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QUESTION 1

Which one of the following is the 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 2

The consideration of value creation is a principle of which stage of the service lifecycle?
A. Continual service improvement

B. Service strategy

C. Service design

D. Service transition

Correct Answer: B

QUESTION 3

Which of the following is service transition planning and support NOT responsible for?

A. Prioritizing conflicts for service transition resources

B. Coordinating the efforts required to manage multiple simultaneous transitions

C. Maintaining policies, standards and models for service transition activities and processes
D. Detailed planning of the build and test of individual changes

Correct Answer: D

QUESTION 4
What guidance does ITIL give on the frequency of production of service reporting?
A. Service reporting intervals must be defined and agreed with the customers

B. Reporting intervals should be set by the service provider
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C. Reports should be produced weekly
D. Service reporting intervals must be the same for all services

Correct Answer: A

QUESTION 5

The effective management of risk requires specific types of action. Which of the following pairs of actions would be
BEST to manage risk?

A. Training in risk management for all staff and identification of risks
B. Identification of risk, analysis and management of the exposure to risk
C. Control of exposure to risk and investment of capital D. Training of all staff and investment of capital

Correct Answer: B
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