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QUESTION 1
What is a best practice for Capacity Management?

A. A Capacity plan documenting the actual performance and the expected requirements should be produced at least
annually.

B. Decisions about service provision should be based on cost effectiveness comparisons.
C. The resilience of the infrastructure components should be measured and included in the Capacity plan.
D. The Service Catalog should be maintained and kept up-to-date.

Correct Answer: A

QUESTION 2

Input from other Service Management processes is required to keep the IT service continuity plan current Which
process has the most to contribute?

A. Change management

B. Availability management

C. Financial management for IT services
D. Problem management

Correct Answer: A

QUESTION 3

What is a parameter for measuring progress relative to key objectives in an organization?
A. Balanced Scorecard (BCS)

B. Critical Success Factor (CSF)

C. Key Performance Indicator (KPI)

D. Service Improvement Program (SIP)

Correct Answer: C

QUESTION 4
What defines Service Quality?

A. A series of activities that can be assessed in advance by a provider and customer
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B. Achieving a 99.999% continuous level of availability
C. Meeting stated customer requirements and expectations
D. Providing a cost-effective service

Correct Answer: C

QUESTION 5

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
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