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(Q19-Q24):

HM #19
The Service Level Agreement (SLA) mentions a section 'estimated system response times'. What is not a key factor for a successful

delivery?

A. The skills and knowledge of staff working at the IT service provider organization
B. The technical specifications of the IT infrastructure

C. The technical specifications of the system

D. The price for the IT service

Ef: D
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AnSLA's section onestimated system response timesfocuses on ensuring the system meets performance expectations. Key factors
for successful delivery include:

* Technical specifications of the system (A)Defines the system's capabilities (e.g., processing power, architecture) critical for
response ties.

* Skills and knowledge of staff (C):Ensures the IT team can manage and optimize the system for performance.

* Technical specifications of the IT infrastructure (D):Includes network, servers, and storage, which directly impact response times.
Price for the IT service (B)is not a direct factor in achieving system response times, as it relates to cost negotiation rather than
technical performance. While budget may influence resource allocation, it's not a key factor in delivering the SLA's performance
1etrics.

Reference:EPI CITM study guide, under Service Management, likely covers ITIL's service level management, emphasizing factors
affecting SLA performance metrics like response times. Refer to sections on SLA components or service delivery.

HM #20
During financial year closing, a processing error in a critical financial system occurs. Senior management demands a change to be

implemented in order to not further delay the business processes. Which sort of change is applied?

A. Bmergency
B. Normal

C. Exceptional
D. Standard

Ef: A

R

InITIL(Information Technology Infrastructure Library), anemergency changeis implemented to address urgent issues that significantly
impact business operations, such as a processing error during financial year closing. Emergency changes are fast-tracked to restore
service or prevent further disruption, bypassing some standard change management processes while still requiring approval.

Normal changes (A) follow the full change management process, standard changes (B) are pre-approved and routine, and
exceptional (C) is not a standard ITIL term. Emergency change (D) fits the scenario of urgent action to avoid business delays.
Reference:EPI CITM study guide, under Service Management, likely references ITIL's change management processes, specifically
emergency changes. Refer to the section on ITIL change management or service operation.

HA#21
Vendor management meetings take place several times per year. What is the main objective for these meetings?

A. Verify if the vendor continues to meet the requirements of the contract, supporting the business processes
B. Explore improvement prograns
C. Discuss improvement programs
D. Identify possible price increases

EfE: A

AR

The main objective ofvendor management meetingsis toverify if the vendor continues to meet the requirements of the contract,
supporting the business processes(C). These meetings, as part ofvendor management frameworks, ensure that the vendor's
performance aligns with contractual obligations, service level agreements (SLAs), and business needs. They mvolve reviewing
service delivery, compliance, and any issues affecting business processes.

* Explore improvement programs (A):A secondary goal, as improvements may arise from performance reviews.

* Identify possible price increases (B):Price discussions may occur, but they are not the primary focus.

* Discuss improvement programs (D):Similar to A, this is a potential outcome but not the main objective.

Reference:EPI CITM study guide, under Vendor Selection/Management, likely covers vendor performance monitoring and contract
compliance. Check sections on vendor management or SLA monitoring,

HA #22
A selection process for new IT staff has started. The Human Resource department has requested to follow the corporate staff hiring
protocol. One mandatory itemto be included is additional screening. What is verified by doing this?



A. Educational level

B. Criminal record

C. Salary demands

D. Number of years working experience

IEf%: B

R

In corporate hiring protocols,additional screeningtypically refers to background checks beyond basic qualifications, such as verifying
a candidate'scriminal record. This is critical for IT roles, where employees may have access to sensitive systems and data, ensuring
trustworthiness and compliance with security policies.

Salary demands (A) are negotiated during the hiring process, not screened. Number of years of experience (B) and educational level
(D) are verified through resumes and standard checks, not typically classified as

"additional screening," which focuses on security-related checks like criminal records.

Reference:EPI CITM study guide, under IT Organization, likely covers hiring protocols and security considerations, emphasizing
background checks for IT staff. Check sections on human resource management or information security managemment.

HM #23
On behalf of senior management, the Human Resource management department instructs all unit managers to perform appraisal
meetings using SMART conditions. Which method is expected to be followed?

A. Performance ranking method
B. Management By Objectives
C. Graphic rating scales

D. Ranking
IFf#: B

fEE L

SMART(Specific, Measurable, Achievable, Relevant, Time-bound) is a goal-setting framework commonly associated
withManagement By Objectives (MBO). MBO involves setting clear, measurable objectives for employees, aligning individual
performance with organizational goals. In appraisal meetings, using SMART conditions ensures that performance goals are clearly
defined and trackable, which is a hallmark of MBO.

Graphic rating scales (B) involve rating employees on a scale for various traits, not necessarily tied to SMART goals. Ranking (C)
and Performance ranking method (D) focus on comparing employees, which doesn't align with SMART's emphasis on individual,
objective-based performance evaluation.

Reference:EPI CITM study guide, under IT Organization, likely discusses performance management and appraisal techniques,
referencing MBO in the context of SMART goal-setting. Refer to sections on human resource management or organizational
performance.
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