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QUESTION 1

Which function or process would provide staff to monitor events in an operations bridge? 

A. Technical management 

B. IT operations management 

C. Request fulfillment 

D. Applications management 

Correct Answer: B 

 

QUESTION 2

Which one of the following statements about incident reporting and logging is CORRECT? 

A. Incidents can only be reported by users 

B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal service 

C. All calls to the service desk must be logged as incidents 

D. Incidents reported by technical staff must also be logged as problems 

Correct Answer: B 

 

QUESTION 3

A process owner has been identified with an "I" in a RACI matrix. Which one of the following would be expected of
them? 

A. Be accountable for the outcome of an activity 

B. Perform an activity 

C. Be kept up-to-date on the progress of an activity 

D. Manage an activity 

Correct Answer: C 

 

QUESTION 4

What is defined as the ability of a service, component or configuration item (CI) to perform its agreed function when
required? 

A. Serviceability 
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B. Availability 

C. Capacity 

D. Continuity 

Correct Answer: B 

 

QUESTION 5

The remediation plan should be evaluated at what point in the change lifecycle? 

A. Before the change is approved 

B. Immediately after the change has failed and needs to be backed out 

C. After implementation but before the post implementation review 

D. After the post implementation review has identified a problem with the change 

Correct Answer: A 

 

QUESTION 6

What is the BEST description of an operational level agreement (OLA)? 

A. An agreement between the service provider and another part of the same organization 

B. An agreement between the service provider and an external organization 

C. A document that describes to a customer how services will be operated on a day-to-day basis 

D. A document that describes business services to operational staff 

Correct Answer: A 

 

QUESTION 7

Which of the following BEST describes technical management? 

A. A function responsibilities for facilities management and building control systems 

B. A function that provides hardware repair services for technology involved in the delivery of service to customers 

C. Senior managers responsibilities for all staff within the technical support function 

D. A function that includes providing technical expertise and overall management of the IT infrastructure 

Correct Answer: D 
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QUESTION 8

Which statement should NOT be part of the value proposition for Service Design? 

A. Reduced total cost of ownership 

B. Improved quality of service 

C. Improved Service alignment with business goals 

D. Better balance of technical skills to support live services 

Correct Answer: D 

 

QUESTION 9

At which stage of the service lifecycle should the processes necessary to operate a new service be defined? 

A. Service design: Design the processes 

B. Service strategy: Develop the offerings 

C. Service transition: Plan and prepare for deployment 

D. Service operation: IT operations management 

Correct Answer: A 

 

QUESTION 10

Who is responsible for defining metrics for change management? 

A. The change management process owner 

B. The change advisory board (CAB) 

C. The service owner 

D. The continual service improvement manager 

Correct Answer: A 

 

QUESTION 11

Which of the following is the correct definition of an outcome? 

A. The results specific to the clauses in a service level agreement (SLA) 

B. The result of carrying out an activity, following a process or delivering an IT service 

C. All the accumulated knowledge of the service provider 
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D. All incidents reported to the service desk 

Correct Answer: B 

 

QUESTION 12

Which process would ensure that utility and warranty requirements are properly addressed in service designs? 

A. Availability management 

B. Capacity management 

C. Design coordination 

D. Release management 

Correct Answer: C 

 

QUESTION 13

Which one of the following is an objective of service transition? 

A. To negotiate service levels for new services 

B. To ensure that service changes create the expected business value 

C. To minimize the impact of service outages on day-to-day business activities 

D. To plan and manage entries in the service catalogue 

Correct Answer: B 

 

QUESTION 14

Which one of the following activities would be performed by access management? 

A. Providing physical security for staff at data centers and other buildings 

B. Managing access to computer rooms and other secure locations 

C. Managing access to the service desk 

D. Managing the rights to use a service or group of services 

Correct Answer: D 

 

QUESTION 15

Which of the following are types of service defined in ITIL? 
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1.

 Enabling 

2.

 Core 

3.

 Enhancing 

4.

 Computer 

A. 1, 3 and 4 only 

B. 2, 3 and 4 only 

C. 1, 2 and 4 only 

D. 1, 2 and 3 only 

Correct Answer: D 
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