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M
C 

What is the 
best definition 
of an Incident 
Model? 

Predictin
g the 
impact 
of 
incident
s on the 
network 

incor
rect 

A type of 
Incident 
that is 
used as a 
best 
practice 
model 

incor
rect 

A set of 
pre-
defined 
steps to 
be 
followed 
when 
dealing 
with a 
known 
type of 
Incident 

corre
ct 

An 
Incident 
that 
requires 
a 
separate 
system 

incor
rect 

M
C 

What is the 
difference 
between a 
Known Error 
and a 
Problem? 

The 
underlyi
ng cause 
of a 
Known 
Error is 
known. 
The 
underlyi
ng cause 
of a 
Problem 
is not 
known 

corre
ct 

A Known 
Error 
involves 
an error 
in the IT 
infrastru
cture. A 
Problem 
does not 
involve 
such an 
error. 

incor
rect 

A 
Known 
Error 
always 
originat
es from 
an 
Incident. 
This is 
not 
always 
the case 
with a 
Problem
. 

incor
rect 

With a 
Problem
, the 
relevant 
Configur
ation 
Items 
have 
been 
identifie
d. This is 
not the 
case 
with a 
Known 
Error. 

incor
rect 

M
C 

Information is 
regularly 
exchanged 
between 
Problem 
Management 
and Change 
Management. 
What 
information is 
this? 

Known 
Errors 
from 
Problem 
Manage
ment, 
on the 
basis of 
which 
Change 
Manage
ment 
can 

incor
rect 

RFCs 
resulting 
from 
Known 
Errors 

corre
ct 

RFCs 
from the 
users 
that 
Problem 
Manage
ment 
passes 
on to 
Change 
Manage
ment 

incor
rect 

RFCs 
from the 
Service 
Desk 
that 
Problem 
Manage
ment 
passes 
on to 
Change 
Manage
ment 

incor
rect 



generate 
Request
s for 
Change 
(RFCs) 

M
C 

Incident 
Management 
has a value to 
the business 
by? 

Helping 
to 
control 
cost of 
fixing 
technolo
gy 

incor
rect 

Enabling 
custome
rs to 
resolve 
Problem
s 

incor
rect 

Helping 
to 
maximis
e 
business 
impact 

incor
rect 

Contribu
ting to 
the 
reductio
n of 
impact 

corre
ct 

M
C 

Which of the 
following is 
NOT an 
example of a 
Service 
Request? 

A user 
calls the 
Service 
Desk to 
order a 
new 
mouse 

incor
rect 

A user 
calls the 
Service 
Desk 
because 
they 
would 
like to 
change 
the 
function
ality of 
an 
applicati
on 

corre
ct 

A user 
calls the 
service 
desk to 
reset 
their 
passwor
d 

incor
rect 

A user 
logs 
onto an 
internal 
web site 
to 
downloa
d a 
licensed 
copy of 
softwar
e from a 
list of 
approve
d 
options 

incor
rect 

M
C 

The BEST 
definition of an 
event is? 

A 
situation 
where a 
capacity 
threshol
d has 
been 
exceede
d and an 
agreed 
Service 
Level 
has 
already 
been 
impacte
d 

incor
rect 

An 
occurren
ce that is 
significa
nt for 
the 
manage
ment of 
the IT 
Infrastru
cture or 
delivery 
of 
services 

corre
ct 

A 
problem 
that 
requires 
immedia
te 
attentio
n 

incor
rect 

A social 
gatherin
g of IT 
staff to 
celebrat
e the 
release 
of a 
service 

incor
rect 

M
C 

Which of the 
following is 
NOT an 
objective of 
Service 
Operation? 

Through 
testing, 
to 
ensure 
that 
services 

corre
ct 

To 
deliver 
and 
support 
IT 
Services 

incor
rect 

To 
manage 
the 
technolo
gy used 
to 

incor
rect 

To 
monitor 
the 
perform
ance of 
technol

incor
rect 



are 
designed 
to meet 
business 
needs 

deliver 
services 

ogy and 
process
es 

M
C 

Which of the 
following BEST 
describes the 
purpose of 
Event 
Management? 

he 
ability to 
detect 
events, 
analyse 
them 
and 
determi
ne the 
appropri
ate 
control 
action 

corre
ct 

The 
ability to 
coordina
te 
changes 
in events 

incor
rect 

he 
ability to 
monitor 
and 
control 
projecte
d service 
outages 

incor
rect 

The 
ability to 
report 
on 
success 
of all 
batch 
processi
ng jobs 

incor
rect 

M
C 

IT Service 
Management 
using the ITIL 
Framework is 
more 
important than 
achieving the 
Business 
Objectives?  

I 
disagree 
with this 
stateme
nt  

corre
ct 

 I agree 
with this 
stateme
nt  

incor
rect 

 I need 
to check 
with my 
Manage
r  

incor
rect 

Both b 
& C 

incor
rect 

M
C 

You are in 
charge of 
putting an 
agreement in 
place between 
your 
organization 
and a supplier 
of support 
services from 
outside your 
company. 
What is the 
name of the 
document that 
you must 
create?  

Operatio
nal Level 
Agreem
ent 
(OLA)  

incor
rect 

 
Underpi
nning 
contract 
(UC)  

corre
ct 

Service 
Catalog 
(SC)  

incor
rect 

 Service 
Level 
Agreem
ent 
(SLA)  

incor
rect 

M
C 

A new 
application has 
been released 
across the 
organization. 
The application 
was not 

Service 
Desk  

incor
rect 

Problem 
Manage
ment  

incor
rect 

 Incident 
Manage
ment  

corre
ct 

 Release 
Manage
ment  

incor
rect 



properly 
tested. When 
all the staff 
come in for 
work after the 
weekend they 
are unable to 
get access to 
the new 
application. 
Which process 
will first notice 
the effect of 
this?  

M
C 

You have to 
send an e-mail 
to your 
colleagues 
about the 
definition of 
Problem 
Management. 
Which of the 
following 
descriptions 
would you 
select?  

 
Problem 
Manage
ment 
aims to 
get to 
the root 
cause of 
Incident
s and 
then 
initiate 
actions 
to 
improve 
or 
correct 
the 
situation
.  

corre
ct 

Problem 
Manage
ment is 
about 
classifyin
g 
incidents 
into 
related 
problem
s.  

incor
rect 

Problem 
manage
ment 
seeks 
informat
ion from 
Configur
ation 
Manage
ment 
regardin
g the 
technica
l nature 
of the 
infrastru
cture 

incor
rect 

Problem 
Manage
ment is 
an 
activity 
that is 
only 
perform
ed 
periodic
ally and 
not each 
day.  

incor
rect 

M
C 

You work on 
the Service 
Desk. You have 
noticed that 
every Monday 
morning you 
receive a lot 
calls regarding 
the 
unavailability 
of an 
application. 
Which process 
will benefit the 
most from 
learning about 
your findings?    

incident 
manage
ment 

incor
rect 

problem 
manage
ment 

corre
ct 

Event 
manage
ment 

incor
rect 

change 
manage
ment 

incor
rect 



M
C 

Which of the 
following is 
defined as the 
underlying 
cause of one of 
more 
unplanned 
interruptions 
to an IT 
Service? 

Incident incor
rect 

Workaro
und 

incor
rect 

Problem corre
ct 

Event incor
rect 

M
C 

Which of the 
following is the 
purpose of the 
Request 
Fulfillment 
process? 

To 
provide 
users 
with 
informat
ion on 
service 
availabili
ty and 
the 
required 
steps to 
obtain 
them 

incor
rect 

To 
manage 
the 
lifecycle 
of all 
Service 
Requests 
from 
users 

corre
ct 

To allow 
users to 
make 
use of IT 
Services, 
data or 
other 
assets 

incor
rect 

To 
ensure 
that 
normal 
service 
operatio
n is 
restored 
as 
quickly 
and the 
business 
impact 
is 
minimiz
ed 

incor
rect 

M
C 

As a category, 
Event are of 
____________
types 

Exceptio
n 

incor
rect 

Informat
ional 

incor
rect 

Both corre
ct 

None incor
rect 

M
C 

Incidents can 
be logged by 

Technica
l Staff 

incor
rect 

User incor
rect 

Service 
Desk 

incor
rect 

All corre
ct 

M
C 

What is the 
key role of 
service 
operations?  

To deal 
with the 
internal 
focus of 
an 
organiza
tion 

incor
rect 

To deal 
with the 
external 
focus of 
an 
organiza
tion 

incor
rect 

To 
achieve 
a 
balance 
between 
conflicti
ng set of 
prioritie
s 

corre
ct 

To deal 
with the 
informat
ion 
security 
of an 
organiza
tion 

incor
rect 

M
C 

How  can be a 
proactive 
organization 
defined as?  

An 
organiza
tion 
where 
there is 
no need 
for an 
external 
driver 

incor
rect 

An 
organiza
tion is 
one 
which 
does not 
act 
unless it 
is 
prompte

incor
rect 

An 
organiza
tion 
which is 
always 
looking 
for ways 
to 
improve 
the 

corre
ct 

All incor
rect 



d to do 
so by an 
external 
driver 

current 
situation 

M
C 

How many 
types of 
documentation
s are there in 
any process 
associated 
with IT 
Operations 
Management? 

6 corre
ct 

12 incor
rect 

3 incor
rect 

9 incor
rect 

M
C 

RFCs can be an 
input for which 
of the 
following 
process? 

Request 
fulfillme
nt 
manage
ment 

corre
ct 

Access 
manage
ment 

incor
rect 

Incident 
manage
ment 

incor
rect 

Problem 
manage
ment 

incor
rect 

M
C 

identify which 
of the 
following 
operation 
related to 
"Craft Era" 

simple 
project 

incor
rect 

Batch 
Project 

incor
rect 

Both corre
ct 

None incor
rect 

M
C 

Example for 
software as IT 
infrastructure 
is 

Data 
centers 

incor
rect 

ERP incor
rect 

CRM incor
rect 

Both b 
& C 

corre
ct 

T
F 

Operation 
Bridge is not a 
physical 
location where 
IT service and 
IT 
infrastructure 
are Monitor 
and Managed 

FALSE TRUE 
      

M
C 

IT Operation 
Management 
function is 
divided into 
______sub-
functions 

3 incor
rect 

4 incor
rect 

1 incor
rect 

2 corre
ct 

M
C 

Lean 
production 
belongs to 
________ Era 

Craft incor
rect 

Mass 
Producti
on 

incor
rect 

Strategic 
Operatio
n 

corre
ct 

IT 
Operati
on 

incor
rect 

M
C 

What is 
included in a 
policy 
document? 

Structur
ed set of 
activities 

incor
rect 

Manage
ment 
expectati
ons and 

corre
ct 

Steps 
that 
specify 
how to 

incor
rect 

None incor
rect 



intention
s in a 
formally 
docume
nted 
manner 

achieve 
an 
activity 

M
C 

What is work 
instruction 
documentation
? 

A 
docume
nt 
containi
ng a 
structur
ed set of 
activities 
designed 
to 
accompli
sh a 
specific 
objectiv
e 

incor
rect 

A 
docume
nt 
containi
ng 
manage
ment 
expectati
ons and 
intention
s in a 
formally 
docume
nted 
manner 

incor
rect 

A 
docume
nt 
containi
ng 
detailed 
instructi
ons that 
specify 
exactly 
what 
steps to 
follow 
to carry 
out an 
activity 
in a 
defined 
way 

corre
ct 

A 
docume
nt 
containi
ng steps 
that 
specify 
how to 
achieve 
an 
activity 

incor
rect 

M
C 

What is a 
procedure 
document? 

A 
docume
nt 
containi
ng a 
structur
ed set of 
activities 
designed 
to 
accompli
sh a 
specific 
objectiv
e 

incor
rect 

A 
docume
nt 
containi
ng steps 
that 
specify 
how to 
achieve 
an 
activity 

corre
ct 

A 
docume
nt 
containi
ng 
manage
ment 
expectat
ions and 
intentio
ns in a 
formally 
docume
nted 
manner 

incor
rect 

A 
docume
nt 
containi
ng 
detailed 
instructi
ons that 
specify 
exactly 
what 
steps to 
follow 
to carry 
out an 
activity 
in a 
defined 
way 

incor
rect 

M
C 

What is a 
process 
document? 

A 
docume
nt 
containi
ng 
detailed 
instructi

incor
rect 

A 
docume
nt 
containi
ng a 
structure
d set of 

corre
ct 

A 
docume
nt 
containi
ng 
manage
ment 

incor
rect 

None incor
rect 



ons that 
specify 
exactly 
what 
steps to 
follow to 
carry out 
an 
activity 
in a 
defined 
way 

activities 
designed 
to 
accompli
sh a 
specific 
objective 

expectat
ions and 
intentio
ns in a 
formally 
docume
nted 
manner 

 


