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QUESTION 1

Which processes should the Plan, Do, Check, Act methodology be applied to?
A. all of the processes within the scope

B. the Planning and Implementing Service Management process

C. the Requirements for a Management System process

D. those that support business critical services

Correct Answer: A

QUESTION 2

Input from other Service Management processes is required to keep the IT service continuity plan current Which
process has the most to contribute?

A. Change management

B. Availability management

C. Financial management for IT services
D. Problem management

Correct Answer: A

QUESTION 3

Which process includes the responsibility of recovering the service as quickly as possible?
A. Availability Management

B. IT Service Continuity Management

C. Incident management

D. Problem Management

Correct Answer: C

QUESTION 4
In many organizations, management tasks or parts of those tasks are performed t>y third parties.

Agreements are made with these parties that are expressed in contracts.
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What are these contracts called?

A. Service Level Agreements (SLAS)
B. Operational Level Contracts

C. Service Contracts

D. Underpinning Contracts

Correct Answer: C

QUESTION 5

One of the activities of Problem Management is the analysis of historical Incident and Problem data held in the
Configuration Management Database (CMDB) in order to understand trends. Which aspect of Problem Management
accomplishes this?

A. Error Control

B. Identification of root causes

C. Proactive Problem Management

D. Problem Control

Correct Answer: C
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