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QUESTION 1

In which of the following situations should a Problem Record be created? 

A. An event indicates that a redundant network segment has failed but it has not impacted any users 

B. An Incident is passed to second-level support 

C. A Technical Management team identifies a permanent resolution to a number of recurring Incidents 

D. Incident Management has found a workaround but needs some assistance in implementing it 

Correct Answer: C 

 

QUESTION 2

What type of record should you raise when a problem diagnosis is complete and a workaround is available? 

A. A service object 

B. An incident 

C. A change 

D. A known error 

Correct Answer: D 

 

QUESTION 3

Which of these recommendations is good practice for Service Level Management? 

1) Include legal terminology in Service Level Agreements (SLAs) 

2) It is NOT necessary to be able to measure all the targets in an SLA 

A. 1 only 

B. 2 only 

C. Both of the above 

D. Neither of the above 

Correct Answer: D 

 

QUESTION 4

Which of the following is a responsibility of Supplier Management? 
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A. Development, negotiation and agreement of contracts. 

B. Development, negotiation and agreement of Organizational Level Agreements 

C. Development, negotiation and agreement of Service Level Agreements. 

D. Development, negotiation and agreement of Service Portfolio 

Correct Answer: A 

 

QUESTION 5

Which of the following statements MOST correctly identifies the scope of design coordination activities? 

A. Only changes that introduce new services 

B. It is mandatory that all changes are subject to design coordination activity 

C. Only changes to business critical systems 

D. Any change that the organization believes could benefit 

Correct Answer: D 
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