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QUESTION 1

Why is it important that the Service Desk attempts to link an Incident to a Known Error? 

A. because this is part of the IT Service Management model 

B. because this means the incident can be resolved more quickly 

C. because this allows incidents to be better tracked 

D. because otherwise Problem Management cannot work 

Correct Answer: B 

 

QUESTION 2

What must be included in a well defined Process structure? 

A. expected results 

B. functions 

C. statistical support 

D. timelines 

Correct Answer: A 

 

QUESTION 3

When can the building and testing of a Change begin? 

A. As soon as the impact analysis has been discussed by the members of the Change Advisory Board 

B. As soon as there is a correct network plan for the change 

C. As soon as the Request for Change (RFC) has been formally authorized 

D. As soon as the Request for Change (RFC) has been classified 

Correct Answer: C 

 

QUESTION 4

Which process aims to prevent incidents resulting from changes to the IT infrastructure? 

A. Availability Management 

B. Change Management 
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C. Incident Management 

D. Problem Management 

Correct Answer: B 

 

QUESTION 5

What may define the scope of Service Management in the Service Management plan? 

A. the location of the services 

B. the number of staff 

C. the size of the infrastructure 

D. the specific processes undertaken 

Correct Answer: A 
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