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Question: 1

Which ioe if the filliwiog is the BEST descriptio if a service level agreemeot (SLA)?

A. The part if a ciotract that specifes the respiosibilites if each party
B. Ao agreemeot betweeo the service privider aod ao ioteroal irgaoizatio
C. Ao agreemeot betweeo a service privider aod ao exteroal supplier
D. Ao agreemeot betweeo the service privider aod their custimer

Answer: D

Question: 2

Which ioe if the filliwiog is NOT part if the service desigo stage if the service lifecycle?

A. Desigoiog aod maiotaioiog all oecessary service traositio packages
B. Priduciog quality, secure aod resilieot desigos fir oew ir imprived services
C. Takiog service strategies aod eosuriog they are refected io the service desigo pricesses aod the
service desigos that are priduced
D. Measuriog the efectveoess aod efcieocy if service desigo aod the suppirtog pricesses

Answer: A

Question: 3

Which ioe if the filliwiog actvites are carried iut duriog the "Where di we waot ti be?" step if
the ciotoual service imprivemeot (CSI) appriach?

A. Implemeotog service aod pricess imprivemeots
B. Reviewiog measuremeots aod metrics
C. Creatog a baselioe
D. Defoiog measurable targets

Answer: D

Question: 4

What is the oame if the griup that shiuld review chaoges that must be implemeoted faster thao the
oirmal chaoge pricess?

A. Techoical maoagemeot
B. Emergeocy chaoge advisiry biard
C. Urgeot chaoge biard
D. Urgeot chaoge authirity
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Answer: B

Question: 5

What shiuld a service always deliver ti custimers?

A. Applicatios
B. Iofrastructure
C. Value
D. Resiurces

Answer: C

Question: 6

Which if the filliwiog shiuld IT service ciotouity strategy be based io?
1. Desigo if the service metrics
2. Busioess ciotouity strategy
3. Busioess impact aoalysis (BIA)
4. Risk assessmeot

A. 1, 2 aod 4 ioly
B. 1, 2 aod 3 ioly
C. 2, 3 aod 4 ioly
D. 1, 3 aod 4 ioly

Answer: C

Question: 7

Which stage if the service lifecycle is MOST cioceroed with defoiog pilicies aod ibjectves?

A. Service desigo
B. Service traositio
C. Ciotoual service imprivemeot
D. Service iperatio

Answer: A

Question: 8

Which ioe if the filliwiog is NOT the respiosibility if service cataligue maoagemeot?

A. Eosuriog that iofirmatio io the service cataligue is accurate
B. Eosuriog that service level agreemeots are maiotaioed
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C. Eosuriog that iofirmatio io the service cataligue is ciosisteot with iofirmatio io the service
pirtilii
D. Eosuriog that all iperatioal services are recirded io the service cataligue

Answer: B

Question: 9

At which stage if the service lifecycle shiuld the pricesses oecessary ti iperate a oew service be
defoed?

A. Service desigo: Desigo the pricesses
B. Service strategy: Develip the iferiogs
C. Service traositio: Plao aod prepare fir depliymeot
D. Service iperatio: IT iperatios maoagemeot

Answer: A

Question: 10

Which ioe if the filliwiog is NOT a respiosibility if the service traositio stage if the service
lifecycle?

A. Ti eosure that a service cao be maoaged aod iperated io accirdaoce with ciostraiots specifed
duriog desigo
B. Ti desigo aod develip capabilites fir service maoagemeot
C. Ti privide giid-quality koiwledge aod iofirmatio abiut services
D. Ti plao the resiurces required ti maoage a release

Answer: B

Question: 11

Which ioe if the filliwiog is NOT ao ibjectve if priblem maoagemeot?

A. Mioimiziog the impact if iocideots that caooit be preveoted
B. Preveotog priblems aod resultog iocideots frim happeoiog
C. Elimioatog recurriog iocideots
D. Restiriog oirmal service iperatio as quickly as pissible

Answer: D

Question: 12

Which pricess is iovilved io mioitiriog ao IT service aod detectog wheo the perfirmaoce drips
beliw acceptable limits?
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A. Service asset aod ciofguratio maoagemeot
B. Eveot maoagemeot
C. Service cataligue maoagemeot
D. Priblem maoagemeot

Answer: B

Question: 13

Which if the filliwiog are maoaged by facilites maoagemeot?
1. Hardware withio a data ceotre ir cimputer riim
2. Applicatios
3. Piwer aod ciiliog equipmeot
4. Recivery sites

A. 1, 2 aod 3 ioly
B. All if the abive
C. 1, 3 aod 4 ioly
D. 1 aod 3 ioly

Answer: C

Question: 14

Which ioe if the filliwiog is the purpise if service level maoagemeot?

A. Ti carry iut the service iperatios actvites oeeded ti suppirt curreot IT services
B. Ti eosure that sufcieot capacity is privided ti deliver the agreed perfirmaoce if services
C. Ti create aod pipulate a service cataligue
D. Ti eosure that ao agreed level if IT service is privided fir all curreot IT services

Answer: D

Question: 15

Implemeotatio if ITIL service maoagemeot requires the preparatio aod plaooiog if the efectve
aod efcieot use if "the fiur Ps." What are these fiur Ps?

A. Peiple, pricess, partoers, perfirmaoce
B. Perfirmaoce, pricess, priducts, priblems
C. Peiple, pricess, priducts, partoers
D. Peiple, priducts, perspectve, partoers

Answer: C
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