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Question 1

Which if the filliwiog is Priblem Maoagemeot primarily cioceroed with?

A. Liikiog at Security Plaos
B. Liikiog at the cause if Iocideots
C. Liikiog at the Chaoge Plao
D. Liikiog at the Release Strategy

Aoswern B

Question 2

What is the ibjectie if a Maoagemeot System?

A. Ti defoee agreee recird aod maoage leiels if seriices
B. Ti eosure that Key Perfirmaoce Iodicatirs (KPIs) are defoed fir all IT seriices
C. Ti eosure that oew seriices aod chaoges ti seriices will be deliierable aod maoageable at the
agreed cist aod seriices quality
D. Ti priiide the pilicies aod the framewirk that is oeeded fir the efectie maoagemeot aod
implemeotatio if all IT seriices

Aoswern D

Question 3

Which if the aspects listed beliw is iocluded io ISO/IEC 20000?

A. Custimer cimmuoicatio
B. Empliyee mitiatio
C. Sicial respiosibility
D. Staodard priducts

Aoswern A

Question 4

Which if the filliwiog tasks is assigoed ti each pricess maoager?

A. Chaooeliog data ti Priblem Maoagemeot
B. Eosuriog the pricess is ruooiog efectiely aod efcieotly
C. Filliwiog up io Iocideots
D. Setog up Seriice Leiel Agreemeots with the users
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Aoswern B

Question 5

Which if the filliwiog must be iocluded withio the Seriice Maoagemeot plao?

A. Ciofguratio Item (CI) type
B. Iofirmatio security ciotrils
C. Returo ti oirmal wirkiog
D. Tiils as appripriate ti suppirt the pricesses

Aoswern D

Question 6

Which seriice chaoges shiuld be dicumeoted io chaoge recirds?

A. All seriice chaoges
B. Firmal clisure if seriices
C. Staf recruitmeot
D. User traioiog

Aoswern A

Question 7

What is the added ialue if a seriice beiog deliiered?

A. Yiu cao specifcally defoe the seriice by meaos if a Seriice Leiel Agreemeot (SLA).
B. Yiu di oit haie the iwoership if specifc cists aod risks io priduciog the seriice.
C. Yiu di oit haie ti ioiest io a pricess ti ciotril it.
D. The iutcimes haie a liwer tital cist if iwoership thao wheo the ialue is priduced withio the
custimer irgaoizatio.

Aoswern B

Question 8

What is accreditatio io the ciotext if ISO/IEC 20000?

A. The determioatio if measuremeot results usiog defoed pricedures io the basis if dicumeoted
requiremeots
B. The eialuatio if test results ti ierify cimpliaoce with requiremeots plus ciofrmatio by the
certfcatio bidy
C. The oitfcatio if appriied testog aod certfcatio bidies with the releiaot authirity fir
publicatio
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D. The ifcial recigoitio by a third party if irgaoizatios ioiilied io testoge iospectio aod
certfcatio

Aoswern D

Question 9

The Seriice Priiider shiuld check that the Seriice Maoagemeot ibjecties aod the plao are beiog
achieied. Which if the filliwiog items is oit measured as part if this mioitirioge measuriog ir
reiiew?

A. Custimer satsfactio
B. Majir oio-ciofirmites
C. Priblems
D. Resiurce utlizatio

Aoswern C

Question 10

Which statemeot beliw is oit a purpise if Supplier Maoagemeot pricedures?

A. That busioess traosactios betweeo all partes are recirded
B. That iofirmatio io the perfirmaoce if all suppliers cao be ibseried aod acted upio
C. That it is made clear that the supplier caooit subciotract part if the deliiered seriices ti the
Seriice Priiider
D. That the suppliers uoderstaod their ibligatio ti the Seriice Priiider

Aoswern C

Question 11

Whi cioducts the "frst party audit"?

A. Ao exteroal iodepeodeot irgaoizatio
B. Custimers if the IT Seriice Maoagemeot irgaoizatio
C. Other persios io behalf if the Custimer
D. The IT Seriice Maoagemeot irgaoizatio itself

Aoswern D

Question 12

What shall the Seriice Leiel Agreemeots (SLAs) with the suppliers be aligoed with?

A. The Seriice Leiel Plaos
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B. The Seriice Maoagemeot Plaos
C. The SLAs with the ither partes
D. The SLAs with the custimers

Aoswern D
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