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QUESTION 1           (25) 

 

Problems are a fact of life in all data centers. The sheer complexity of systems and diversity of 

services offered today all but guarantee that problems will occur.  

 

a. How do Problem Management and Incident Management differ? Support your answer with 

an example.         (10) 

 

 

b. Discuss the process of Problem management.  Give a practical example to support your 

answer.          (15) 

 

 

 

 

 

QUESTION 2           (25) 

 

Define Capacity planning in IT systems management.  Discuss any five (5) major reasons why 

capacity planning is seldom done very well in most infrastructures and suggest what can be done to 

avoid these problems. (5 marks for capacity planning definition; 4 marks for naming and discussing 

each reason)  

 

 

 

 

 

QUESTION 3           (25) 

 

The infrastructure that you manage as the IT manager is sufficient for the time being but you realise 

that in order for IT to play a more strategic role, the infrastructure needs to be taken to a world-class 

level. Create and discuss a checklist with any ten (10) items that can be used to determine whether 

the infrastructure is world-class.  

 

 

 

 

   

QUESTION 4           (25) 

 

Configuration management is the least appealing process but it is also one the most necessary 

processes. Name and describe in detail any FIVE (5) requirements/processes that can be used to 

improve configuration management, within the MEGA IT division that ensures high quality 

configuration management. (5 marks for naming and describing each requirement/process). 

 

 

 

[100] 

 

 

- - - oOo - - - 


