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QUESTION 1

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 2

Which of the following activities are performed by a service desk?
1.

Logging details of incidents and service requests
2.

Providing first-line investigation and diagnosis

3.

Restoring service

4,

Implementing all standard changes

A. All of the above

B. 1, 2 and 3 only

C.2and 4 only

D. 3 and 4 only

Correct Answer: B

QUESTION 3

Service design emphasizes the importance of the "Four Ps". These "Four Ps" include Partners, People, Processes and
one other "P". Which of the following is the additional "P"?

A. Profit
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B. Preparation
C. Products
D. Potential

Correct Answer: C

QUESTION 4

Remediation planning is BEST described in which of the following ways?
A. Planning how to recover the cost of a change

B. Planning the steps required to be taken if a change is unsuccessful

C. Planning how to compensate a user for a failed change

D. Planning how to advise the change requestor of a failed change

Correct Answer: B

QUESTION 5

What guidance does ITIL give on the frequency of production of service reporting?
A. Service reporting intervals must be defined and agreed with the customers

B. Reporting intervals should be set by the service provider

C. Reports should be produced weekly

D. Service reporting intervals must be the same for all services

Correct Answer: A
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