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QUESTION 1

What is the primary focus of business capacity management? 

A. Management, control and prediction of the performance, utilization and capacity of individual elements of IT
technology 

B. Review of all capacity supplier agreements and underpinning contracts with supplier management 

C. Management, control and prediction of the end-to-end performance and capacity of the live, operational IT services 

D. Future business requirements for IT services are quantified, designed, planned and implemented in a timely fashion 

Correct Answer: D 

 

QUESTION 2

Which one of the following is NOT a responsibility of the service transition stage of the service lifecycle? 

A. To ensure that a service can be managed and operated in accordance with constraints specified during design 

B. To design and develop capabilities for service management 

C. To provide good-quality knowledge and information about services 

D. To plan the resources required to manage a release 

Correct Answer: B 

 

QUESTION 3

Which process is responsible for low risk, frequently occurring, low cost changes? 

A. Demand management 

B. Incident management 

C. Release and deployment management 

D. Request fulfillment 

Correct Answer: D 

 

QUESTION 4

Which one of the following includes four stages called Plan, Do, Check and Act? 

A. The Deming Cycle 
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B. The continual service improvement approach 

C. The seven-step improvement process 

D. The service lifecycle 

Correct Answer: A 

 

QUESTION 5

Hierarchic escalation is BEST described as? 

A. Notifying more senior levels of management about an incident 

B. Passing an incident to people with a greater level of technical skill 

C. Using more senior specialists than necessary to resolve an Incident to maintain customer satisfaction 

D. Failing to meet the incident resolution times specified in a service level agreement 

Correct Answer: A 
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