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QUESTION 1

What is the difference between a process owner and a process manager? 

A. a process owner is responsible for the effectiveness of the process and a process manager is responsiblefor the
realization of the process 

B. a process owner is a director and a process manager is a manager 

C. a process owner must have a Manager\\'s Certificate and a process manager must have a Practitioner\\'scertificate 

D. a process owner will work directly with business leadership and the process manager only works within IT 

Correct Answer: A 

 

QUESTION 2

While planning for service improvements, what is an important best practice to consider? 

A. Service improvement targets should be measurable, linked to business objectives and documented in aplan. 

B. The progress of service improvement should be discussed at least weekly in the steering committee. 

C. The progress should be monitored closely by an independent project manager to maintain objectivity. 

D. The service improvement targets should not change until the target is reached, or else no consistency ismaintained 

Correct Answer: A 

 

QUESTION 3

What data is recorded when an incident is reported to the Service Desk? 

A. the name of the person reporting the Incident 

B. the name of the person handling the Problem 

C. the name of the person who approves the Request for Change (RFC) 

D. the names of persons who are authorized to implement Changes in the Configuration ManagementDatabase
(CMDB) 

Correct Answer: A 

 

QUESTION 4

What would increase the amount of detail in the Configuration Management Database (CMDB)? 

A. Increasing the scope of the CMDB 
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B. Increasing the number of attributes of each Configuration Item (CI) in the CMDB 

C. Increasing the number of records in the CMDB 

D. Increasing the use of the CMDB 

Correct Answer: B 

 

QUESTION 5

What is the objective of the service reporting process? 

A. to document measures taken to manage information security effectively within all service activities 

B. to minimize disruption to the business by using the information contained in reports in order to identify andanalyze the
cause of Incidents 

C. to produce agreed, timely, reliable, accurate information to aid decision making and effective communication 

D. to provide progress reports on the planning and implementation of service management 

Correct Answer: C 
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