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QUESTION 1

Which process is responsible for eliminating recurring incidents and minimizing the impact of incidents that cannot be
prevented? 

A. Service level management 

B. Problem management 

C. Change management 

D. Event management 

Correct Answer: B 

 

QUESTION 2

Which of the following is NOT a recognized example of a service provider type within the ITIL framework? 

A. Internal 

B. External 

C. Service desk 

D. Shared services unit 

Correct Answer: C 

 

QUESTION 3

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 4

In which of the following areas would ITIL complementary guidance provide assistance? 

1.
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 Adapting best practice for specific industry sectors 

2.

 Integrating ITIL with other operating models 

A. Both of the above 

B. Neither of the above 

C. Option 1 only 

D. Option 2 only 

Correct Answer: A 

 

QUESTION 5

What should a service always deliver to customers? 

A. Applications 

B. Infrastructure 

C. Value 

D. Resources 

Correct Answer: C 
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