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QUESTION 1

What does the term "Integrity" mean in the context of Information Security Management? 

A. Protecting the information against unauthorized use 

B. Monitoring the access to information 

C. The accuracy, completeness and correctness of the information 

D. Screening the support staff on their loyalty to the IT organization 

Correct Answer: D 

 

QUESTION 2

One of the responsibilities of Release Management is to ensure that the master copies of software are stored in a
secure location. What is the name of this location? 

A. Capacity Database 

B. Configuration Management Database (CMDB) 

C. Definitive Software Library (DSL) 

D. Software Distribution Library 

Correct Answer: C 

 

QUESTION 3

What defines Service Quality\\'? 

A. A series of activities that can be assessed in advance by a provider and customer 

B. Achieving a 99.999% continuous level of availability 

C. Meeting stated customer requirements and expectations 

D. Providing a cost-effective service 

Correct Answer: C 

 

QUESTION 4

What data is recorded when an incident is reported to the Service Desk? 

A. the name of the person reporting the Incident 
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B. the name of the person handling the Problem 

C. the name of the person who approves the Request for Change (RFC) 

D. the names of persons who are authorized to implement Changes in the Configuration ManagementDatabase
(CMDB) 

Correct Answer: A 

 

QUESTION 5

Staff should be trained in relevant aspects of Service Management. What information with respect to training should be
maintained? 

A. A chronological training record for each individual 

B. A record of all future training courses for each employee 

C. An overview of all personal details per employee 

D. An overview of all possible training modules that match with competences 

Correct Answer: A 

 

QUESTION 6

Which processes should the Plan, Do, Check, Act methodology be applied to? 

A. all of the processes within the scope 

B. the Planning and Implementing Service Management process 

C. the Requirements for a Management System process 

D. those that support business critical services 

Correct Answer: A 

 

QUESTION 7

A company decides to apply the principle of continual improvement. Which action would result from this decision? 

A. Analyze and evaluate the existing situation to identify areas for improvement 

B. Analyze customer satisfaction and identify resulting actions 

C. Review the Service Management System at least annual 

D. Start an internal service organization evaluation 

Correct Answer: A 
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QUESTION 8

The success and failure of Releases shall be measured. What is included in these measurements? 

A. The frequency and types of Releases 

B. The Incidents related to a Release in the period following a Release 

C. The Release dates 

D. The Request for Change (RFC) 

Correct Answer: B 

 

QUESTION 9

Which process has the goal to maintain and improve rr Service quality, through a constant cycle of agreeing, monitoring
and reporting upon IT service achievements and the investigation of actions to eradicate poor service? 

A. Availability Management 

B. Financial Management for IT Services 

C. IT Service Continuity Management 

D. Service Level Management 

Correct Answer: D 

 

QUESTION 10

Different types of events are reported to the Service Desk. Which event is an incident? 

A. Information about the rollout of a specific application 

B. A notification that a new toner cartridge has just been installed in a printer 

C. A report that the printer is not working 

D. A request for the installation of a new bookkeeping package 

Correct Answer: C 

 

QUESTION 11

Which aspect of the IT-Service Industry is considered to be one of the most important, but also one of the most
difficult? 

A. constant quality 
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B. incorporating technological innovations 

C. innovating the way services are provided 

D. methodological order based on best practices 

Correct Answer: A 

 

QUESTION 12

What is the purpose of CobiTTM? 

A. to provide a high level process model that organizes a broad range of IT activities 

B. to provide a set of detailed practices on how to implement processes and is therefore well suited as aprocess
implementation tool 

C. to provide a certified measurement framework that legally provides proof of meeting the Sarbanes-Oxley(SOX)
requirements 

D. to provide a uniform structure to understand, implement and evaluate IT capabilities, performance and risks 

Correct Answer: D 

 

QUESTION 13

What can be improved by achieving quality objectives? 

A. Effectiveness of the service 

B. Personal satisfaction of the Configuration Manager 

C. Relationship with interested suppliers 

D. Relationship with unauthorized patties 

Correct Answer: A 

 

QUESTION 14

What may define the scope of Service Management in the Service Management plan? 

A. the location of the services 

B. the number of staff 

C. the size of the infrastructure 

D. the specific processes undertaken 

Correct Answer: A 
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QUESTION 15

When can the building and testing of a Change begin? 

A. As soon as the impact analysis has been discussed by the members of the Change Advisory Board 

B. As soon as there is a correct network plan for the change 

C. As soon as the Request for Change (RFC) has been formally authorized 

D. As soon as the Request for Change (RFC) has been classified 

Correct Answer: C 

EX0-114 PDF Dumps EX0-114 Practice Test EX0-114 Exam Questions

Powered by TCPDF (www.tcpdf.org)

EX0-114 PDF Dumps | EX0-114 Practice Test | EX0-114 Exam Questions                                6 / 6

https://www.leads4pass.com/ex0-114.html
https://www.leads4pass.com/ex0-114.html
https://www.leads4pass.com/ex0-114.html
http://www.tcpdf.org
https://www.leads4pass.com/ex0-114.html
https://www.leads4pass.com/ex0-114.html
https://www.leads4pass.com/ex0-114.html

