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1/20
LUN—FRIA AT &5, F17/9(shadow behavior)?

What is the best description of shadow behavior?

A) TREIEMTIFERFIHDNE LR

A junior observing a senior by doing job-shadowing and learning on-the-job
B) EESEREHIE, EIRARRZEIHIL BXL TSR

Creating a tribal system where team members are overshadowed by others
C) REFMMIVALULE, THERRHARIRTE

Implementing systems or solutions without explicit organizational approval
D) AFPEAMIARHZZRMEAITIRS

IT service provisioning being so good that consumers are unaware of IT

2/20
RN R B NMAR?

How does governance flow through an organization?

A) HFTBEZITGERE (governing body) , BHAEEAYM/BIIASARPAIFIRERED, AL
BNEFNST R E B EENIRR.

Via delegation from owners to a governing body, who authorizes organizational capabilities
to create and support the outcomes to consumers.

B) BLANSEMTFIL, ERAZBHEGIERIARBEXRE B,

Via good planning in the higher levels of the organization, where it is critical that there is a
clearly stated mission and vision with key objectives defined.

C) BEEN—REMREHERRE, FEE/FTRABRED. BRMER, ARERTHRIRERL.
Via organization-wide gatherings once or twice a year, where owners/stakeholders present
the mission, vision and objectives, and take feedback from employees.

D) RATSH ERZEETENER, BN AR NIRSTIER,

Via performance contracts between an employee and his or her manager, making everybody
responsible for part of the strategy.
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AR SEERNERER .

UTH—IETFEyz—?
New technology has led to changes within organizations.
Which is one of these changes?

A) HBREEMEESCEIRAIAIRSS ERALIFHIERS.

Services are driven by stable management practices which discourage technology innovation.
B) MRSBAILIASZMRLR, AT,

Services can be delivered from anywhere to anywhere.
C) HRRMRSIEERE—FEEEAITIREE L.

Services now undergo a more rigid functional change approach within organizations.

D) KEEREREESZRIRSEMESER.
Services that rely on traditional rigid management approaches are preferable to organizations.

4/20
AT —MRIAR TR IR R R ?

How can organizational culture best be described?

A) EEETEARSERTERN—RIIRME,
It is a collection of common practices based on the backgrounds of all employees within an
organization.

B) BRIRT —MERRNEEEMAEENMIESG.

It is a reflection of the ethnicity of management and owners within an organization.
C) BR—MHBAAMSEETENHNK,
It is a culture that is exclusively defined by the leadership of an organization.
D) BERELRMINEN. R&E. in&. K. SMHNIRNESLUREEIER,
It is a collection of, and interaction between, the values, systems, symbols, assumptions,
beliefs and habits of an organization.

5/20
BIEIRS N RERITREMTA?

What is the most important element of creating a service culture?

A) THF RTIRTRERHIRF
Empowering the employees to make decisions on their own
B) &EMRS, LIFRESIAR
Measuring the service culture in order to identify improvement ideas
C) BEITIMARESEEERERBAENZEEN
Showing the consumer that they are valued by actions rather than telling them
D) F)IRTHEEERFAIRSITA

Training employees and managers in good service behavior

E S VeriSM™ Essentials (VERISME.CH) 6
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BRERE TN EEREN: AR,

LA RIS BE R T +1328E17

Emotional intelligence defines two main competencies: personal and social.

Which two skills belong to the social competence?

A) INHAZBWAFHFRIRAZ

Joining social groups and actively communicating with them
B) THHRRINARSIIESIASS

Knowing social media and what people or situations can influence us
) HEERMXRER

Social awareness and relationship management

D) #HRXAAEEIFERMLRIRIS
Social content management and using social techniques

7/20
A BRI R ERETA?

What is the last stage of team formation?

A) fRE/45R (Adjourning)
Adjourning

B) A% (Forming)
Forming

C) &% (Performing)
Performing

D) 4Hi# (Setting-up)
Setting-up

8/20
B Z B E AT BES B S YRR T )RR,
EEENAX—ARRATRINETA?

There is a challenge that teams may operate in silos.

=%IN

What is a recommendation that management should do to overcome this challenge?

A) ERBARRRZ EFFR—X—=IY
Implement one-on-one meetings between team members
B) MENERAEHEAEIRERD
Provide team-building activities for each team
C) XFhERNAZIBRAIEIRA
Reward teams who achieve their goals ahead of target
D) HEXTHEKIENER
Share information on the organization’s strategies

W ES VeriSM™ Essentials (VERISME.CH)
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9/20
RRINRIEA R E SRR T TN BB EMATAIR,

AT BIX—BMTAIR?

Successful expectation management depends on developing a clear vision of what is
expected.

How can this clarity be achieved?

A) BREIFMAAISLA (IRSRBNIMN) CRETHEER
Ensure that detailed SLA documentation is available
B) iREXIRRLIERIFHIARIE
Report achievement against agreed targets
C) REFPRARMRITEE
Set boundaries and provide a structure for delivery
D) EEIFEIHEBI

Under-promise and over-deliver

10/ 20
UM —InEi @ E RN AN ERE—7?

What is one of the five components that should be considered in communication?

A) EiBEHNH
Delivery mechanism
B) SE
Intention
C) RN
Perception
D) sEHE
Scope

11/20
\Z/lzerisMTM1‘%&25’\]ﬂﬂB—ﬁ%ﬁH&fﬁ?%\%E’\J%ﬂ%ﬁﬂiﬁtﬁﬁ, B ENESEa R R QIR
k2

Which element of the VeriSM™ model defines the management activities or practices
necessary to meet the governance requirements by providing guardrails or boundaries?

A) X (Define)
Define

B) &Mt (Management Mesh)
Management Mesh

C) 4&7* (Produce)

Produce

D) RRSSEIEREN

Service management principles
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12/ 20
HrrmEiRSEIEELZR, RSRMHENAFIERRMFESSS.

VeriSM™{REURIB—INE AT 7 iX—37457?

Following the deployment of a new product or service, the service provider will provide
ongoing support in its use to consumers.

Which element of the VeriSM™ model describes this provision of support?

A) BN (Define)
Define

B) &= (Produce)
Produce

C) 2 (Provide)
Provide

D) @iz (Respond)
Respond

13/20
VeriSM™EHE M EFIRFZ ERAMRDRRRHA?

What is the main reason VeriSM™ re-defines traditional service management?

A) VeriSM™GEARNMIIRSZEER D AREENR, XEFELAEETLIBETF.
VeriSM™ divides service management within an organization into separate entities so all
entities can work autonomously.
B) VeriSM™IGEEMME, RSB HLIRML.
VeriSM™ focuses on the big picture and does not provide practices for specific organizations.
C) VeriSM™EETHER, EILATAEEITERI JSCINAEELEL,
VeriSM™ incorporates new technologies and therefore helps IT departments with digital
transformation.

D) VeriSM™EENMALN SN BAHREIMEIIRS RRHEE.
VeriSM™ regards the entire organization as the service provider with capabilities that work
together.

14 / 20
B AR VeriSM™SEMITIRS EITEAK o FF?

What differentiates VeriSM™ from other IT service management approaches?

A) VeriSM™EITSEIRSZEELHX S TK.
VeriSM™ differentiates IT from other service management practices.
B) VeriSM™XiFELFHIENITSHE.
VeriSM™ focuses on the corporate IT aspects in the organization.
C) VeriSM™E3RHAITIRS EELEAIS TR,
VeriSM™ is a logical evolution to older IT service management practices.
D) VeriSM™GFTBEHNEENPNE ZBE.
VeriSM™ takes all organizational capabilities into account.

E S VeriSM™ Essentials (VERISME.CH) 9
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15/ 20
VeriSM™S| N7 EIEMIE (Management Mesh) RS, BEMBESTRIR. BEXHK. W5
FFTANER, SIS ™= RF RS

LA —TE RN B SHERMESRANITIL, BfRXT5A(€40COBIT?

VeriSM™ introduces the concept of the Management Mesh. This combines the four
elements of resources, management practices, environment, and emerging technologies to
create and deliver products and services.

In which element should frameworks such as ITIL or methodologies such as COBIT be
included?

A) FRERA
Emerging technologies
B) AR
Environment
C) B
Management practices
D) &R
Resources

16 / 20
EIEMRALAIEMRS ERRNEZ REEEEMME (Management Mesh)

TIPS RIE R BIE A2

The Management Mesh can only be built once the organizational governance and service
management principles are understood.

What else must also be developed before the Mesh is built?
A) &iHBE
Design specifications
B) izEitk!
Operational plans
C) AkBEItX
Strategic plans
D) fAit%!

Tactical plans
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17/ 20
VeriSM™REIFREN (Define) MEMIBIREMA?

What is an objective of the Define stage in the VeriSM™ model?

A) BiRSFmERRSSIRITERAYEAIER AR
To address activities and supporting outcomes that relate to the design of a product or
service

B) AR mELIRSSAIAHZR
To ensure the product or service is available for consumption
C) MRLGHZRERIRSSEIN. ([AIRFIFER
To react to service issues, inquiries and requests from the consumer
D) S&EMRSEEFAPUTIIRE. MIRFISSiEL T3 E = TSR
To take the service blueprint and perform build, test and implement activities under change
control

18 / 20
MLt AREF" (Produce) MERMEELS?

Why is testing an important part of the Produce stage?

A) EXBRRIXBEAERIFIX B YT
To define risk criteria and the risk appetite of an organization
B) HRmERSFEETEEK
To ensure that the product or service meets the requirements set
C) MRBLNERFTEELE
To ensure that the organization's requirements are in line with its strategy
D) HaRIEZAIERLES
To ensure an organization's architecture is appropriate

19/ 20
UNB—IGEsNETRA (Provide) MEREI—HERS?

What activity is part of the Provide stage?

A) tgiE
Build
B) i&it
Design
C) oot
Improve
D) iz
Test

E S VeriSM™ Essentials (VERISME.CH) 11
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ML (Respond) MERENICR (Record) iEafidfizs 1 LA TH—TA?

What is covered by the activity Record in the Respond stage?

A) R&ER

Capture information
B) RIER

Deliver results
C) FRRERR

Resolve the issue

D) RS

Source events

=%IN

W ES VeriSM™ Essentials (VERISME.CH)

VerisM™
Digital Trans formation

12



=%IN

EES

1/20
LUN—FRIA AT &5, F17/9(shadow behavior)?

What is the best description of shadow behavior?

A)
B)
9]

D)

A)

B)

9]

D)

TRIBEBIEW T/ FERF I H MR LR

A junior observing a senior by doing job-shadowing and learning on-the-job
EESTEREHIE, BIPARRZEIHIL BXL TSR

Creating a tribal system where team members are overshadowed by others
REZFHARVELNRE, THRRARRTTE

Implementing systems or solutions without explicit organizational approval
RPERNA R ZZ R EAITIRS

IT service provisioning being so good that consumers are unaware of IT

Hix, BEAEMILIEREBENIKERRTDE, BREFFITHRBRR. B TAREREMER
RRSINEFINE,

Incorrect. Although job-shadowing is a valid skills development approach which yields good
results, it has no bearing on shadow behavior. Shadow behavior is about things such as the
introduction of systems into the live environment without approval.

HiR. VeriSM™BRR TIFSERNEAIMREMESESIE., RIEVeriSM™, 8RR XLEARIFAIT
A, NRETESR, 5T AERARI LR AT O BRRAVAL .

Incorrect. VeriSM™ removes the barriers and tribalism found in many organizations.
Overshadowing other team members is considered undesirable behavior and should be
avoided according to VeriSM™, but shadow behavior focusses on the lack of explicit
organizational approval for changes in organizations.

IEffg, &F1T7R8, BB FITRERRNGFEN—XE#R. NERARERENER (TEEHE) |
LPLINSHRAKNG, FTREIMEMBITIRSHSERM. (Ok: A; Y5 2.3.1)

Correct. Shadow behavior and specifically shadow IT is a big problem in organizations. Not
following organizational approval processes and procedures (change management)
introduces unknown risks into the environment and may well have an impact on the
performance of other IT services. (Literature: A, Chapter 2.3.1)

iR, |ITIRSEMANERERRALEFI—NAT, XE— MR, A, R FTARERE
HOERABSEEFIE, MTIBINXEE, BEiERN.

Incorrect. It is a good thing if IT services are seen as non-intrusive and if services forms part of
the functioning of the organization. However shadow behavior is not positive as it means
things such as systems being implemented without approval and thereby increasing risk.

Dig
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2/20
iRERYMA R IEEEMER?

How does governance flow through an organization?

A)

B)

9]

D)

A)

B)

9]

D)

HIEERILAERE (governing body) , BHIGEEAIA/ER JRSARBARMAREED, AL
BNEFIS T R B ZEAIAR.

Via delegation from owners to a governing body, who authorizes organizational capabilities
to create and support the outcomes to consumers.

BANSEHFAY, EENERHEGRIRSIURBEXE B,

Via good planning in the higher levels of the organization, where it is critical that there is a
clearly stated mission and vision with key objectives defined.

BEFEEDREMRERARS, MEE/TREASRED. BRMNER, ARERTHRIGEN.
Via organization-wide gatherings once or twice a year, where owners/stakeholders present
the mission, vision and objectives, and take feedback from employees.

RISH FRZEETERER, L8N AR RS EHER,

Via performance contracts between an employee and his or her manager, making everybody
responsible for part of the strategy.

I, TEALMNEICRIERESHRERE, HEIEAEFERFR. (Xt A, E: 25.2)
Correct. There needs to be an actual frame of delegation and authorization supporting the
flow of governance for it to really work. (Literature: A, Chapter 2.5.2)

Hix, REALASENMIERY+OEE, BFEEEMIRELENE. BIETAEE, BH
IRIREENEBRRM, RIEESD. BRMBERRET), HISILAERERE.

Incorrect. Although strategic planning in the higher levels of the organization is important, it
cannot be considered the backbone of how the governance flows. It will flow via delegation to
a governing body, who will authorize the organizational capabilities to take action based on
the mission, vision and objectives.

iR, REENEE/TREANED,. BRIBRRENATIEESESIN, BEREKENRE
BENE., BYETAER, BHAEERINSERARN, RiEftd. EEMBRRIITH, HIE
MiaERE.

Incorrect. Although openness and invitation to dialogue from owners/stakeholders about the
mission, vision and objectives may be advised, it cannot be considered the backbone of how
the governance flows. It will flow via delegation to a governing body, who will authorize the
organizational capabilities to take action based on the mission, vision and objectives.

Hix, REULRTS ERZENUERERNAEIEEL, BRSNS T HRAR G, BEMOERHS
BHIRRMFSRE, BREMEE/TRASREEZE, UFEEEEFRENRVREFESRS, AT
BE/TREANGLREIEFED. BREMBER, MaEERNERESZAREER. BRMNBRIELIE,
Incorrect. Although having commitments between a manager and an employee is a good idea
to ensure that everybody understands, and is accountable for their contribution to the
mission, vision and objectives of the organization, there needs to be an equally strong
commitment and accountability between the owners/stakeholders, who make the mission,
vision and objectives, and a governing body. Who then in turn authorizes for instance
managers to bring the mission, vision and objectives to life.

Dig
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3/20
AR SEERNERER .

UTH—IETFEyz—?
New technology has led to changes within organizations.

Which is one of these changes?

A) BREMHEELERIKAIIRSS SRR CIFTHIERS,
Services are driven by stable management practices which discourage technology innovation.
B) MRSBAILIASZMRLR, AT,
Services can be delivered from anywhere to anywhere.
C) HRRMRSIEERE—FEEEAITIREE L.
Services now undergo a more rigid functional change approach within organizations.
D) KEEREREETENRSEIESAHLE,
Services that rely on traditional rigid management approaches are preferable to organizations.

A) iR, BARERNATIEE, B VEIRATEFTEMALIFNE, MARRELIH.

Incorrect. Although stability is still important, the speed of technology change requires greater
innovation, not less.

B) IEff. FTRIBITIAGSIRSIUUAZIRLIR, MG HaT, (OLEk: A; &: 3.1)
Correct. New innovative technologies have allowed services to be delivered from anywhere, to
anywhere. (Literature: A, Chapter 3.1)

C) BiR. BUELEAHRABIRENE, MAREENERE,

Incorrect. Agile approaches provide the desired flexibility, rather than rigid management.

D) &R, ARSI KEGEMNERENRSEESE, BN REZAIIRE.

Incorrect. Organizations are looking for more Agile and flexible approaches to service
management, to cater for a fast changing environment.

E S VeriSM™ Essentials (VERISME.CH) 15
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4/20
AT —MRIAR TR A A R R R ?

How can organizational culture best be described?

A)

B)
9]

D)

A)

B)

9]

D)

EEETAARNSARTESN—RINRELEE,

It is a collection of common practices based on the backgrounds of all employees within an
organization.

BRRT —MERNEEEFMEERIMIESD.

It is a reflection of the ethnicity of management and owners within an organization.
EE—MHRARMSEES JEXAIK.

It is a culture that is exclusively defined by the leadership of an organization.
ERRANNER. %, tnd. K. SOMNINRRESLUISAEEER.

It is a collection of, and interaction between, the values, systems, symbols, assumptions,
beliefs and habits of an organization.

HiR. VeriSM™GRIITE X A" BIERLAREBARIT ARSI, 155755 1SLRAIE
B, EEREEKNUTFIER, B RIREETRISSRANUERAIER., RTBASFINAR

., BERRMIINHHIIRSEEZEZ—,

Incorrect. VeriSM™ defines organizational culture as "the collection of written and unwritten
rules, guidelines and practices that shape the behaviors of the people in an organization”. The
answer may seem correct but to say that common practices are based on employee
backgrounds is not correct. Employees certainly influence organizational culture but it is only
one of many factors that influence culture.

HEiR. BERBRIEENMELNERENMEENS SRBEMAELR, EXEaHEMA—LEREBIEN
e, XHUSRENENERRNARTRA, NWARERALRSRIHH B IR,

Incorrect. Although the context in which an organization operates and managers' and owners'
backgrounds influence organizational culture, a number of other factors do too. Cultural
references from one group of organizational stakeholders should not form the exclusive basis
of organizational culture.

Hix, BLANMSERATBLSNEEATIEZAIRERRRkTEN, BRAREE—IIRELER,
MRASENEEE =N SELNBIFRNARTE, HIIRRMSAI, XE—TUREEZERRANE
%5, REDRLALMUMIS,

Incorrect. The leadership of an organization certainly has a major influence on and may
actively affect organizational culture, but it is by no means the only determining factor.
Leaders and managers that attempt organizational change that opposes organizational
culture will soon find out that this is a difficult and sometimes dangerous task and they will
mostly see their change initiatives fail.

B, MURIEHMNEARFHIHES". RIEVeriSM™, LIRS LRIFRIAE BRAISEARMNENL.
Ry, tns. EK. SR, UESEITNBRRMESNREIN, SBEARIENE
X, R BEXY, BEREHRT. MRTEEEI MRMNFIERAIMES I KAIGER

e (#k: A; ET5: 2.4)

Correct. Culture is ‘the way we do things in an organization'. According to VeriSM™ a good
description would be "the collective values, systems, symbols, assumptions, beliefs and habits
of an organization". All of these can be observed in how things are done in the organization.
Culture is often not formally defined, written down or taught to new employees. They will
mostly "observe and learn how things are done here". (Literature: A, Chapter 2.4)

Dig
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5/20
RS XU REERRTRREMTA?

What is the most important element of creating a service culture?

A) BFRTHMILREAINF
Empowering the employees to make decisions on their own
B) &EMRSI, LIRESIAREE
Measuring the service culture in order to identify improvement ideas
C) BIITIMARIES EEEERBAENZEEN
Showing the consumer that they are valued by actions rather than telling them
D) HIRTHEEERIFAIRSITH
Training employees and managers in good service behavior

A) iR, BEAENESKREEARNT RS UMBERNINRZ—, BEARRRSHUIRER
TR, FELE, BIITHMARESEEZERBIIZIENR, XTEEEENTE.

Incorrect. Although empowerment is one of the areas senior management needs to focus on
in order to bring about a service culture, it is not the most important element of a service
culture. Actually showing the consumer that they are valued by actions rather than just telling
them they are valued, is the most important element though.

B) &R, ATHEARNILEER, GEMINSSIRIMEEERE. BE, XAEEIERSXUHREETT
=. B F, BYTHIMARESHRBRERBMONZIEN, XA REEEITER.

Incorrect. In order to know whether someone is doing a good job, it is important to measure
their performance. However, it is not the most critical element in bringing about a service
culture as such. Actually showing the consumer that they are valued by actions rather than
just telling them they are valued, is the most important element though.

C) IFfa. iLEBERZIUMNZIENRRSIHUPRERNTTR, O A, 1. 44)

Correct. Making the consumer feel that they are valued is the most important element of a
service culture. (Literature: A, Chapter 4.4)

D) iR, EEERPOEIRS X, EENETISOHER TAEEARKTE), FHEEBEIHTAEFR,
FXt, BITHMARIESAEHERBHIZIEN, X4 2ERSIUEEENTE,
Incorrect. In order to create a service culture in an organization, it is important that employees
and management are actually enabled to do so, and to recognize good behavior when they
see it (or when they see bad behavior). Actually showing the consumer that they are valued by
actions rather than just telling them they are valued, is the most important element of
creating a service culture though.

E S VeriSM™ Essentials (VERISME.CH) 17
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6/20
BRERE TN EEREN: AR,

LA RIS BE R T +1328E17

Emotional intelligence defines two main competencies: personal and social.

w
A)
B)

9]

hich two skills belong to the social competence?

IR FHFIREZR

Joining social groups and actively communicating with them
TSR 2RI B SRIARSE

Knowing social media and what people or situations can influence us
HERIRIXREE

Social awareness and relationship management

D) HARXABEIEMEBIIIKRIS

A)

B)

9]

Social content management and using social techniques

HiR. DA RZERFH SEBAALR RS A AE AL,

Incorrect. Joining social groups and communication between group members are activities
not skills.

HiR. THRAKERNERELUSES I A—TEE. T HERBSHNANIERRET AREEIaIREE,
Incorrect. Knowing social media is not enough to express it as a skill. Knowing what people
and situations can influence ourselves is a skill that belongs to the personal competence.

Iy, A RiRfIxAZEE R Travis BradberryflJean GreavesEEIIHIENE (15752.0) (Emotional
Intelligence 2.0) FENMMIEINLRE, (Z#k: A; E5: 5.3)

Correct. Social awareness and relationship management are two skills defined by Travis
Bradberry and Jean Greaves in their work “Emotional Intelligence 2.0". (Literature: A, Chapter
5.3)

D) &R, HRXABEEMERHRISAETNEE. KIDEFAFENIE. —EFAMN, Mk

RER, BEFIMBGIKIIREF G, RITZMNAME, miEEl I TRIEFEESY).

Incorrect. Social content management and using social techniques are not skills. Techniques
are the use of specific tools, a set of rules of conduct, and skills are immanent, acquired during
the learning process and growth. Techniques are how to do something, skills are how to know
and understand something.

E S VeriSM™ Essentials (VERISME.CH) 18

VerisM™
Digital Trans formation



=%IN

7/20
BB R ERETA?

What is the last stage of team formation?

A) fBE/455R (Adjourning)
Adjourning

B) A% (Forming)
Forming

C) &% (Performing)
Performing

D) Z8% (Setting-up)
Setting-up

A) IFff, XEENEZRENER, BIBUKMESSehk, BAER. BRSO BIATR. B%. e
fo&¥E. (8 A; B 5.7.1)
Correct. This is the last stage in the formation of a team. It is when group tasks are complete
and the team disbands. The other four stages are forming, storming, norming, and
performing. (Literature: A, Chapter 5.7.1)

B) {HiR. XEREZNE—MER, EREEIANRA THRERIBR,
Incorrect. This is the first stage in a team formation. It focuses on getting to know each other
and understand the purpose of the team.

@) %%iioziix%ll)\ﬁ@ﬁg%ﬂll}ﬁﬁﬁo XM, KR, BAERAERLS AR, BFBAISERRIIFET
FE o
Incorrect. This is the fourth stage in the formation of a team. During this stage relationships,
team practices and effectiveness are synced and the real work of the team is now progressing.

D) &R, XAZHPANEZERIER.
Incorrect. This is not a stage in a team formation.

E S VeriSM™ Essentials (VERISME.CH) 19
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8/20
B Z B AT BE S B SRR T A)RE,

EEENX—ARRATRINETA?

There is a challenge that teams may operate in silos.

What is a recommendation that management should do to overcome this challenge?

A)
B)
9]

D)

A)

B)

9]

D)

EFPARL R Z EFFR—X—=iY

Implement one-on-one meetings between team members

7B HE ISR

Provide team-building activities for each team

RRRRNAZI BRI

Reward teams who achieve their goals ahead of target
YEXRTHERKIERIER

Share information on the organization’s strategies

Ei;;‘i}_ﬁtﬁ%iy—ﬁﬁﬁﬂb?ﬁfduBAEF‘EEEBA*%?& B—HEZMEAEEREE, (BERZAIR
= §' W,

Incorrect. Such meetings are helpful in building a team spirit across a virtual team, but may
encourage the development of silos, by encouraging the team to look inwards.

iR, B EANBEPNEIRENISSEEGH, TSR SEBERAIME.

Incorrect. Team building activities for each team will encourage team spirit, but not
collaboration with other teams.

HiR. RANERNIAZI BRI sER8 RS IES SRS 1F.

Incorrect. Rewarding teams for achieving goals ahead of target may emphasize competition
and discourage collaboration with other teams.

IFffy, PEHRRNMREFEESTEIN IR, HESHLIERER. (8 A, &5 6.1)
Correct. Sharing the organization’s strategic aims will help to focus the teams on the bigger
picture, so that the team works to help to achieve the overall objective. (Literature: A, Chapter
6.1)

Dig
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RRINRIEA R E SRR T TN BB EMATAIR,

AT BIX—BMTAIR?

Successful expectation management depends on developing a clear vision of what is
expected.

How can this clarity be achieved?

A) BREIFMAAISLA (IRSRBNIMN) CRETHEER
Ensure that detailed SLA documentation is available
B) iREXIERLIERFHIARIER
Report achievement against agreed targets
C) REFPRARMRITEE
Set boundaries and provide a structure for delivery
D) EEIFEIHEBI

Under-promise and over-deliver

A) R, WRFEAXET TEREABH, WA—ESEEEHTAIR. RS FAIML/REFHHTIIER 4
RIARSS A, LANBRSSEETT.

Incorrect. Detailed documentation may not necessarily improve clarity, if it is overly complex
or ambiguous. Service level agreements must be clear and state the level of service to be
provided and how this is to be measured.

B) &R, KpBirgERARK, MWRBFRSWSERFA—I, WnIIERSZAISRTFNSAEE, X
HUEFMBAYAIIN (SMEEEEN, BEEANRLEH) .

Incorrect. There is a danger that targets may be met, but the overall perception of the end-to-
end service is poor, if the targets are not aligned to the business requirement. This is known
as the watermelon effect (green on the outside, red on the inside).

C) IEfa. BBRRFRER(TEESHIRSTIAN—SFLHESZSAER. Ok A, E1: 6.2.1)
Correct. Defining the scope of what is to be delivered in an unambiguous way will ensure that
all parties are in agreement and prevent a mismatch between expectations and delivery.
(Literature: A, Chapter 6.2.1)

D) &R, HTHERSRHEEREBRMENRS S EAAMREMNLIE, BEESTEEREALIRIIRS
HBHAE, WHAESUPREEE, EEreBHE2ERNRSRTAIKE,

Incorrect. The ambition to under-promise and then deliver a better service than agreed does
not help clarify expectations, and may even raise expectations to an achievable level over
time, as there is no clear agreement on what the service provider is able to provide.
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What is one of the five components that should be considered in communication?

A) 1EEHH
Delivery mechanism

B) =E
Intention

C) R
Perception

D) SEE
Scope

A) Fffs. RFHGBFEZRONMER, DA GRE. BRNE. BiE. EBNFRE. (X
mk: A; ET5: 6.4)
Correct. In good communication there are five components to consider. These five
components are: sender, context, receiver, delivery mechanism and content. (Literature: A,
Chapter 6.4)

B) #Hix. SEFENETNEENANERZ—. 8MERNETE—MIENEN (BE) , GEAS
ESEINRAESK g ST R
Incorrect. Intention is not one of the five components to consider in communication. Every
message should have a defined purpose (intent) that the sender wants to achieve with the
communication.

C) EiR. RAARIBETNERNANERZ—, CRIEEENEFSI.

Incorrect. Perception is not one of the five components to consider in communication. It is
how the message is understood.

D) tHiR. SEEARIEFNEENANERZ—, MEETHREIEH I —EE5.

Incorrect. Scope is not one of the five components to consider in communication. The scope is
a part of a defined communication plan.
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\Z/lzerisMTM1‘%&25’\]ﬂﬂB—Eﬁ%%ﬁ&fﬁ?LZ\%E’J%"‘EE%EEJJESZ?&E%, BT ENE S E e R R QIR
k2

Which element of the VeriSM™ model defines the management activities or practices
necessary to meet the governance requirements by providing guardrails or boundaries?

A) BN (Define)
Define

B) =IEM#E (Management Mesh)
Management Mesh

C) &= (Produce)
Produce

D) MRSEIERN

Service management principles

A) R, EXMERXESFmERSRITERAENMNEERR. EXMERERS SRRV ETNE
ERFREIE.

Incorrect. The Define stage is concerned with the activities and supporting outcomes that
relate to the design of a product or service. The Define stage works within the guardrails
provided by the service management principles.

B) 7"5:1% BEEMENEMESE, ERTENREEGE~RMIRS, BERIR. ik, NI
Incorrect. The Management Mesh does not provide the guardrails; it allows teams to work on
products and services flexibly, combining resources, practices, environment and emerging
technologies.

C) iEiR. EF-MBRNIHERSENCE, WRREREHEENTKR. EMRERSEERFERNUAEIR
SHERFRIF.

Incorrect. The Produce stage is concerned with the creation of the solution, ensuring the
outcome meets the needs of the consumer. The Produce stage works within the guardrails
provided by the service management principles.

D) IEffs, BRSEERUETERRERN, ME TN miIRSIMERE, Bl T REFMXKGEE
&, (Mmh: A; BT 7F09.1)
Correct. The service management principles are based on the organizational governing
principles. They provide the guardrails for the products and services delivered, addressing
areas such as quality and risk. (Literature: A, Chapter 7 and Chapter 9.1)
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HrrmEiRSEIEELZR, RSRMHENAFIERRMFESSS.

Ve

Fo
on

riSM™EEUAIR—TNEEZR R 71X —3245?

llowing the deployment of a new product or service, the service provider will provide
going support in its use to consumers.

Which element of the VeriSM™ model describes this provision of support?

A)
B)
9]

D)

A)

B)

9]

D)

ENX (Define)
Define

47 (Produce)
Produce

2 (Provide)
Provide

MMz (Respond)
Respond

HiR. EMHERXESmERSRITAEXAENFIEEMNSR.

Incorrect. The Define stage is concerned with the activities and supporting outcomes that
relate to the design of a product or service.

HiR, EFMBRKERRDRENCNE, HRARHEREENTER,

Incorrect. The Produce stage is concerned with the creation of the solution, ensuring the
outcome meets the needs of the consumer.

HiR. REMEREERRMTIEEERR T EAMER,

Incorrect. The Provide stage is concerned with making the new or changed solution available
for use.

IEffg, MERCFERFEIA T BB MRS, SHSHTEMMIERIEEZIINS:. Ot A &
T 7§014.1)

Correct. The Respond stage describes the support the consumer receives during performance
issues, questions or any other requests. (Literature: A, Chapter 7 and 14.1)
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VeriSM™EHE XS IRSZ ERAMRDRRRHA?

What is the main reason VeriSM™ re-defines traditional service management?

A)

B)

9]

D)

A)

B)

9]

D)

VeriSM™EBLRRIIRS EED AABLK, XEELAERILIBETE.

VeriSM™ divides service management within an organization into separate entities so all
entities can work autonomously.

VeriSM™EEEMRME, T ERRMERE.

VeriSM™ focuses on the big picture and does not provide practices for specific organizations.
VeriSM™EES THHR, B AT BN TER ISR EL.,

VeriSM™ incorporates new technologies and therefore helps IT departments with digital
transformation.

VeriSM™GEANMBLN AR MR EMERIIRSIREE.

VeriSM™ regards the entire organization as the service provider with capabilities that work
together.

HiR. VeriSM™EEMNBLRIF—PEIK, A BEAD NENLIE,

Incorrect. VeriSM™ has a holistic view for the whole organization and it does not separate an
organization into entities.

Hix. VeriSM™EHT—MMIE (Mesh) SCHUSERRRIIRS EERME.

Incorrect. VeriSM™ provides a Mesh to personalize service management for a specific
organization.

HiR. FRIAHHSCULE, (BREEHENRSEENEERRE.

Incorrect. This is true, but not the main reason why it re-defines service management.

IEffs, XEVeriSM™MIITSMZBNEXRXE], (3X@k: A; E5: 9.2)

Correct. This is the key differentiator between VeriSM™ and ITSM. (Literature: A, Chapter 9.2)

Dig
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R4 VeriSM™EEMITIRS EERTEX D FFHR?

w
A)
B)

9]

hat differentiates VeriSM™ from other IT service management approaches?

VeriSM™GITSEMIRSZ ETELRX 5T,
VeriSM™ differentiates IT from other service management practices.

VeriSM™ K FARHRITBIITISH.

VeriSM™ focuses on the corporate IT aspects in the organization.

VeriSM™ 23S RHAITIRSS EE LIS TR,

VeriSM™ is a logical evolution to older IT service management practices.

D) VeriSM™ZErEHEEEIMNEETTE.

A)

B)

9]

VeriSM™ takes all organizational capabilities into account.

Him. VeriSM™GRTEER IR HREtEZEEIRSSHIRE

Incorrect. VeriSM™ regards all departments and areas as capabilities in delivering consumer
services.

HiR, VeriSM™IGEEEMAL, MANNZIT.

Incorrect. VeriSM™ focuses on the whole organization, not just IT.

HiR, VeriSM™MBXTFHRFKT, (EXETABUERITIRSEEENMN .

Incorrect. VeriSM™ is the next step, but has a broader focus then traditional IT service
management.

D) IEff, VeriSM™EGENMERMIE—PER, BNMARERSRAE, MR MERINESTHALIR A~

RAARSSAYERNI, (SZ@k: A; E15: 9.2)

Correct. VeriSM™ has a holistic view over the organization as a whole. The entire organization
is the service provider and the individual departments are the capabilities that support the
organization as it delivers products and services. (Literature: A, Chapter 9.2)
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VeriSM™S| N7 EIEMIE (Management Mesh) RS, BEMBESTRIR. BEXHK. W5
FFTANER, SIS ™= RF RS

LA —TE RN B SHERMESRANITIL, BfRXT5A(€40COBIT?

VeriSM™ introduces the concept of the Management Mesh. This combines the four
elements of resources, management practices, environment, and emerging technologies to
create and deliver products and services.

In which element should frameworks such as ITIL or methodologies such as COBIT be
included?

A) FRERA
Emerging technologies
B) AR
Environment
C) B
Management practices
D) &R
Resources

A) R, AR TIRS. BiIIIBRRNSGERA LAIHE, AILAERI IS IRSSESFIR.
Incorrect. Emerging technologies are the advances in overall technologies such as cloud
services, automation and the Internet of Things which may be exploited when designing and
delivering a service.

B) $HiR, MMRHEEIEBALSUL. THipt AL ERESR,

Incorrect. The environmental aspects include the organizational culture, market position, and
regulatory framework.

C) IEff. MISHEIRELHEREIEITILSELLIRCOBIT, SIAMAIDevOpsE/Tikit, BLIRIETKIER
ERm— . (OZ@k: A; B 10)
Correct. The management practices element of the Mesh includes frameworks such as ITIL,
and methodologies such as COBIT, SIAM and DevOps. The organization chooses which to use,
dependent on the requirement. (Literature: A: Chapter 10)

D) &R, HRREBRARFAmIIRSHER, AIINAS. BESHE.
Incorrect. Resources are the elements an organization draws on to create products and
services, such as people, money and assets.
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EIEMRALAIEMRS EERNEZ RZEEME (Management Mesh)

TR SRR AHIEA?

The Management Mesh can only be built once the organizational governance and service
management principles are understood.

What else must also be developed before the Mesh is built?

A) &HGE
Design specifications
B) izEitk!
Operational plans
C) AkBgItH
Strategic plans
D) fAitx!

Tactical plans

A) iR, EEMSATHANRCTRIRS. RiTAEEFBEERMEEIEN.
Incorrect. The Management Mesh is used to develop and deliver products and services. The
design specifications are developed using the Management Mesh.

B) ’f’a*iidié%iﬁ'ﬁﬂ%&’f’@@%ﬂ@’f%%%ﬂfﬁﬂ’ﬂa RIEER, RSRUEEEMNENREER, HIelEE
Eitil,
Incorrect. Operational plans are developed following the building of the Management Mesh.
Based on the requirements, the service provider chooses the best elements for the Mesh to
create the operational plan.

C) IEfA. IRSBSREMEBFALSIENRSEERNFMRENMEFIEAFRIE, SlEsiBitifRiEEE
oK, FEMCEN T EENE, (8 A; &1 10.5)
Correct. Working within the guardrails set by the organizational governance and service
management principles, the service provider develops their strategic plans to address
consumer requirements. Based on these, the Management Mesh is built. (Literature: A,
Chapter 10.5)

D) ’;’a:ia“e, AT ZEMEEEMEETIERN. RIEER, RSRUEEEMENREESR, HIEEEMA
N,
Incorrect. Tactical plans are developed following the building of the Management Mesh.
Based on the requirements, the service provider chooses the best elements for the Mesh to
create the tactical plan.
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VeriSM™REIFREN (Define) MEMIBIREMA?

W

hat is an objective of the Define stage in the VeriSM™ model?

A) EHASFmEIRS I RAYEMNFIERR

B)

9]

To address activities and supporting outcomes that relate to the design of a product or
service

TR REIRSS AT iR EE
To ensure the product or service is available for consumption

IEALEZRERIIRS L. [AIEFFER

To react to service issues, inquiries and requests from the consumer

D) &EIRSEEFHITHEE. MIKANEEL T E =S TRYE

To take the service blueprint and perform build, test and implement activities under change
control

A) Ffa. EXERXRTERSKRSEFmRITAEXRE. (O AET11.1)

B)

9]

Correct. Define is about addressing the activities relating to the design of a service or product.
(Literature: A, Chapter 11.1)

IR, XRZVeriSM™EEIiZ{tt(Provide)iERAY BT,

Incorrect. This is an objective for the Provide stage of the VeriSM™ model.
IR, IX2VeriSM™EZUNEIN (Respond)FTERRIB IR,

Incorrect. This is an objective for the Respond stage of the VeriSM™ model.

D) $HiR, XZVeriSM™EEILF=(Produce)bERAIB IR,

Incorrect. This is an objective for the Produce stage of the VeriSM™ model.
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Mt At AREF (Produce) MERMEELS?

Why is testing an important part of the Produce stage?

A) EXBRRIXBEERIFIX B REF
To define risk criteria and the risk appetite of an organization
B) MR mERSHEEEK
To ensure that the product or service meets the requirements set
C) MRBLNERFTFEELE
To ensure that the organization's requirements are in line with its strategy
D) HARIEZAIERIG

To ensure an organization's architecture is appropriate

A) $BiR. TENX(Define)ER, HEANEIRFRABEIRIE, FHESRSRIEXAXBENFEN.
M B RITAIE R B ARSS B mAYS [T XEEK, MARENERAS.

Incorrect. The organizational appetite for risk is the responsibility of governance structures
and risk criteria associated to a product of service are defined during the Define stage. Testing
needs to make sure that the introduction of a new or changed service or product meets the
requirements set with regards to risk and not to define what these requirements are.

B) IEffE, MXFEMRmERSHEENMBRIENIERK, HelgeAFE RN, AueErmaiR
SREMEIIRFRERSTRNTREARTRK, RERSH - mEAMEEXMRIKENEREHEEIE
WRAINEE, ATRAM. RAFRSUEES, BNHENRR REIRS SRR S R RIS ME
AISCER.  (OZ@k: A, SB7TEMH12581)

Correct. Testing needs to ensure that the product or service meets the requirements set in the
Define stage. This may include a number of tests that checks, for instance, if the product or
service will meet the stakeholder needs that prompted the development of the product or
service. Checking whether a service or product meets requirements set in the Define stage
normally include activities like testing functionality, usability, technical compatibility etcetera,
but testing should also ensure that the product or service enables business outcomes and
facilitate the realization of business value. (Literature: A, Chapter 7 and Chapter 12.5)

C) iEiR. WIFRANERESHFANANRIRSSEEMEEENSRE, MARURNBER. A,
VeriSM™EEIR] At A QIR B EREE R R IR,

Incorrect. Validating whether organizational requirements support the organization's strategy
is the responsibility of the governing body and management and not the objective of testing.
However, the VeriSM™ model may provide valuable feedback to governance structures and
management to that end.

D) r:E*ti% THMEALRRERE SR — TN EIEER). WA R mANIRSS SRR ERV AL BRI A2
%o
Incorrect. Evaluating the appropriateness of organizational architecture is a management
activity. Testing should ensure that products and services are aligned with the defined
organizational architecture and not the other way around.
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AT —TuEsIETiRMEE (Provide) MERAI—ERD?

What activity is part of the Provide stage?

A) tgiE
Build
B) i&it
Design
C) Hu#
Improve
D) izt
Test

A) EiR, WEETVeriSM™&ERF= (Produce) mAEFMERAI—EBD. MWEKENX (Define) MR 4
BIRRSS BRI RTTTRILTRY, AR AT R AIIRSS B R B ARSS .

Incorrect. Build is a part of the Produce stage of the VeriSM™ Model. Build turns the service
blueprint produced in the Define stage into actionable plans and then into action that
produce the new or changed service.

B) {HR. EABRTRMUMERN—TERD.

Incorrect. It is not a part of the Provide stage.

C) IEff, BUARVeriSM™EEURMMERAIN—IUES). SUHEMRMEFFISHER, (IECAET:13.2)
Correct. Improve is an activity of the Provide stage of the VeriSM™ model. Improve includes
maintenance and improvement activities. (Literature: A, Chapter 13.2)

D) iR, WIXREFMERA—ERD, R mERSERRIHEZ . BRI RERFE
w, FABLEIR R,

Incorrect. Test is part of the Produce stage and ensures that the product or service is tested
according to the designed plans. These tests should cover a variety of circumstances and will
be based on organizational governance.
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ML (Respond) MERENICR (Record) iEafidfizs 1 LA TH—TA?

What is covered by the activity Record in the Respond stage?

A) R&ER

Capture information
B) RIER

Deliver results
C) FRRERR

Resolve the issue

D) RS

Source events

A) [Ffa, XEEEBETICRENMEZTEE. (XBLAED:14.2)
Correct. Capturing information is covered by the Record activity. (Literature: A, Chapter 14.2)
B) iR, RTERBTEEENEZLE,
Incorrect. Delivering results is covered by the Manage activity.
0) #HiR, BROUAETEEEINEECE.
Incorrect. Resolving issues is covered by the Manage activity.
D) #iR, REMETEEEINRZTE,

Incorrect. Sourcing events is covered by the Manage activity.
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WTREAFEFRNIERSR, HEEERA.

[ =f 3 [ =f 3
1 C 11 D
2 A 12 D
3 B 13 D
4 D 14 D
5 C 15 C
6 C 16 C
7 A 17 A
8 D 18 B
9 C 19 C
10 A 20 A
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