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QUESTION 1

Which of the following CANNOT be stored and managed by a tool? 

A. Knowledge 

B. Data 

C. Information 

D. Wisdom 

Correct Answer: D 

 

QUESTION 2

Which of the following is the goal or purpose of service level management? 

A. To carry out the service operations activities needed to support current IT services 

B. To ensure that sufficient capacity is provided to deliver the agreed performance of services 

C. To create and populate a service catalogue 

D. To ensure that an agreed level of IT service is provided for all current IT services 

Correct Answer: D 

 

QUESTION 3

The difference between a Service Level Agreement (SLA) and an Operional Level Agreement (OLA) is that: 

A. An SLA is legally binding, an OLA is a best efforts agreement 

B. An SLA defines the service to be provided, an OLA defines internal support needed to deliver the service 

C. An SLA defines Service Level Requirements, an OLA defines Service Level Targets 

D. An SLA is with an external customer, an OLA is with an internal customer 

Correct Answer: A 

 

QUESTION 4

What is the name of the group that should review changes that must be implemented faster than the normal change
process? 

A. Technical management 
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B. Emergency change advisory board 

C. Urgent change board 

D. Urgent change authority 

Correct Answer: B 

 

QUESTION 5

Which one of the following is NOT part of the service design stage of the service lifecycle? 

A. Designing and maintaining all necessary service transition packages 

B. Producing quality, secure and resilient designs for new or improved services 

C. Taking service strategies and ensuring they are reflected in the service design processes and the service designs
that are produced 

D. Measuring the effectiveness and efficiency of service design and the supporting processes 

Correct Answer: A 
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