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HH #40
Whilst creating the IT service catalog, a needs analysis is conducted. One of the itens discussed is the data points required for the IT
services. What is the objective of these data points?

A. To determine the life expectancy of IT services

B. To identify the data being used by the customer

C. To establish the operating hours of the IT services

D. To measure the performance of IT services delivered

IEf#: D
A -

In[TIL's service catalog management, data points required for IT services are used tomeasure the performance of IT services
delivered(A). These data points (e.g., uptime, response times, incident resolution rates) enable the IT provider to monitor and report
on service quality, ensuring alignment with service level agreements (SLAs) and customer expectations. A needs analysis identifies
key performance indicators (KPIs) to track service effectiveness.
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* Jdentify data used by the customer (B):Focuses on customer data usage, not service performance.

* Determine life expectancy (C)Relates to service lifecycle planning, not data points.

* Establish operating hours (D):Operating hours are a service attribute, not the primary purpose of data points.

Reference:EPI CITM study guide, under Service Management, likely references ITIL's service catalog management, emphasizing
KPIs for performance measurement. Check sections on service catalog or performance metrics.

HE #41

To further reduce fraud cases in the transfer of land titles, the government introduces a new system which, in the back-end, makes
use of blockchain technology. Key functionality of the system is speed of transmission and privacy. Which type of blockchain is most
preferred for this type of application?

A. Private blockchain

B. Community blockchain
C. Consortium blockchain
D. Public blockchain

EfE: A

A -

For a government system handling land title transfers, the key requirements arespeed of transmissionand privacy. Aprivate
blockchainis most suitable because it restricts access to authorized participants, ensuring privacy and confidentiality of sensitive data
such as land ownership records. Private blockchains are controlled by a single organization or a limited group, allowing faster
transaction processing compared to public blockchains, which require consensus froma large, decentralized network. This aligns
with the need for quick and secure transactions in a controlled environment.

Public blockchains (B) are open to anyone, which compromises privacy for sensitive government data.

Community blockchain (A) is not a standard term in blockchain technology, and consortium blockchains (D), while involving multiple
organizations, are less suitable for a single government entity needing full control.

Reference:EPI CITM study guide likely covers blockchain applications under IT Strategy, emphasizing private blockchains for
secure, controlled environments like government systens. Refer to sections on emerging technologies or IT strategy frameworks for
detailed blockchain categorizations.

B #42
Little to no budget is available for hirng new staff for the IT service desk. What is the ideal method of sourcing knowing that little
time is available?

e A. Word of mouth

¢ B. Internal IT staffbased on a SWOT analysis
¢ C. Recruitment agency

e D. Internet job board

IEf#: D

R

Given the constraints oflittle to no budgetandlimited time, internet job boardsare the ideal sourcing method. They are cost-effective
(often free or low-cost), allow quick posting of job openings, and reach a wide pool of candidates, enabling rapid hiring,

Word of mouth (A) is informal and may not yield qualified candidates quickly. Internal IT staff based on SWOT analysis (B) is not a
standard recruitment method and takes time to analyze. Recruitment agencies (D) are expensive and slower due to their processes,
making them unsuitable for low-budget, urgent hiring,

Reference:EPI CITM study guide, under IT Organization, likely discusses recruitment strategies for IT staff; emphasizing cost-
effective methods like job boards. Check sections on human resource management or staffing,

R #43
As part of feedback collection techniques, it is suggested to include anonymous feedback. What would be the most likely reason for

this?

e A Easier processing of data collected
¢ B. Avoidance of non-conmpliance to regulations



¢ C. Promotion of honest feedback while avoiding fear for backfiring on the participant
¢ D. Reduced time spent for feedback participant

IEf: C

R -

The primary reason for includinganonymous feedbackin feedback collection is topromote honest feedback while avoiding fear for
backfiring on the participant(B). Anonymity encourages participants to provide candid, truthful responses without worrying about
repercussions, such as criticism or retaliation, which is critical inservice managementfor gathering accurate insights into service quality
or issues. According tol TIL' s continual service improvement (CSI), honest feedback is essential for identifying areas for
improvement.

* Avoidance of non-compliance (A):Anonymity is unrelated to regulatory compliance in this context.

* Easier processing of data (C):Anonymity may conplicate data processing by removing identifiers, not simplifying it.

* Reduced time (D):Anonymity doesn't inherently reduce the time required for feedback.

Reference:EPI CITM study guide, under Service Management, likely discusses feedback collection in ITIL's CSI framework,
emphasizing anonymity for honest input. Check sections on customer feedback or service improvement.

H #44
Ore of the company's assets is valued at $200,000.00. Based on historical data, the exposure factor is 25%, and the Annual Loss
Expectancy (ALE) is calculated at $100,000.00. What is the Annualized Rate of Occurrence (ARO)?

e AO
e B.04
e C.1

Ef#: C

fEEL:

Inrisk management, theAnnual Loss Expectancy (ALE)is calculated as:

ALE = Single Loss Expectancy (SLE) x Annualized Rate of Occurrence (ARO), whereSLE = Asset Value % Exposure Factor
(EF).

Given:

* Asset Value = $200,000

* Exposure Factor (EF) =25% = 0.25

* ALE = $100,000

Calculate SLE:

SLE = Asset Value x EF = $200,000 x 0.25 = $50,000

Calculate ARO:

ALE=SLE x ARO

$100,000 = $50,000 x ARO

ARO = $100,000 + $50,000 =2

Thus, theAnnualized Rate of Occurrence (ARO)is2(C), meaning the incident is expected to occur twice per year.

* 0.4 (A)Incorrect; implies a lower frequency (0.4 times per year).

* 1 (B)Incorrect; would yield an ALE of $50,000, not $100,000.

Reference:EPI CITM study guide, under Risk Management, likely covers quantitative risk analysis, including ALE, SLE, and ARO
calculations. Check sections on risk assessment or quantitative analysis.
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