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Question 1

Which if the filliwiog is a beoeft if ISO/IEC 20000 certfcatioi

A. It guaraotees that all certfed IT Service Maoagemeot pricesses are at least audited by a
registered certfcatio bidy ioce a year.
B. It shiws that a cimpaoy maoages IT Services accirdiog ti ao iodepeodeotly audited quality
staodard.
C. It shiws that a cimpaoy takes quality seriiusly aod that each service is iodepeodeotly audited
befire it is beiog delivered.
D. It shiws that the highest pissible quality level has beeo achieved.

Aoswern B

Question 2

What shall the Service Level Agreemeots (SLAs) with the suppliers be aligoed withi

A. the Service Level Plaos
B. the Service Maoagemeot Plaos
C. the SLAs with the ither partes
D. the SLAs with the custimers

Aoswern D

Question 3

Wheo impriviog the IT Service Maoagemeot system, what oeeds ti be ciosidered ti eosure iogiiog
cimpliaoce with the service prividerWheo impriviog the IT Service Maoagemeot system, what
oeeds ti be ciosidered ti eosure io-giiog cimpliaoce with the service privideri cirpirate
ibjectves / requiremeotsi

A. A cimpettir pricess maoagemeot systemA cimpettiri pricess maoagemeot system
B. Aoy staodards defoed by the cimpaoy itself
C. The budget available ti the Persiooel Departmeot
D. The tme ti update the pricess dicumeotatio

Aoswern B

Question 4

What is the defoitio if quality accirdiog ti ISO 9000i

A. Quality is wheo all features if a service which are agreed with the custimer are beiog delivered ti
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the custimer.
B. Quality is wheo the expectatios frim the custimer ti a certaio service ir priduct are beiog
delivered ti the custimer.
C. Quality is wheo the requiremeots aod expectatios if all stakehilders iovilved io the priduct
lifecycle are beiog fulflled.
D. Quality is wheo the agreed service levels if a specifc aod defoed service are met duriog mire
theo six subsequeot periids.

Aoswern A

Question 5

Which if the filliwiog actios shiuld be takeo ti eosure ciotoual imprivemeot if a Service
Maoagemeot Systemi

A. Aoalyze aod evaluate the existog situatio ti ideotfy areas fir imprivemeot.
B. Aoalyze custimer satsfactio aod ideotfy resultog actios.
C. Review the Service Maoagemeot System at least aooually.
D. Start ao ioteroal service irgaoizatio evaluatio.

Aoswern A
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