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  Question: 1  
 
What is a change schedule PRIMARILY used for? 

 

A. To help plan, authorize and schedule emergency changes 

B. To publish a list of service requests that users can select 

C. To ensure that a single change authority reviews every change 

D. To help plan changes, assist in communication and avoid conflicts 
 
 
 

     Answer: D  
 
 

  Question: 2  

 
Which term relates to service levels aligned with the needs of service consumers? 

 

A. Service management 

B. Warranty 

C. Cost 

D. Utility 

 
 

  Answer: B  
 
 

  Question: 3  

 
Which directly assists with the diagnosis and resolution of simple incidents? 

 

A. Scripts for collecting user information 

B. Use of shift working patterns 

C. Fulfillment of service requests 

D. Creation of a temporary team 
 
 

  Answer: A  
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  Question: 4  
 

Which practice includes conducting regular reviews to ensure that services are still appropriate and 

relevant? 

 

A. Service level management 

B. Service desk 

C. Continual improvement 

D. Change enablement 
 
 
 

    Answer: A  
 

 

  Question: 5  

 
Which helps to streamline the fulfilment of service requests 

 

A. Understanding which service requests can be accomplished with limited approvals 

B. Creating new workflows for every service request 

C. Separating requests relating to service failures from the degradation of services 

D. Eliminating service requests which have complex workflows 

 
 
 

   Answer: A  
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