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Instructions to the candidates:
1)  Neat diagrams must be drawn wherever necessary.
2) Figures to the right indicate full marks.
3) Use of calculator is allowed.
4) Assume suitable data if necessary.

Q1) What is service management? Differentiate between best practice & good

practices. [8]

OR
Q2) a) Whatis service management benchmarking? [2]
b) Explain the current status & future prospects of service management
with suitable example. [6]
03) a)  Explain the four P’s of strategy. [4]
b) Explain service life cycle & service strategy. [4]

OR

Q4) What is service design? Explain any three major aspects of service design.

8]
@5) a) What are the purpose & objectives of service transition? [4]
b) Explain the key activities & function of service operation. [5]

OR
(6) What is continual service improvement? Explain their purpose, objectives &
key principal. [9]

RTO.



07) Write in brief about service continuity management, with real time application

on it. [8]

OR
08) Explain the service management processes relationship, metrics & roles of
service continuity management. [8]
(9) a} Explain the information security policies. [4]
b) Explain the information security management system. [4]

OR
Q10)What is access management & facilities management process? [8]

Q@11)Explain IT operations management in brief with scope, purpose & objectives.
9]
OR

@12)Explain Technical Management in brief with scope, purpose & objectives.
[9]
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