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QUESTION 1

Which of the following should IT service continuity strategy be based on?
1.

Design of the service metrics
2.

Business continuity strategy

3.

Business impact analysis (BIA)
4.

Risk assessment

A. 1,2 and 4 only

B. 1, 2 and 3 only

C. 2,3 and 4 only

D. 1, 3and 4 only

Correct Answer: C

QUESTION 2

Which one of the following is NOT the responsibility of service catalogue management?

A. Ensuring that information in the service catalogue is accurate

B. Ensuring that service level agreements are maintained

C. Ensuring that information in the service catalogue is consistent with information in the service portfolio
D. Ensuring that all operational services are recorded in the service catalogue

Correct Answer: B

QUESTION 3
Which one of the following is the purpose of service level management?
A. To carry out the service operations activities needed to support current IT services

B. To ensure that sufficient capacity is provided to deliver the agreed performance of services
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C. To create and populate a service catalogue
D. To ensure that an agreed level of IT service is provided for all current IT services

Correct Answer: D

QUESTION 4

Which of the following statements correctly states the relationship between urgency, priority and impact?
A. Impact, priority and urgency are independent of each other

B. Urgency should be based on impact and priority

C. Impact should be based on urgency and priority

D. Priority should be based on impact and urgency

Correct Answer: D

QUESTION 5

Which of the following is the best definition of service management?

A. The ability to keep services highly available to meet the business needs

B. A set of specialized organizational capabilities for providing value to customers in the form of services
C. A complete set of all the documentation required to deliver world class services to customers

D. An internationally recognized methodology to provide valuable services to customers

Correct Answer: B
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