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QUESTION 1

What are the categories of event described in the UIL service operation book? 

A. Informational, scheduled, normal 

B. Scheduled, unscheduled, emergency 

C. Informational, warning, exception 

D. Warning, reactive, proactive 

Correct Answer: C 

 

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 fulfilment, and access management 

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

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

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

Correct Answer: A 

 

QUESTION 3

Which of the following is NOT a benefit of using public frameworks and standards? 

A. Knowledge of public frameworks is more likely to be widely distributed 

B. They are always free ensuring they can be implemented quickly 

C. They are validated across a wide range of environments making them more robust 

D. They make collaboration between organizations easier by giving a common language 

Correct Answer: B 

 

QUESTION 4

Which of the following are objectives of service level management? 

1: Defining, documenting and agreeing the level of FT services to be provided 
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2: Monitoring, measuring and reporting the actual level of services provided 

3: Monitoring and improving customer satisfaction 

4:

 Identifying possible future markets that the service provider could operate in 

A. 

1, 2 and 3 only 

B. 

1 and 2 only 

C. 

1, 2 and 4 only 

D. 

All of the above 

Correct Answer: A 

 

QUESTION 5

Which of the following are sources of best practice? 

1.

 Academic research 

2.

 Internal experience 

3.

 Industry practices 

A. All of the above 

B. 1 and 3 only 

C. 1 and 2 only 

D. 2 and 3 only 

Correct Answer: A 
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