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QUESTION 1

Which one of the following is the BEST definition of an event? 

A. Any change of state that has significance for the management of a configuration item (CI) or IT service 

B. An unplanned interruption to an IT service or a reduction in the quality of an IT service 

C. The unknown cause of one or more incidents that have an impact on an IT service 

D. Reducing or eliminating the cause of an incident or problem 

Correct Answer: A 

 

QUESTION 2

Which one of the following activities are carried out during the Where do we want to be? step of the continual service
improvement (CSI) approach? 

A. Implementing service and process improvements 

B. Reviewing measurements and metrics 

C. Creating a baseline 

D. Defining measurable targets 

Correct Answer: D 

 

QUESTION 3

Which one of the following do technology metrics measure? 

A. Components 

B. Processes 

C. The end-to-end service 

D. Customer satisfaction 

Correct Answer: A 

 

QUESTION 4

Which statement about the emergency change advisory board (ECAB) is CORRECT? 

A. The ECAB considers every high priority request for change 
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B. Amongst the duties of the ECAB is the review of completed emergency changes 

C. The ECAB will be used for emergency changes where there may not be time to call a full CAB 

D. The ECAB will be chaired by the IT director 

Correct Answer: C 

 

QUESTION 5

Which one of the following functions would be responsible for the management of a data centre? 

A. Technical management 

B. Service desk 

C. Application management 

D. Facilities management 

Correct Answer: D 
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