. Maintenance of status quo to achieve stability of day to day processes and activities 

Correct Answer: C 

 

QUESTION 3

What are Request Models used for? 

A. Capacity Management 

B. Modeling arrival rates and performance characteristics of service requests 

C. Comparing the advantages and disadvantages of different Service Desk approaches such as local or remote 

D. Identifying frequently received user requests and defining how they should be handled 

Correct Answer: D 

 

QUESTION 4

Which process has the objective to identify changes to the customer environment that could potentially impact the type,
level or utilization of services provided? 

A. Business relationship management 
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B. Service level management 

C. Availability management 

D. Change management 

Correct Answer: D 

 

QUESTION 5

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, processes and customers 

Correct Answer: B 
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