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QUESTION 1

What are the key contents of an IT Service Management system?

A. A documented organizational and operational structure

B. A software system for the ticket

C. A software system to monitor the key performance indicators (KPIs)
D. Systematic processes for ticket recording and follow-up only

Correct Answer: A

QUESTION 2

What is required to be in place for emergency changes?
A. Capacity plans

B. Controlled Acceptance Test environment

C. policies and procedures

D. Service Continuity Plans

Correct Answer: C

QUESTION 3

In recent months at a transport company with 1500 desktops, dozens of requests have been received for expansion of
the internal memory because its size has proven to be insufficient. Which process should have prevented this from
happening?

A. Capacity Management

B. Service Level Management

C. Configuration Management

D. Availability Management

Correct Answer: A

QUESTION 4

What is the best definition of "Quality system"?
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A. ability to maintain availability of the IT infrastructure, services and supporting organization to ensure these
requirements are met consistently

B. mandatory Quality management practices followed by everyone in the service provider organizations
C. organizational structure related to responsibilities, procedures and resources for implementing quality management

D. set of the measures and procedures used to ensure that the services provided continue to fulfill the expectations of
the customer and the relevant agreements

Correct Answer: C

QUESTION 5

What data is recorded when an incident is reported to the Service Desk?
A. the name of the person reporting the Incident

B. the name of the person handling the Problem

C. the name of the person who approves the Request for Change (RFC)

D. the names of persons who are authorized to implement Changes in the Configuration Management Database
(CMDB)

Correct Answer: A
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