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QUESTION 1

Which of the following is NOT the responsibility of service catalogue management? 

A. Ensuring that information in the service catalogue is accurate 

B. Ensuring that service level agreements are current 

C. Ensuring that information in the service catalogue is consistent with information in the service portfolio 

D. Ensuring that all operational services are recorded in the service catalogue 

Correct Answer: B 

 

QUESTION 2

Which of the following are Service Desk organizational structures? 

1.

 Local Service Desk 

2.

 Virtual Service Desk 

3.

 IT Help Desk 

4.

 Follow the Sun 

A. 2, 3 and 4 only 

B. 1, 2 and 4 only 

C. 1, 2 and 3 only 

D. 1, 3 and 4 only 

Correct Answer: B 

 

QUESTION 3

Who is responsible for ensuring that the Request Fulfillment process is being performed according to the agreed and
documented process? 

A. The Request Fulfillment Process Manager 
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B. The Request Fulfillment Process Owner 

C. The Service Desk Manager 

D. The Service Manager 

Correct Answer: B 

 

QUESTION 4

The MAIN purpose of the Service Portfolio is to describe services in terms of? 

A. Business Value 

B. Functionality 

C. IT Assets 

D. Service Level Requirements 

Correct Answer: A 

 

QUESTION 5

Which of the following statements is INCORRECT? 

A. The SKMS is part of the Configuration Management System (CMS) 

B. The SKMS can include data on the performance of the organization 

C. The Service Knowledge Management System (SKMS) includes Configuration Management Databases (CMDB) 

D. The SKMS can include user skill levels 

Correct Answer: A 
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