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QUESTION 1

Which two processes will contribute MOST to enabling effective problem detection? 

A. Incident and financial management 

B. Change and release and deployment management 

C. Incident and event management 

D. Knowledge and service level management 

Correct Answer: C 

 

QUESTION 2

Which of the following is NOT an objective of Continual Service Improvement? 

A. Review and analyze Service Level Achievement results 

B. Identify activities to improve the efficiency of service management processes 

C. Improve the cost effectiveness of IT services without sacrificing customer satisfaction 

D. Conduct activities to deliver and manage services at agreed levels to business users 

Correct Answer: D 

 

 

QUESTION 3

What guidance does ITIL give on the frequency of production of service reporting? 

A. Service reporting intervals must be defined and agreed with the customers 

B. Reporting intervals should be set by the service provider 

C. Reports should be produced weekly 

D. Service reporting intervals must be the same for all services 

Correct Answer: A 

 

QUESTION 4

What would you call the groups of people who have an interest in the activities, targets, resources and deliverables from
service management? 
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A. Employers 

B. Stakeholders 

C. Regulators 

D. Accreditors 

Correct Answer: B 

 

 

QUESTION 5

Which one of the following statements about incident reporting and logging is CORRECT? 

A. Incidents can only be reported by users 

B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal service 

C. All calls to the service desk must be logged as incidents 

D. Incidents reported by technical staff must also be logged as problems 

Correct Answer: B 
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