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QUESTION 1

What do customer perceptions and business outcomes help to define? 

A. The value of a service 

B. Governance 

C. Total cost of ownership (TCO) 

D. Key performance indicators (KPIs) 

Correct Answer: A 

 

QUESTION 2

Which one of the following is NOT an objective of problem management? 

A. Minimizing the impact of incidents that cannot be prevented 

B. Preventing problems and resulting incidents from happening 

C. Eliminating recurring incidents 

D. Restoring normal service operation as quickly as possible 

Correct Answer: D 

 

QUESTION 3

Which one of the following is it the responsibility of supplier management to negotiate and agree? 

A. Service level agreements (SLAs) 

B. Third-party contracts 

C. The service portfolio 

D. Operational level agreements (OLAs) 

Correct Answer: B 

 

QUESTION 4

Which of the following are within the scope of service asset and configuration management? 

1.

 Identification of configuration items (CIs) 
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2.

 Recording relationships between CIs 

3.

 Recording and control of virtual CIs 

4.

 Approving finance for the purchase of software to support service asset and configuration management 

A. 1, 2 and 3 only 

B. All of the above 

C. 1, 2 and 4 only 

D. 3 and 4 only 

Correct Answer: A 

 

QUESTION 5

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 
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