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QUESTION 1

What is a requirement for an end customer when a support provider wishes to escalate an issue to IBM Tivoli Support? 

A. The end customer must open a PMR, since only the customer has access to IBM Tivoli Support. 

B. The end customer must give IBM Support access to their systems, so IBM can upgrade their software. 

C. There is no requirement of the customer, as the support provider will escalate the issue to IBM Tivoli Support. 

D. The end customer must install the latest version and patches of the product before IBM Tivoli Support will accept a
PMR. 

Correct Answer: C 

 

QUESTION 2

Which is a way to validate that a customer is eligible for support? 

A. Priority Level 

B. Analyst\\'s Discretion 

C. Support Entitlement 

D. Passport Advantage 

Correct Answer: C 

 

QUESTION 3

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. 
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Correct Answer: CD 

 

QUESTION 4

What is Assist On-Site? 

A. An IBM education program used to create and deliver client customized training. 

B. An IBM dedicated resource who resides at the client\\'s site to advise on technical issues. 

C. An IBM web based technology used to troubleshoot by viewing or controlling a remote system. 

D. An IBM team of support engineers that travel to customer locations to resolve critical problems. 

Correct Answer: C 

 

QUESTION 5

Which IBM website provides community-based resources, such as forums, blogs and wikis concerning IBM products? 

A. developerWorks 

B. Information Center 

C. Passport Advantage 

D. Electronic Service Request 

Correct Answer: A 
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