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QUESTION 1

Which of the following would NOT be contained in a release policy? 

A. Naming and numbering conventions 

B. Entry and exit criteria of the release into testing 

C. Roles and responsibilities for the release 

D. The risk register for the release 

Correct Answer: D 

 

QUESTION 2

Which one of the following generates demand for services? 

A. Infrastructure trends 

B. Patterns of business activity (PBA) 

C. Cost of providing support 

D. Service level agreements (SLA) 

Correct Answer: B 

 

QUESTION 3

Which one of the following is NOT a valid purpose or objective of problem management? 

A. To prevent problems and resultant incidents 

B. To manage problems throughout their lifecycle 

C. To restore service to a user 

D. To eliminate recurring incidents 

Correct Answer: C 

 

QUESTION 4

What type of baseline captures the structure, contents and details of the infrastructure and represents a set of items that
are related to each other? 

A. Configuration baseline 
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B. Project baseline 

C. Change baseline 

D. Asset baseline 

Correct Answer: A 

 

QUESTION 5

What is the PRIMARY process for strategic communication with the service provider\\'s customers? 

A. Service catalogue management 

B. Service portfolio management 

C. Service desk 

D. Business relationship management 

Correct Answer: D 

 

QUESTION 6

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 7

A process owner is responsible for which of the following? 

1.

 Defining the process strategy 

2.

 Assisting with process design 

3.

 Improving the process 
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4.

 Performing all activities involved in a process 

A. 2, 3 and 4 only 

B. All of the above 

C. 1, 2 and 3 only 

D. 1, 2 and 4 only 

Correct Answer: C 

 

QUESTION 8

What is a service delivered between two business units in the same organization known as? 

A. Strategic service 

B. Delivered service 

C. Internal service 

D. External service 

Correct Answer: C 

 

QUESTION 9

What is a RACI model used for? 

A. Performance analysis 

B. Recording configuration items 

C. Monitoring services 

D. Defining roles and responsibilities 

Correct Answer: D 

 

QUESTION 10

Which of the following are managed by facilities management? 

1.

 Hardware within a data centre or computer room 

2.
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 Applications 

3.

 Power and cooling equipment 

4.

 Recovery sites 

A. 1, 2 and 3 only 

B. All of the above 

C. 1, 3 and 4 only 

D. 1 and 3 only 

Correct Answer: C 

 

QUESTION 11

Which one of the following statements is CORRECT? 

A. The configuration management system is part of the known error database 

B. The service knowledge management system is part of the configuration management system 

C. The configuration management system is part of the service knowledge management system 

D. The configuration management system is part of the configuration management database 

Correct Answer: C 

 

QUESTION 12

Which process is responsible for controlling, recording and reporting on the relationships between components of the IT
infrastructure? 

A. Service level management 

B. Change management 

C. Incident management 

D. Service asset and configuration management 

Correct Answer: D 

 

QUESTION 13
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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 14

Which of the following statement about the service owner is INCORRECT? 

A. Carries out the day-to-day monitoring and operation of the service they own 

B. Contributes to continual improvement affecting the service they own 

C. Is a stakeholder in all of the IT processes which support the service they own 

D. Is accountable for a specific service within an organization 

Correct Answer: A 

 

QUESTION 15

In which core ITIL publication can you find detailed descriptions of service catalogue management, information security
management, and supplier management? 

A. Service strategy 

B. Service design 

C. Service transition 

D. Service operation 

Correct Answer: B 
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