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QUESTION 1

One of the responsibilities of Release Management is to ensure that the master copies of software are stored in a
secure location. What is the name of this location? 

A. Capacity Database 

B. Configuration Management Database (CMDB) 

C. Definitive Software Library (DSL) 

D. Software Distribution Library 

Correct Answer: C 

 

QUESTION 2

What is an ISO/EC 20000 requirement relating to the service management plan? 

A. It must be available in at least one hard copy and approved 

B. It must include the documented procedures specified by the standard 

C. It must include the scope of the organization\\'s service management plan 

D. It must never include any know-how of the organization 

Correct Answer: D 

 

QUESTION 3

What would increase the amount of detail in the Configuration Management Database (CMDB)? 

A. Increasing the scope of the CMDB 

B. Increasing the number of attributes of each Configuration Item (CI) in the CMDB 

C. Increasing the number of records in the CMDB 

D. Increasing the use of the CMDB 

Correct Answer: B 

 

QUESTION 4

What is the aim of an internal audit? 

A. To ensure and improve one\\'s own quality capability 
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B. To instruct all employees that quality-related requirements must be observed 

C. To monitor employee performance 

D. To verify whether the defined key performance indicators (KPIs) are actually determined 

Correct Answer: A 

 

QUESTION 5

What does Service Management aim to achieve? 

A. to exceed expectations at all times based on solid processes followed rigidly at all times 

B. to exceed expectations occasionally, recognizing that the customer will be disappointed at other times 

C. to provide an agreed and well-defined level of quality, based on ongoing communication with the customer 

D. to provide well-defined processes and measures, by which the Service Management organization can rate their
quality for the customer 

Correct Answer: C 
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