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QUESTION 1

Which one of the following do major incidents require? 

A. Separate procedures 

B. Less urgency 

C. Longer timescales 

D. Less documentation 

Correct Answer: A 

 

QUESTION 2

Which stage of the continual service improvement (CSI) approach is BEST described by the phrase \\'Understand and
agree on the priorities for improvement based on a deeper development of the principles defined in the vision\\'? 

A. Where are we now? 

B. Where do we want to be? 

C. How do we get there? 

D. Did we get there? 

Correct Answer: B 

 

QUESTION 3

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

A. Employers 

B. Stakeholders 

C. Regulators 

D. Accreditors 

Correct Answer: B 

 

QUESTION 4

Looking for ways to improve process efficiency and cost effectiveness is a purpose of which part of the service
lifecycle? 
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A. Service operation 

B. Service transition 

C. Continual service improvement 

D. Service strategy 

Correct Answer: C 

 

QUESTION 5

Which role is responsible for carrying out the activities of a process? 

A. Process owner 

B. Change manager 

C. Service manager 

D. Process practitioner 

Correct Answer: D 
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