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EXIN EPI Certified Information Technology Manager ZE CITM A B &
(Q51-Q56):

H #51
In business continuity planning, the maximum age of the data to restore in the event of a disaster is considered which of the

following?

A. Recovery Point Objective (RPO)
B. Maximum Allowable Outage (MAO)
C. Recovery Time Objective (RTO)
D. Maximum Time Allowed (MTA)

EE: A

fEE L

TheRecovery Point Objective (RPO)(D) inbusiness continuity planningdefines the maximum age of data (i

e., the amount of data loss acceptable) that can be tolerated in a disaster before recovery. It represents the time between the last
backup and the point of failure, indicating potential data loss. For example, an RPO of 4 hours means up to 4 hours of data could be
lost. According toISO 22301, RPO is critical for determining backup and replication strategies.

* Maximum Time Allowed (MTA) (A):Not a standard term in business continuity.

* Recovery Time Objective (RTO) (B):Defines the maximum downtime before recovery, not data loss.

* Maximum Allowable Outage (MAO) (C):Refers to the maximum time a system can be unavailable, similar to RTO, not data loss.
Reference:EPI CITM study guide, under Business Continuity Management, likely covers RPO and RTO in disaster recovery
planning, Check sections on business continuity metrics or recovery strategies.

R #52
Your organization considers a job rotation program. What is the main objective?

A. Train staff on a range of activities common in daily operations
B. Allow staffa diversity in their daily responsibilities

C. Support the long-term continuity of the organization

D. Increase staff job satisfaction



IEf: C

R :

The main objective of ajob rotation programin anl T organizationis tosupport the long-term continuity of the organization(A). Job
rotation ensures that multiple staff members are trained across various roles and tasks, reducing dependency on specific individuals
and mitigating risks associated with staff turnover or absences. This approach enhances organizational resilience by creating a
flexible, cross-trained workforce capable of maintaining operations, aligning withl T organizationprinciples for workforce planning and
business continuity.

* Train staff on a range of activities (B):While training is a benefit, it is a means to achieve continuity, not the primary objective.

* Increase staff job satisfaction (C):Job satisfaction may be a secondary benefit, but it's not the main goal in an IT context.

* Allow staff'a diversity in responsibilities (D):Diversity in tasks is a byproduct, not the primary focus, which is organizational
continuity.

According tohuman resource managementframeworks, job rotation is a strategic tool for ensuring operational stability, particularly in
IT environments where specialized skills are critical.

Reference:EPI CITM study guide, under IT Organization, likely discusses workforce planning and job rotation for continuity. Check
sections on human resource management or organizational resilience.

HM #53
When selecting a new vendor, continuity needs to be guaranteed as much as possible. At a minimum, which criteria are considered?

A. Scope, maintenance, and price

B. Head count, support, and financial stability

C. Terms and conditions, maintenance, and terms of engagement
D. Price, training, and support

Ef#: B

A -

To ensurecontinuityin vendor selection, the key criteria includehead count(vendor's staffing capacity to deliver
services),support(availability of ongoing technical and operational support), andfinancial stability (ensuring the vendor remains viable
to provide services long-term). These factors directly impact the vendor's ability to maintain service delivery without interruptions,
which is critical for business continuity.

* Scope, maintenance, and price (A):Scope and price are important but don't directly ensure continuity; maintenance is a subset of
support.

* Terms and conditions, maintenance, and terms of engagement (B):These are contractual elements, but they don't fully address
operational continuity like staffing or financial stability.

* Price, training, and support (C):Training is less critical for continuity compared to staffing capacity or financial health.

According tovendor management frameworks, continuity is ensured by evaluating the vendor's operational capacity and long-term
reliability, making head count, support, and financial stability the minimum criteria.

Reference:EPI CITM study guide, under Vendor Selection/Management, likely covers vendor evaluation criteria, emphasizing
continuity factors. Check sections on vendor due diligence or service continuity.

E R #54
Users (custommers) are complaining about the quality of how problems are being solved. What is the most likely cause?

A. Poor registration of problems

B. Lack of budget to manage problems
C. Errors i priority

D. Wrong allocation of problems

IEf#E: A

AR :

In[TIL's problem management process,poor registration of problens(A) is the most likely cause of low- quality problem resolution.
Effective problem management requires accurate logging of incidents and problens, including detailed descriptions, to enable proper
root cause analysis and resolution. If problemns are poorly registered (e.g., incomplete or inaccurate data), it hinders diagnosis and
resolution, leading to customer dissatisfaction.

* Wrong allocation of problems (B):Incorrect assignment to teans can delay resolution but is less findamental than poor regjstration,
which affects the entire process.



* Errors in priority (C):Incorrect prioritization may delay urgent issues, but poor registration impacts resolution quality more directly.
* Lack of budget (D):May limit resources, but the scenario points to process quality, not resource constraints.

Reference:EPI CITM study guide, under Service Management, likely references ITIL's problem management, emphasizing accurate
problem logging. Check sections on ITIL problem management or service operation.

H #55
Whilst creating the IT service catalog, a needs analysis is conducted. One of the items discussed is the data points required for the IT
services. What is the objective of these data points?

A. To establish the operating hours of the IT services

B. To identify the data being used by the customer

C. To determine the life expectancy of IT services

D. To measure the performance of IT services delivered

Ef#: D
R -

InITIL'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 aligniment with service level agreements (SLAs) and customer expectations. A needs analysis identifies
key performance indicators (KPIs) to track service effectiveness.

* Identify 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.
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