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QUESTION 1

Which role is responsible for carrying out the activities of a process? 

A. Process owner 

B. Change manager 

C. Service manager 

D. Process practitioner 

Correct Answer: D 

 

QUESTION 2

Which one of the following is the CORRECT set of steps for the continual service improvement approach? 

A. Devise a strategy; Design the solution; Transition into production; Operate the solution; Continually improve 

B. Where do we want to be?; How do we get there?; How do we check we arrived?; How do we keep the momentum
going? 

C. Identify the required business outcomes; Plan how to achieve the outcomes; Implement the plan; Check the plan has
been properly implemented; Improve the solution 

D. What is the vision?; Where are we now?; Where do we want to be?; How do we get there?; Did we get there?; How
do we keep the momentum going? 

Correct Answer: D 

 

QUESTION 3

Which process is involved in monitoring an IT service and detecting when the performance drops below acceptable
limits? 

A. Service asset and configuration management 

B. Event management 

C. Service catalogue management 

D. Problem management 

Correct Answer: B 

 

QUESTION 4

In which document would you expect to see an overview of actual service achievements against targets? 
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A. Operational level agreement (OLA) 

B. Capacity plan 

C. Service level agreement (SLA) 

D. SLA monitoring chart (SLAM) 

Correct Answer: D 

 

QUESTION 5

Which process is responsible for ensuring that appropriate testing takes place? 

A. Knowledge management 

B. Release and deployment management 

C. Service asset and configuration management 

D. Service level management 

Correct Answer: B 
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