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QUESTION 1

What is the BEST description of the purpose of the service operation stage of the service lifecycle? 

A. To decide how IT will engage with suppliers during the service lifecycle 

B. To proactively prevent all outages to IT services 

C. To design and build processes that will meet business needs 

D. To deliver and manage IT services at agreed levels to business users and customers 

Correct Answer: D 

 

QUESTION 2

Implementation of ITIL service management requires the preparation and planning of the effective and efficient use of
"the four Ps." What are these four Ps? 

A. People, process, partners, performance 

B. Performance, process, products, problems 

C. People, process, products, partners 

D. People, products, perspective, partners 

Correct Answer: C 

 

QUESTION 3

Which one of the following is the purpose of service level management? 

A. To carry out the service operations activities needed to support current IT services 

B. To ensure that sufficient capacity is provided to deliver the agreed performance of services 

C. To create and populate a service catalogue 

D. To ensure that an agreed level of IT service is provided for all current IT services 

Correct Answer: D 

 

QUESTION 4

Which of the following would commonly be found in a contract underpinning an IT service? 

1.
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 Financial arrangements related to the contract 

2.

 Description of the goods or service provided 

3.

 Responsibilities and dependencies for both parties 

A. 1 and 2 only 

B. 1 and 3 only 

C. 2 and 3 only 

D. All of the above 

Correct Answer: D 

 

QUESTION 5

Which of the following would be used to communicate a high level description of a major change that involved significant
cost and risk to the organization? 

A. Change proposal 

B. Change policy 

C. Service request 

D. Risk register 

Correct Answer: A 
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