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QUESTION 1

Which process includes business, service and component sub-processes?
A. Capacity management

B. Incident management

C. Service level management

D. Financial management

Correct Answer: A

QUESTION 2

Which of the following is the best definition of IT service management?

A. An internal service provider that is embedded within a business unit

B. A complete set of all the documentation required to deliver world class services to customers
C. Technical implementation of supporting IT infrastructure components

D. The implementation and management of quality IT services that meet business needs

Correct Answer: D

QUESTION 3

Which one of the following is NOT an aim of the change management process?

A. To ensure the impact of changes are understood

B. To ensure that changes are recorded and evaluated

C. To ensure that all changes to configuration items (CIs) are recorded in the configuration management system (CMS)
D. To deliver and manage IT services at agreed levels to business users

Correct Answer: D

QUESTION 4
Which one of the following generates demand for services?
A. Infrastructure trends

B. Patterns of business activity (PBA)
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C. Cost of providing support
D. Service level agreements (SLA)

Correct Answer: B

QUESTION 5

Which one of the following functions would be responsible for the management of a data centre?
A. Technical management

B. Service desk

C. Application management

D. Facilities management

Correct Answer: D
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