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Topic 1, Volume A

Which of the following types of service should be included in the scope of service portfolio
management?
 
 
1. Those planned to be delivered
 
2. Those being delivered
 
3. Those that have been withdrawn from service
 
 
A. 1 and 3 only 
B. All of the above 
C. 1 and 2 only 
D. 2 and 3 only 
 

Answer: B

 

 

Which one of the following would be the MOST useful in helping to define roles and
responsibilities in an organizational structure?
 
 
A. RACI model 
B. Incident model 
C. Continual service improvement (CSI) approach 
D. The Deming Cycle 
 

Answer: A

 

 

Which one of the following contains information that is passed to service transitionto enable
the implementation of a new service?
 
 
A. A service option 
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B. A service transition package (STP) 
C. A service design package (SDP) 
D. A service charter 
 

Answer: C

 

 

Which one of the following do technology metrics measure?
 
 
A. Components 
B. Processes 
C. The end-to-end service 
D. Customer satisfaction 
 

Answer: A

 

 

The consideration of value creation is a principle of which stageof the service lifecycle?
 
 
A. Continual service improvement 
B. Service strategy 
C. Service design 
D. Service transition 
 

Answer: B

 

 

Which of the following BEST describes partners'in the phrase people, processes, products
and partners"?
 
 
A. Suppliers, manufacturers and vendors 
B. Customers 
C. Internal departments 
D. The facilities management function 
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Answer: A

 

 

Which of the following is NOT an objective of service transition?
 
 
A. To ensure that a service can be operated, managed and supported 
B. To providetraining and certification in project management 
C. To provide quality knowledge and information about services and service assets 
D. To plan and manage the capacity and resource requirements to manage a release 
 

Answer: B

 

 

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 
 

Answer: C

 

 

Which of the following service desk organizational structures are described in service
operation?
 
 
1. Local service desk
 
2. Virtual service desk
 
3. IT help desk
 
4. Follow the sun
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A. 1, 2 and 4 only 
B. 2, 3 and 4 only 
C. 1, 3 and 4 only 
D. 1, 2and 3 only 
 

Answer: A

 

 

Which process or function is responsible for monitoring activities and events in the IT
infrastructure?
 
 
A. Service level management 
B. IT operations management 
C. Capacity management 
D. Incident management 
 

Answer: B

 

 

Service transition contains detailed descriptions of which processes?
 
 
A. Change management, service asset and configuration management, release and
deployment management 
B. Change management, capacity management event management, service request
management 
C. Service level management, service portfolio management, service asset and
configuration management 
D. Service asset and configuration management, release and deployment management,
request fulfillment 
 

Answer: A

 

 

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?
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A. Configuration baseline 
B. Project baseline 
C. Change baseline 
D. Asset baseline 
 

Answer: A

 

 

Which of the following are objectives of service level management?
 
 
1: Defining, documenting and agreeing the level of FT services to be provided
 
2: Monitoring, measuring and reporting the actual level of services provided
 
3: Monitoring and improving customer satisfaction
 
4: Identifying possible future markets that the service provider could operate in
 
 
A. 1, 2 and 3 only 
B. 1 and 2 only 
C. 1, 2 and 4 only 
D. All of the above 
 

Answer: A

 

 

Availability management is directly responsible for the availability of which of the following?
 
 
A. IT services and components 
B. IT services and business processes 
C. Components and business processes 
D. IT services, components and business processes 
 

Answer: A
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Which of the following would commonly be found in a contract underpinning an IT service?
 
 
1. Financial arrangements related to the contract
 
2. Description of the goods or service provided
 
3. Responsibilities and dependencies for both parties
 
 
A. 1 and 2 only 
B. 1 and 3 only 
C. 2 and 3 only 
D. All of the above 
 

Answer: D

 

 

Which process includes business, service and componentsub-processes?
 
 
A. Capacity management 
B. Incident management 
C. Service level management 
D. Financial management 
 

Answer: A

 

 

Within service design, what is the key outputhanded over to service transition?
 
 
A. Measurement, methods and metrics 
B. Service design package 
C. Service portfolio design 
D. Process definitions 
 

Answer: B
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The BEST description of an incident is:
 
 
A. An unplanned disruption of service unless there is a backup to that service 
B. An unplanned interruption to service or a reduction in the quality of service 
C. Any disruptionto service whether planned or unplanned 
D. Any disruption to service that is reported to the service desk, regardless of whether the
service is impacted or not 
 

Answer: B

 

 

A process owner has been identified with an “I” in a RACI matrix. Which one of the
following would be expected of them?
 
 
A. Be accountable for the outcome of an activity 
B. Perform an activity 
C. Be kept up-to-date onthe progress of an activity 
D. Manage an activity 
 

Answer: C

 

 

Which of the following BEST describes the purpose of access management?
 
 
A. To provide a channel for users to request and receive standard services 
B. Providesthe rights for users to be able to use a service or group of services 
C. To prevent problems and resulting Incidents from happening 
D. To detect security events and make sense of them 
 

Answer: B

 

 

Which one of the following would NOT be defined as part of every process?
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A. Roles 
B. Inputs and outputs 
C. Functions 
D. Metrics 
 

Answer: C

 

 

Which one of the following is the CORRECT set of steps for thecontinual 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? 
 

Answer: D

 

 

Which one of the following functions would be responsible for the management of a data
centre?
 
 
A. Technical management 
B. Service desk 
C. Application management 
D. Facilities management 
 

Answer: D

 

 

At which stage of the service lifecycle should the processes necessary to operate a new
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