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QUESTION 1

Consider the following list:

1.

Change authority

2.

Change manager

3.

Change advisory board (CAB)
Which one of the following is the BEST description of the items above?
A. Job descriptions

B. Functions

C. Teams

D. Roles, people or groups

Correct Answer: D

QUESTION 2

Where would you expect incident resolution targets to be documented?
A. A service level agreement (SLA)

B. A request for change (RFC)

C. The service portfolio

D. A service description

Correct Answer: A

QUESTION 3

A process owner is responsible for which of the following?
1.

Defining the process strategy

2.
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Assisting with process design

3.

Improving the process

4.

Performing all activities involved in a process
A. 2,3 and 4 only

B. All of the above

C. 1, 2 and 3 only

D. 1, 2 and 4 only

Correct Answer: C

QUESTION 4

Which one of the following is the purpose of service level management?

A. To carry out the service operations activities needed to support current IT services

B. To ensure that sufficient capacity is provided to deliver the agreed performance of services
C. To create and populate a service catalogue

D. To ensure that an agreed level of IT service is provided for all current IT services

Correct Answer: D

QUESTION 5

Within service design, what is the key output handed over to service transition?
A. Measurement, methods and metrics

B. Service design package

C. Service portfolio design

D. Process definitions

Correct Answer: B
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