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Which process has the goal to maintain and improve 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 

Answer: D 

 

Deming proposed a system of continuous improvement. 

 

Which four activities does this system involve? 

 

A. Plan. Do. Check and Act 

B. Plan. Do. Evaluate and Act 

C. Plan. Perform. Audit and Improve 

D. Plan. Perform. Evaluate and Act 

Answer: A 
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What is the definition of IT Service Management? 

 

A. An organization supping services to one or more customers 

B. Best practice guidance for operating services 

C. Requirements for delivering service based upon best practices 

D. Specialized organizational capabilities providing value to customers 

Answer: D 

 

 

 

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 

Answer: D 

 

 

 

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) 

Answer: B 
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What is a shared concept of both ISO/IEC 27001 and ISCWIEC 20000? 

 

A. Capacity management 

B. Incident management 

C. Information security management 

D. Release management 

Answer: C 


