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QUESTION 1
Which of the following would NOT be a task carried out by the Request Fulfillment process?
A. The sourcing and delivering of the components of requested standard services (e.g. licenses and software media)

B. Provision of a channel for users to request and receive standard services for which a pre-defined approval and
qualification process exists

C. Provision of information used to compare actual performance against design standards

D. Provision of information to users and customers about the availability of services and the procedure for obtaining
them

Correct Answer: C

QUESTION 2

Which one of the following answers shows two of the activities relating to tools that will take place during the transition
stage of the service lifecycle?

A. Testing the tool and training process managers on using the process

B. Development or purchase of tools and deployment of the tools

C. Training tool administrators how to manage tools and monitoring tool performance in operational environment
D. Development or purchase of tools and deployment of the process

Correct Answer: AD

QUESTION 3

Which of the following identifies the purpose of design coordination?

A. Provide a single point of control for all activities and processes within the service design stage of the lifecycle
B. Ensuring all service designs have availability designed into them

C. Designing of all the links between every service design process and all other processes in the service lifecycle
D. Control of all supplier relationships from design right through to the production environment

Correct Answer: A

QUESTION 4

What is a RACI model used for?
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A. Performance analysis

B. Recording configuration items

C. Monitoring services

D. Defining roles and responsibilities

Correct Answer: D

QUESTION 5

The addition, modification or removal of an authorized, planned or supported service or service component and its
associated documentation is a definition of what?

A. A change

B. A change model

C. A change request

D. A change advisory board

Correct Answer: A
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