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QUESTION 1

Which process is responsible for providing the rights to use an IT service? 

A. Incident management 

B. Access management 

C. Change management 

D. Request fulfillment 

Correct Answer: B 

 

QUESTION 2

Which one of the following provides the CORRECT list of processes within the service operation stage of the service
lifecycle? 

A. Event management, incident management, problem management, request fulfillment, and access management 

B. Event management, incident management, change management, and access management 

C. Incident management, problem management, service desk, request fulfillment, and event management 

D. Incident management, service desk, request fulfillment, access management, and event management 

Correct Answer: A 

 

QUESTION 3

Which one of the following activities does application management perform? 

A. Defining where the vendor of an application should be located 

B. Ensuring that the required functionality is available to achieve the required business outcome 

C. Deciding who the vendor of the storage devices will be 

D. Agreeing the service levels for the service supported by the application 

Correct Answer: B 

 

QUESTION 4

Which one of the following is the BEST description of a service request? 

A. A request from a user for information, advice or for a standard change 
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B. Anything that the customer wants and is prepared to pay for 

C. Any request or demand that is entered by a user via a self-help web-based interface 

D. Any request for change (RFC) that is low-risk and which can be approved by the change manager without a change
advisory board (CAB) meeting 

Correct Answer: A 

 

QUESTION 5

Implementation of IT1L service management requires the preparation and planning of the effective and efficient use of
"the four Ps." 

What are these four Ps? 

A. People, process, partners, performance 

B. Performance, process, products, problems 

C. People, process, products, partners 

D. People, products, perspective, partners 

Correct Answer: C 
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