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Paper/ Subject Code: 8870 /1. T.‘Scrvicc Management

TIME: 21, Hours

Total Marks: 75

N.B.: (1) All questions are compulsor ‘ o
(2) Make suitable assumptions wherever 'nécessary and state the assumptions made.
(3) Answers to the same guesﬁ'on mus( be written fog cther. N '
(4) Numbers to the right indicate marks. " \-
(5) Draw neat labeled diagrams wherever necessary. 5
(6) Use of Non-programmable c\aléhlators is.allowed.
L. Attempt any rlzrea_gi‘f the following: . ~ e i\ 15
. What do you mean'by ITSM % What are thie issues rg]étcd to ITSM? N2 :
b. How Functioqs@r—)d Procye,s_}s& conne‘c@:‘g inIT. SM;JFFe cycle? | X E Pay
¢ Explain fou{P‘s of Seryite Strategy, ™ o ) N '
d  Whois Sgﬁﬁcc Provi(ﬁ?‘? What a\._\‘its types?@\ \\{“ N <X
¢ How to prepare Sergjce Strate rfor executfon? O i A &
f What gfc the Ris&kassociatpqwith Servige Strateg 2 h N & ) A
Aol A0 _;\ .-\ o N 7,,_\\ e
2, -ji“ttcmpt ahi three o@ﬁe followi{:‘?:— \QQAV -\\\ N 3
a}_\:'" Define \S\Q?Vl'cc Design. List and\;\explain itg oals. _:} \_.\\ <,\.,, R
b> Whatare Servicg%!cquirems_ﬂ@? How Qﬁ%cntify t_hgﬁ? AN ’
. Exgl}iin in detaif'about Serice LevelManagemeqt‘process of Service dquEn.
d  Whatisa Contract? Explain ContractManagement and Typés of Supplier Contracts;
e. -List and Explain sub processes qfﬁformati% , ccurity/ A agcmfn\tl'pi'ocess, S
f.“_:-‘ Explaw“detaxl C\;lfﬂlengcs Tgcrvnce Dc\iign ProchsAq.jx \ \\\" Q‘.L’}
8 N o N 2 o S
3. Aétempt any three of th@*?dlloMng:f N L0 A 15
a.  What is Service Tranfsig?n? Explain'its Obj?qﬁ% and Go\alé. f.“
b..-"How to esfablish E \QE'tive Con;fv and Digoiplines fgg Service 'I;rhh;sition?
pﬁ " List and Explain §:even R’s (@s) of I'I;I_l}{Change‘h‘Aanagcmeuft;\\
“d Whatis a Rclqaéb and whatire the Types of Releases in [T L2
¢ Explain the “Service V Model” of [TiL ServiceValidation ajid Testing,
f. ;‘Wn'le short dote on th¢ DIK W Modgel of ITlfflfﬁnowledgkc ‘Managcment.
e .y Nl {x g ‘
4. Attempt any thrée of (he\l\'q_llbwing: AN D 1§
a.  Define the term Service Opération. Explain the ptinciples of Service Operation Phase.
b. ,"W’}ile short note on Meetings in rfogi}‘rds with Service Operation Phase.
c. Expluiq Qﬁjccli ve, Purpose un({ﬁéope of Qgeﬁt Management Process.
d’ Write short note on Incident Managemep Lifecycle Activities,
€. Listand Explain Request Fulfilment qu\Pmcusscs,
L. Elaborate Progetjye Problem Munugq}ncnl and Reactive Problem Management.
\
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Attempt any three of the following:."

15

Write short note on the Approach to Continual Service Im

Define and explain the terms CSfRegiste

Write the details about CSI_ié
. What is Governance? Explain its types."

What is Benchmarking_?/,l_ixplain its p
Which points needs to-take into

5.
a
b
c.
d
e
f.
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