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QUESTION 1

Who is responsible for ensuring that the request fulfillment process is being performed according to the agreed and
documented standard?

A. The IT director
B. The process owner
C. The service owner
D. The customer

Correct Answer: B

QUESTION 2

What body exists to support the authorization of changes and to assist change management in the assessment and
prioritization of changes?

A. The change authorization board
B. The change advisory board

C. The change implementer

D. The change manager

Correct Answer: B

QUESTION 3

Which one of the following do major incidents require?
A. Separate procedures

B. Less urgency

C. Longer timescales

D. Less documentation

Correct Answer: A

QUESTION 4
Which one of the following activities does application management perform?

A. Defining where the vendor of an application should be located
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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 5

Which process is responsible for low risk, frequently occurring, low cost changes?
A. Demand management

B. Incident management

C. Release and deployment management

D. Request fulfillment

Correct Answer: D

QUESTION 6
Which of the following provide value to the business from service strategy?
1.

Enabling the service provider to have a clear understanding of what levels of service will make their customer\\'s
successful

2.

Enabling the service provider to respond quickly and effectively to changes in the business environment
3.

Reduction in the duration and frequency of service outages

A. All of the above

B. 1 and 3 only

C.land 2 only

D. 2 and 3 only

Correct Answer: C

QUESTION 7
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What is the primary focus of business capacity management?

A. Management, control and prediction of the performance, utilization and capacity of individual elements of IT
technology

B. Review of all capacity supplier agreements and underpinning contracts with supplier management
C. Management, control and prediction of the end-to-end performance and capacity of the live, operational IT services
D. Future business requirements for IT services are quantified, designed, planned and implemented in a timely fashion

Correct Answer: D

QUESTION 8

Which process is responsible for recording the current details, status, interfaces and dependencies of all services that
are being run or being prepared to run in the live environment?

A. Service level management

B. Service catalogue management
C. Demand management

D. Service transition

Correct Answer: B

QUESTION 9

Which process has the following objective, \\'Produce service design packages (SDPs) based on service charters and
change requests\\'?

A. Service transition planning and support
B. Design coordination

C. Service level management

D. Change management

Correct Answer: B

QUESTION 10
Which one of the following is NOT the responsibility of service catalogue management?
A. Ensuring that information in the service catalogue is accurate

B. Ensuring that service level agreements are maintained
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C. Ensuring that information in the service catalogue is consistent with information in the service portfolio
D. Ensuring that all operational services are recorded in the service catalogue

Correct Answer: B

QUESTION 11

Which of the following processes contributes MOST to quantifying the financial value of IT services to the business?
A. Service level management

B. Financial management

C. Demand management

D. Risk management

Correct Answer: B

QUESTION 12

Which of the following CANNOT be provided by a tool?
A. Knowledge

B. Information

C. Wisdom

D. Data

Correct Answer: C

QUESTION 13

Which one of the following is the BEST description of a major incident?

A. An incident which is so complex that it requires root cause analysis before a workaround can be found
B. An incident which requires a large number of people to resolve

C. An incident logged by a senior manager

D. Anincident which has a high priority or a high impact on the business

Correct Answer: D

QUESTION 14
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Where would you expect incident resolution targets to be documented?
A. A service level agreement (SLA)

B. A request for change (RFC)

C. The service portfolio

D. A service description

Correct Answer: A

QUESTION 15

Which of the following is NOT a recognized example of a service provider type within the ITIL framework?
A. Internal

B. External

C. Service desk

D. Shared services unit

Correct Answer: C
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