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What attracted you to Mphasis and the IT Service
Management role?

8 Sample Answer

I’'m impressed by Mphasis’s innovative approach to IT services and its
commitment to digital transformation. The opportunity to enhance service
delivery and customer satisfaction aligns with my career goals

® Interview Tip

Mention specific Mphasis initiatives or values that resonate with you.

J

frameworks?

02 Can you explain your experience with ITIL

& Sample Answer

| have extensive experience with ITIL processes, including incident
management, problem management, and change management. I’ve
successfully implemented ITIL best practices in previous roles to enhance
service delivery.

Interview Tip
Highlight any relevant ITIL certifications you hold.
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03 How do you handle incidents and prioritize them in

a service management context?

8 Sample Answer

| use a tiered prioritization system based on impact and urgency to categorize
incidents. This ensures that critical issues are addressed promptly while
maintaining efficient workflow

® Interview Tip
Discuss your methodical approach to incident resolution.

N\ J

Describe a time when you improved a service

management process.

8 Sample Answer

In my last role, | identified inefficiencies in the incident management process.
By implementing a knowledge base, | reduced average resolution time by 25%
and improved first-contact resolution rates

¥ Interview Tip
Use the STAR method to articulate your experience clearly.

- J
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0 What tools and technologies do you use for IT

service management?

8 Sample Answer

| have experience with tools like ServiceNow and BMC Remedy for incident
and change management. These tools streamline workflows and enhance
visibility into service performance

® Interview Tip

Mention any relevant certifications or training in these tools.

- J

agreements (SLAs)?

06 How do you ensure compliance with service level

8 Sample Answer

I monitor performance metrics regularly to ensure we meet SLAs. | also
conduct reviews with teams to address any gaps and implement corrective
actions when necessary

® Interview Tip

Emphasize your focus on accountability and continuous improvement.

\_ J
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07 Can you explain your approach to change

management?

8 Sample Answer
| follow a structured change management process that includes assessing

risks, documenting changes, and communicating with stakeholders. This
minimizes disruption and ensures smooth transitions.

® Interview Tip
Highlight your attention to detail and planning skills.

08 How do you handle conflict within your team during

service outages?

& Sample Answer

| focus on open communication and collaboration. During an outage, |
encourage team members to share their perspectives and work together to
find a solution, fostering a positive environment

® Interview Tip

Highlight your interpersonal skills and focus on team dynamics.

- J
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09 What strategies do you use for root cause analysis?

8 Sample Answer
| utilize methods like the 5 Whys and Fishbone Diagram to identify root causes
of recurring issues. This helps in developing effective long-term solutions
rather than just addressing symptoms

Interview Tip

Discuss the importance of addressing underlying issues for continuous
\ improvement.

stakeholders during incidents?

10 How do you ensure effective communication with

8 Sample Answer

| provide timely updates through multiple channels, including email and
internal dashboards, to keep stakeholders informed. This transparency helps
manage expectations and builds trust

¥ Interview Tip

Emphasize your commitment to stakeholder engagement.

N >
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11 Describe your experience with service desk

operations.

8 Sample Answer

| have managed service desk teams, focusing on training staff to provide
excellent customer support. | implemented KPIs to track performance,
resulting in improved customer satisfaction scores

® Interview Tip

Highlight your leadership and operational management skills.

N 4

12 What do you believe are the key skills for an IT

Service Management Specialist?

& Sample Answer

Key skills include strong analytical thinking, excellent communication, and the
ability to manage multiple tasks. Adaptability and a customer-centric mindset
are also crucial for success

¥ Interview Tip
Tailor your answer to reflect the skills that Mphasis values.

N J
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13 How do you approach training and mentoring less

experienced team members?

8 Sample Answer

| believe in hands-on training and knowledge sharing. | conduct regular
sessions and encourage questions, fostering an environment where team
members feel supported in their growth.

® Interview Tip

Emphasize your collaborative and supportive nature.

14 How do you measure the effectiveness of IT service

management processes?

8 Sample Answer

| use metrics such as incident resolution time, customer satisfaction scores,
and SLA compliance rates to evaluate process effectiveness. Regular reviews
help identify areas for improvement

® Interview Tip
Discuss your analytical approach to process evaluation.

\_ J
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15 Can you discuss your experience with automation in

service management?

8 Sample Answer
| have implemented automation for ticket routing and notifications, which has
significantly reduced response times and improved overall efficiency in service
desk operations

¥ Interview Tip

Highlight specific automation tools or scripts you’ve used.

NG 4

16 How do you ensure continuous improvement in IT

services?

8 Sample Answer

| conduct regular retrospectives and gather feedback from stakeholders to
identify areas for improvement. | then implement changes and monitor their
impact on service quality

¥ Interview Tip

\ Show your commitment to a culture of continuous /

© Copyrights by Elysium Academy Private Limited


https://elysiumacademy.org/

ELYSIUM

INTERVIEW ELYSIUM

QAUEST
Milestone of Cognizance

What challenges do you foresee in IT service

management in the coming years?

8 Sample Answer

| believe the increasing complexity of IT environments and the demand for
faster service delivery will challenge ITSM teams. Embracing automation and
Al will be crucial for addressing these challenges.

® Interview Tip
Show foresight and strategic thinking.

. p7/

18 How do you approach incident escalation?

8 Sample Answer

| have a clear escalation path defined in our processes. When incidents cannot
be resolved at the first level, | ensure timely escalation to the appropriate
teams while keeping stakeholders informed.

¥ Interview Tip

Highlight your commitment to effective communication during escalations.
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Describe your experience with customer

relationship management in an IT service context.

8 Sample Answer

| prioritize building strong relationships with customers by regularly soliciting
feedback and addressing their concerns promptly. This helps ensure we meet
their expectations and improve service delivery

% Interview Tip

Emphasize your customer-centric approach.

N J

How do you manage stress and workload during

peak times?

8 Sample Answer

| prioritize tasks based on urgency and importance, and | ensure clear
communication with my team. | also practice time management techniques to
maintain focus and efficiency

¥ Interview Tip

Discuss your strategies for maintaining productivity under pressure.

\a J
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What is your experience with IT service

management tools?

8 Sample Answer

| have worked with tools such as ServiceNow and Cherwell for incident
tracking, change management, and reporting. I’m skilled at leveraging these
tools to optimize service delivery

® Interview Tip

Mention specific functionalities you have utilized in these tools.

. p7/

22 How do you approach incident escalation?

8 Sample Answer

| take client feedback seriously and view it as an opportunity for improvement.
I analyze the feedback, involve relevant teams in discussions, and ensure that
we implement necessary changes

¥ Interview Tip

Highlight your proactive approach to client relationships.
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Can you explain your experience with compliance

and regulatory standards in IT services?

8 Sample Answer

| ensure that our ITSM processes comply with standards such as ISO 20000
and GDPR. This involves regular audits and training sessions to keep the team
informed about compliance requirements

% Interview Tip

Discuss your attention to detail in maintaining compliance.

N J

2 Why do you think you would be a good fit for

Mphasis’s culture?

8 Sample Answer

| resonate with Mphasis’s focus on innovation and customer-centricity. My
proactive approach and commitment to quality align well with the company’s
mission to deliver exceptional IT services

¥ Interview Tip

Reflect on how your personal values align with Mphasis’s culture.

\a J
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2 What are your long-term career aspirations as an IT

Service Management Specialist?

8 Sample Answer
| aim to advance into a leadership role within IT service management, where
I can influence strategic initiatives and mentor junior professionals, driving
service excellence across the organization

® Interview Tip

Align your aspirations with the growth opportunities at Mphasis.

. p7/
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