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QUESTION 1

What is the minimum length of time that technical support will be offered for certain products under the standard IBM
Support Lifecycle? 

A. a minimum of 5 months after the publishing of a notice of support discontinuance (End of Support) 

B. a minimum of 5 years beginning at the planned availability date of the version/release of the product 

C. a minimum of 3 years beginning at the planned availability date of the version/release of the product 

D. a minimum of 3 years beginning plus an additional 12 months only for customers who are migrating to a supported
version of the product 

Correct Answer: C 

 

QUESTION 2

What is the IBM Tivoli Support response goal for severities 2, 3 and 4 PMRs? 

A. within one business hour 

B. within two business hours 

C. within three business hours 

D. within 30 minutes during business hours 

Correct Answer: B 

 

QUESTION 3

What is the minimum length of time that technical support will be offered for certain products under the Enhance IBM
Support Lifecycle policy? 

A. a minimum of 5 months after the publishing of a notice of support discontinuance End of Support 

B. a minimum of 5 years beginning at the planned availability date of the version/release of the product 

C. a minimum of 3 years beginning at the planned availability date of the version/release of the product 

D. A minimum of 3 years beginning plus an additional 12 months only for customers who are migrating to a supported
version of the product 

Correct Answer: B 

 

QUESTION 4

Based upon user feedback of the IBM Support Assistant tool, what increased resolution time have they observed? 
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A. 2% 

B. 5% 

C. 10% 

D. 15% 

Correct Answer: C 

 

QUESTION 5

Which two statements are true regarding Support Provider Level 1 Customer Support? (Choose two.) 

A. Level 1 Support is responsible for taking the first support call from a Customer (during normal business hours,
Monday - Friday in line with IBMs standard 5x8 support). 

B. Level 1 Support is responsible for testing new software versions of IBM products and communicating the release of
said software to clients that have purchased it from IBM. 

C. Level 1 Support is responsible for incorporating and testing any program fix provided by Level 3 Support (as
appropriate), and delivering orcommunicating the problem resolution, bypass, circumvention, or other notice of
restriction to the End User. 

D. Level 1 Support is responsible logging all calls in an electronic call management system capable of opening an
internal PMR or other form of trouble ticket that captures and can report in electronic format historic information relating
to a problem, from the first Call through to the resolution of the problem. 

E. Level 1 Support is responsible for logging all calls in an XML, Excel or Lotus 123 spread sheet so that Level 2
support can open an internal PMR or other form of trouble ticket that captures and can report in electronic format
historic information relating to a problem, from the first call through to the resolution of the problem. 

Correct Answer: CD 
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