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QUESTION 1

Understanding what to measure and why it is being measured are key contributors to which part of the Service
Lifecycle?

A. Service Strategy

B. Continual Service Improvement
C. Service Operation

D. Service Design

Correct Answer: B

QUESTION 2

Which process is responsible for dealing with complaints, comments, and general enquiries from users?
A. Service level management

B. Service portfolio management

C. Request fulfilment

D. Demand management

Correct Answer: C

QUESTION 3

Which process includes business, service and component sub-processes?
A. Capacity management

B. Incident management

C. Service level management

D. Financial management

Correct Answer: A

QUESTION 4
Which process is responsible for the availability, confidentiality and integrity of data?

A. Service catalogue management
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B. Service asset and configuration management
C. Change management
D. Information security management

Correct Answer: D

QUESTION 5

What are the categories of event described in the UIL service operation book?
A. Informational, scheduled, normal

B. Scheduled, unscheduled, emergency

C. Informational, warning, exception

D. Warning, reactive, proactive

Correct Answer: C
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