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QUESTION 1

A Service Level Agreement is?

A. The part of a contract that specifies responsibilities of each party

B. An agreement between the Service Provider and their customer

C. An agreement between a Service Provider and an external supplier

D. An agreement between the Service Provider and an internal organization

Correct Answer: B

QUESTION 2

The experiences, ideas, insights and values of individuals are examples of which level of understanding within
knowledge management?

A. Data

B. Information
C. Knowledge
D. Governance

Correct Answer: C

QUESTION 3

Which one of the following activities does application management perform?

A. Defining where the vendor of an application should be located

B. Ensuring that the required functionality is available to achieve the required business outcome
C. Deciding who the vendor of the storage devices will be

D. Agreeing the service levels for the service supported by the application

Correct Answer: B

QUESTION 4

Which problem management activity ensures that a problem can be easily tracked and management information can be
obtained?

A. Categorization
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B. Detection
C. Prioritization
D. Escalation

Correct Answer: A

QUESTION 5

What are the two major processes in Problem Management?
A. Technical and Service

B. Resource and Proactive

C. Reactive and Technical

D. Proactive and Reactive

Correct Answer: D
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