CertLeader.m 100% Valid and Newest Version ITILFND Questions & Answers shared by Certleader

Toader of IT Cortifications https://www.certleader.com/ITILFND-dumps.html (503 Q&As)

ITILEND Dumps

ITIL Foundation (syllabus 2011)

https://www.certleader.com/ITILFND-dumps.html

The Leader of IT Certification visit - https://www.certleader.com



CertLeader@ 100% Valid and Newest Version ITILFND Questions & Answers shared by Certleader

Toader of IT Cortifications https://www.certleader.com/ITILFND-dumps.html (503 Q&As)

NEW QUESTION 1
- (Topic 1)
Which one of the following is NOT a characteristic of a process?

A. It is measurable

B. It delivers specific results

C. It responds to specific events
D. It structures an organization

Answer: D

NEW QUESTION 2

- (Topic 1)

Which of the following are reasons why ITIL is successful?
1. ITIL is vendor neutral

2. It does not prescribe actions

3. ITIL represents best practice

A. All of the above
B. 1 and 3 only
C.land 2 only
D. 2 and 3 only

Answer: A

NEW QUESTION 3
- (Topic 1)
Which of the following is best definition of IT service management?

A. An internal service provider that is embedded within a business unit

B. A complete set of all the documentation required to deliver world class services to customers
C. Technical implementation of supporting IT infrastructure components

D. The implementation and management of quality IT services that meet business needs

Answer: D

NEW QUESTION 4
- (Topic 1)
What are customers of IT services who work in the same organization as the service provider known as?

A. Strategic customers
B. External customers
C. Valued customers
D. Internal customers

Answer: D

NEW QUESTION 5
- (Topic 1)
What are customers of IT services who do NOT work in the same organization as the service provider known as?

A. Strategic customers
B. External customers
C. Valued customers
D. Internal customers

Answer: B

NEW QUESTION 6
- (Topic 1)
What type of services are NOT directly used by the business but are required by the service provider to deliver customer facing services?

A. Business services
B. Component services
C. Supporting services
D. Customer services

Answer: C

NEW QUESTION 7

- (Topic 1)

Which is the correct definition of a customer facing service?

A. One which directly supports the business processes of customers
B. A service that cannot be allowed to fail
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C. One which is not covered by a service level agreement
D. A service not directly used by the business

Answer: A

NEW QUESTION 8
- (Topic 2)
Which stage of the service lifecycle is MOST concerned with defining policies and objectives?

A. Service design

B. Service transition

C. Continual service improvement
D. Service operation

Answer: A

NEW QUESTION 9

- (Topic 2)

Which of the following is an objective/are objectives of the service strategy stage of the service lifecycle?
1. Providing an understanding of what strategy is

2. Ensuring a working relationship between the customer and service provider

3. Defining how value is created

A. 1 only
B. 2 only
C. 3 only
D. All of the above

Answer: D

NEW QUESTION 10
- (Topic 2)
Which one of the following provides the CORRECT list of processes within the service operation stage of the service lifecycle?

A. Event management, incident management, problem management, request fulfilment, and access management
B. Event management, incident management, change management, and access management

C. Incident management, problem management, service desk, request fulfilment, and event management

D. Incident management, service desk, request fulfilment, access management, and event management

Answer: A

NEW QUESTION 10
- (Topic 2)
Which statement should NOT be part of the value proposition for Service Design?

A. Reduced total cost of ownership

B. Improved quality of service

C. Improved Service alignment with business goals

D. Better balance of technical skills to support live services

Answer: D

NEW QUESTION 15
- (Topic 3)
Which one of the following generates demand for services?

A. Infrastructure trends

B. Patterns of business activity (PBA)
C. Cost of providing support

D. Service level agreements (SLA)

Answer: B

NEW QUESTION 19

- (Topic 3)

In which of the following should details of a workaround be documented?
A. The service level agreement (SLA)

B. The problem record

C. The availability management information system

D. The IT service continuity plan

Answer: B

NEW QUESTION 21
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- (Topic 3)

Which of the following would commonly be found in a contract underpinning an IT service?
1. Financial arrangements related to the contract

2. Description of the goods or service provided

3. Responsibilities and dependencies for both parties

A.1and 2 only
B. 1 and 3 only
C.2and 3 only
D. All of the above

Answer: D

NEW QUESTION 22
- (Topic 3)
Which of the following is the correct definition of an outcome?

A. The results specific to the clauses in a service level agreement (SLA)

B. The result of carrying out an activity, following a process or delivering an IT service
C. All the accumulated knowledge of the service provider

D. All incidents reported to the service desk

Answer: B

NEW QUESTION 27
- (Topic 3)
Which of the following BEST describes a problem?

A. An issue reported by a user

B. The cause of two or more incidents

C. A serious incident which has a critical impact to the business
D. The cause of one or more incidents

Answer: D

NEW QUESTION 29

- (Topic 3)

Which of the following statements about standard changes are CORRECT?
1. The approach is pre-authorized

2. The risk is usually low and well understood

3. Details of the change will be recorded

4. Some standard changes will be triggered by the request fulfilment process

A. 1 only

B. 2 and 3 only
C.1,2and 4 only
D. All of the above

Answer: D

NEW QUESTION 32
- (Topic 3)
What is the BEST description of an operational level agreement (OLA)?

A. An agreement between the service provider and another part of the same organization

B. An agreement between the service provider and an external organization

C. A document that describes to a customer how services will be operated on a day-to-day basis
D. A document that describes business services to operational staff

Answer: A

NEW QUESTION 36
- (Topic 3)
Which one of the following activities is NOT part of the Deming Cycle?

A. Act
B. Plan

C. Do
D. Co-ordinate

Answer: D

NEW QUESTION 40

- (Topic 3)

Check, Act and Plan are three of the stages of the Deming Cycle. Which is the fourth?

A. Do
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B. Perform
C. Implement
D. Measure

Answer: A

NEW QUESTION 42
- (Topic 4)
Which of the following BEST describes 'partners' in the phrase "people, processes, products and partners"?

A. Suppliers, manufacturers and vendors
B. Customers

C. Internal departments

D. The facilities management function

Answer: A

NEW QUESTION 44
- (Topic 4)
Which one of the following do technology metrics measure?

A. Components

B. Processes

C. The end-to-end service
D. Customer satisfaction

Answer: A

NEW QUESTION 47
- (Topic 4)
Which one of the following is the CORRECT set of steps for the continual service improvement approach?

A. Devise a strategy; Design the solution; Transition into production; Operate the solution; Continually improve

B. Where do we want to be?; How do we get there?; How do we check we arrived?; How do we keep the momentum going?

C. Identify the required business outcomes; Plan how to achieve the outcomes; Implement the plan; Check the plan has been properly implemented; Improve the
solution

D. What is the vision?; Where are we now?; Where do we want to be?; How do we get there?; Did we get there?; How do we keep the momentum going?

Answer: D

NEW QUESTION 48

- (Topic 4)

What would be the next step in the continual service improvement (CSI) model after:
1. What is the vision?

2. Where are we now?

3. Where do we want to be?

4. How do we get there?

5. Did we get there? 6. ?

A. What is the return on investment (ROI)?
B. How much did it cost?

C. How do we keep the momentum going?
D. What is the value on investment (VOI)?

Answer: C

NEW QUESTION 53

- (Topic 4)

Implementation of ITIL service management requires the preparation and planning of the effective and efficient use of "the four Ps".
What are these four Ps?

A. People, process, partners, performance

B. Performance, process, products, problems
C. People, process, products, partners

D. People, products, perspective, partners

Answer: C

NEW QUESTION 55
- (Topic 4)
What are the three types of metrics that an organization should collect to support continual service improvement (CSI)?

A. Return on investment (ROI), value on investment (VOI), quality

B. Strategic, tactical and operational

C. Critical success factors (CSFs), key performance indicators (KPIs), activities
D. Technology, process and service
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Answer: D

NEW QUESTION 59

- (Topic 4)

Which of the following should be considered when designing measurement systems, methods and metrics?
1. The services

2. The architectures

3. The configuration items

4. The processes

A. 2 and 3 only
B. 1 and 3 only
C.2and 4 only
D. All of the above

Answer: D

NEW QUESTION 61
- (Topic 5)
Which statement about the emergency change advisory board (ECAB) is CORRECT?

A. The ECAB considers every high priority request for change

B. Amongst the duties of the ECAB is the review of completed emergency changes

C. The ECAB will be used for emergency changes where there may not be time to call a full CAB
D. The ECAB will be chaired by the IT director

Answer: C

NEW QUESTION 65
- (Topic 5)
Which of the following statements BEST describes the aims of release and deployment management?

A. To build, test and deliver the capability to provide the services specified by service design

B. To ensure that each release package specified by service design consists of a set of related assets and service components
C. To ensure that all changes can be tracked, tested and verified if appropriate

D. To record and manage deviations, risks and issues related to the new or changed service

Answer: A
NEW QUESTION 68

- (Topic 5)
Which of the following are objectives of service level management?

1: Defining, documenting and agreeing the level of IT services to be provided 2: Monitoring, measuring and reporting the actual level of services provided 3:

Monitoring and improving customer satisfaction
4: |dentifying possible future markets that the service provider could operate in

A. 1,2 and 3 only
B. 1 and 2 only

C.1,2and 4 only
D. All of the above

Answer: A

NEW QUESTION 73
- (Topic 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

Answer: A

NEW QUESTION 75

- (Topic 5)

Which of the following BEST describes the purpose of access management?
A. To provide a channel for users to request and receive standard services

B. Provides the rights for users to be able to use a service or group of services
C. To prevent problems and resulting Incidents from happening

D. To detect security events and make sense of them

Answer: B

NEW QUESTION 78
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- (Topic 5)

Which of the following identify the purpose of business relationship management?

1. To establish and maintain a business relationship between service provider and customer
2. To identify customer needs and ensure that the service provider is able to meet

A. Both of the above

B. 1 only

C. 2 only

D. Neither of the above

Answer: A

NEW QUESTION 83
- (Topic 5)
What body exists to support the authorization of changes and to assist change management in the assessment and prioritization of changes?

A. The change authorization board
B. The change advisory board

C. The change implementer

D. The change manager

Answer: B

NEW QUESTION 86
- (Topic 5)
Which one of the following can help determine the level of impact of a problem?

A. Definitive media library (DML)

B. Configuration management system (CMS)
C. Statement of requirements (SOR)

D. Standard operating procedures (SOP)

Answer: B

NEW QUESTION 88
- (Topic 5)
Which process will perform risk analysis and review of all suppliers and contracts on a regular basis?

A. The service level management

B. The IT service continuity management
C. The service catalogue management
D. The supplier management

Answer: D

NEW QUESTION 90

- (Topic 5)

Which of the following should be done when closing an incident?
1. Check the incident categorization and correct it if necessary
2. Check that the user is satisfied with the outcome

A. 1 only

B. Both of the above
C.2only

D. Neither of the above

Answer: B

NEW QUESTION 93
- (Topic 5)
Where would you expect incident resolution targets to be documented?

A. A service level agreement (SLA)
B. A request for change (RFC)

C. The service portfolio

D. A service description

Answer: A

NEW QUESTION 96

- (Topic 5)

Which of the following should be documented in an incident model?

1. Details of the service level agreement (SLA) pertaining to the incident
2. Chronological order of steps to resolve the incident

A. 1 only
B. 2 only
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C. Both of the above
D. Neither of the above

Answer: B

NEW QUESTION 101
- (Topic 5)
What guidance does ITIL give on the frequency of production of service reporting?

A. Service reporting intervals must be defined and agreed with the customers
B. Reporting intervals should be set by the service provider

C. Reports should be produced weekly

D. Service reporting intervals must be the same for all services

Answer: A

NEW QUESTION 105
- (Topic 6)
What are the categories of event described in the ITIL service operation book?

A. Informational, scheduled, normal

B. Scheduled, unscheduled, emergency
C. Informational, warning, exception

D. Warning, reactive, proactive

Answer: C

NEW QUESTION 110
- (Topic 6)
Which process has the following objective, 'Produce service design packages (SDPs) based on service charters and change requests'?

A. Service transition planning and support
B. Design coordination

C. Service level management

D. Change management

Answer: B

NEW QUESTION 115
- (Topic 6)
Which of the following is an objective of business relationship management?

A. To identify patterns of business activity

B. To ensure high levels of customer satisfaction

C. To secure funding to manage the provision of services
D. To ensure strategic plans for IT services exist

Answer: B

NEW QUESTION 116
- (Topic 6)
Which of the following is the BEST description of a service-based service level agreement (SLA)?

A. The SLA covers one service, for all the customers of that service

B. The SLA covers an individual customer group for all services they use
C. An SLA that covers all customers for all services

D. An SLA for a service with no customers

Answer: A

NEW QUESTION 119
- (Topic 6)
Which of the following processes contributes MOST to quantifying the financial value of IT services to the business?

A. Service level management
B. Financial management

C. Demand management

D. Risk management

Answer: B

NEW QUESTION 122
- (Topic 6)
Availability management is directly responsible for the availability of which of the following?
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A. IT services and components

B. IT services and business processes

C. Components and business processes

D. IT services, components and business processes

Answer: A

NEW QUESTION 126
- (Topic 6)
Which process is responsible for the availability, confidentiality and integrity of data?

A. Service catalogue management

B. Service asset and configuration management
C. Change management

D. Information security management

Answer: D

NEW QUESTION 131
- (Topic 7)
Which process or function is responsible for monitoring activities and events in the IT infrastructure?

A. Service level management
B. IT operations management
C. Capacity management
D. Incident management

Answer: B

NEW QUESTION 132
- (Topic 7)
Which of the following is the BEST description of a centralized service desk?

A. The desk is co-located within or physically close to the user community it serves

B. The desk uses technology and other support tools to give the impression that multiple desk locations are in one place
C. The desk provides 24 hour global support

D. There is a single desk in one location serving the whole organization

Answer: D

NEW QUESTION 133
- (Topic 8)
A process owner has been identified with an "I" in a RACI matrix. Which one of the following would be expected of them?

A. Be accountable for the outcome of an activity

B. Perform an activity

C. Be kept up-to-date on the progress of an activity
D. Manage an activity

Answer: C

NEW QUESTION 138

- (Topic 8)

A process owner is responsible for which of the following?
1. Defining the process strategy

2. Assisting with process design

3. Improving the process

4. Performing all activities involved in a process

A. 2,3 and 4 only
B. All of the above
C.1,2and 3 only
D. 1, 2 and 4 only

Answer: C

NEW QUESTION 143

- (Topic 8)

What is a RACI model used for?
A. Performance analysis

B. Recording configuration items
C. Monitoring services

D. Defining roles and responsibilities

Answer: D
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NEW QUESTION 147
- (Topic 8)
How many people should be accountable for a process as defined in the RACI model

A. As many as necessary to complete the activity

B. Only one - the process owner

C. Two - the process owner and the process enactor
D. Only one - the process architect

Answer: B

NEW QUESTION 151
- (Topic 9)
Which of the following CANNOT be provided by a tool?

A. Knowledge
B. Information
C. Wisdom

D. Data

Answer: C

NEW QUESTION 152

- (Topic 9)

Which areas of service management can benefit from automation?
1. Design and modeling

2. Reporting

3. Pattern recognition and analysis

4. Detection and monitoring

A. 1,2 and 3 only
B. 1, 3and 4 only
C. 2,3 and 4 only
D. All of the above
Answer: D

NEW QUESTION 157
- (Topic 10)

Which process works with incident management to ensure that security breaches are detected and logged?

A. Change management

B. Service level management

C. Access Management

D. Continual Service improvement

Answer: A

NEW QUESTION 161
- (Topic 10)
What BEST defines IT service management?

A. An organization supplying services to only external customers.

B. The customer of an IT Service provider who defines and agrees the service targets.

C. The implementation and management of quality IT services that meet business needs.
D. The resources that are utilized to provide value to customers through services.

Answer: C

NEW QUESTION 165
- (Topic 10)
Which service lifecycle stage supports the creation of a portfolio of quantified services?

A. Service strategy

B. Service design

C. Service level management
D. Service operation

Answer: A

NEW QUESTION 170

- (Topic 10)

Which one of the following is a correct definition of a supplier category?
A. Strategic - for suppliers of operational products or services

B. Tactical - for relationships involving significant commercial activity and business interaction
C. Operational — for suppliers providing low value and/or readily available products and services
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D. Commaodity — for significant partnering relationships that involve senior managers

Answer: C

NEW QUESTION 172
- (Topic 10)
Which of the following is an example of proactive problem management?

A. Automated detection of an infrastructure or application fault, using event/alert tools automatically to raise an incident
B. Analysis of an incident by a technical support group which revels that an underlying problem exists, or is likely to exist
C. Suspicion or detection of a cause of one or more incidents by the service desk

D. Trending of historical incident records to identify one or more underlying causes

Answer: B

NEW QUESTION 174
- (Topic 10)
What is used to control a process?

A. Inputs

B. Functions

C. Objectives
D. Stakeholders

Answer: C

NEW QUESTION 175
- (Topic 10)
Which process works with change management to ensure only authorized components are used?

A. Knowledge management

B. Service portfolio management

C. Service asset and configuration management
D. Financial management for IT services

Answer: C

NEW QUESTION 179
- (Topic 10)
Which process monitors and improves the performance of the service transition stage of the service lifecycle?

A. Transition planning and support
B. Design co-ordination

C. Change management

D. Service transition management

Answer: A

NEW QUESTION 180
- (Topic 10)
Which is the BEST definition of a supplier?

A. ltis a third party responsible for supplying goods or services that are required to deliver IT services

B. It is a shared services unit that is responsible for supplying goods or services that are required todeliver IT services

C. Itis a third party with responsibility for supplying goods or services that is agreed through anoperational level agreement
D. It is a mixture of internal and external parties that are responsible for providing goods and services to its customer group

Answer: D

NEW QUESTION 182
- (Topic 10)
Which one of the following answers shows two of the activities relating to tools that will take place during the transition stage of the service lifecycle?

A. Testing the tool and training process managers on using the process

B. Development or purchase of tools and deployment of the tools

C. Training tool administrators how to manage tools and monitoring tool performance in operational environment
D. Development or purchase of tools and deployment of the process

Answer: D
NEW QUESTION 186
- (Topic 10)

What is a change of state that has significance for the management of a configuration item (ClI)
called?
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A. An event

B. A baseline

C. A change to a service level agreement
D. A request for change (RFC.

Answer: A

NEW QUESTION 191
- (Topic 10)
What BEST describes an important principle of communication in service operation?

A. It is efficient, effective and economical for all IT services.

B. It has an intended purpose or a resultant action.

C. It focuses on creating a relationship between processes and products.
D. It has responsibility for creating policies.

Answer: A

NEW QUESTION 195
- (Topic 10)
Which describes an interface of incident management with service level management?

A. Incident workarounds

B. Creating a problem record
C. Incident response times
D. The status of faulty Cis

Answer: C

NEW QUESTION 198
- (Topic 10)
Which statement is CORRECT?

A. The configuration management system is part of the known error database

B. The service knowledge management system is part of the configuration management system.
C. The configuration management system is part of the service knowledge management system.
D. The configuration management system is part of the configuration management database.

Answer: C

NEW QUESTION 202

- (Topic 10)

Which process has the following objective 'Establish new or changed services into supported
environments within the predicted cost, time and resource estimates'?

A. Service strategy

B. Service transition planning and support
C. Service level management

D. Change management

Answer: B

NEW QUESTION 203
- (Topic 10)
Which stage of service lifecycle has the purpose of aligning IT services with the changing business needs by identifying improvements to IT services?

A. Continual service improvement
B. Service operation

C. Service strategy

D. Service design

Answer: A

NEW QUESTION 207

- (Topic 10)

Which is an example of improving service utility using service management automation?
A. Pre-determined routing of a service request

B. Reducing the time to compile service data

C. Monitoring service availability

D. Faster resource allocation

Answer: D

NEW QUESTION 212
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- (Topic 10)
What is the primary focus of component 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 capacityof the live,operational IT services

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

Answer: C

NEW QUESTION 215
- (Topic 10)
What is the best description of an external customer?

A. Someone who works in the same organization but in a different business unit to the service provider
B. Anyone who gets charged for the delivered services

C. Customers who are not part of the same organization as the service provider

D. Customers for whom the cost of the service is the primary driver

Answer: C

NEW QUESTION 216

- (Topic 10)

An incident is proving difficult to resolve. A technician informs their manager that more resource is
needed to restore the service. What has taken place?

A. A functional escalation

B. A service level escalation
C. An incident resolution

D. A hierarchic escalation

Answer: D

NEW QUESTION 221
- (Topic 10)
In service design, which term describes services, technologies and tools?

A. People

B. Partners
C. Products
D. Processes

Answer: C

NEW QUESTION 224
- (Topic 10)
How should entries in the CSI register be categorized?

A. Based on priority, urgency and impact to the business and to all its stakeholders

B. Based on small, medium or, large undertakings that can be done quickly, medium term or long term
C. Based on IT service name, cost to the business and expected outcomes to the customer

D. Based on best improvement opportunities in the organization to achieve a competitive advantage

Answer: B

NEW QUESTION 228
- (Topic 10)
Which capacity management sub-process focuses on the management, control and prediction of the end-to-end performance?

A. Business capacity management

B. Supplier capacity management

C. Service capacity management

D. Component capacity management

Answer: A

NEW QUESTION 229

- (Topic 10)

What are sources of best practice?

A. Customers, suppliers, advisors

B. Industry practices, academic research, training and education
C. Substitutes, regulators, customers

D. Competition, compliance, commitments

Answer: B

The Leader of IT Certification

visit - https://www.certleader.com



CertLeader@ 100% Valid and Newest Version ITILFND Questions & Answers shared by Certleader

Toader of IT Cortifications https://www.certleader.com/ITILFND-dumps.html (503 Q&As)

NEW QUESTION 232
- (Topic 10)
What should the IT service continuity process primarily support?

A. Critical IT processes

B. All the services in the service portfolio

C. Business continuity strategy

D. Mission critical services at peak business periods

Answer: C

NEW QUESTION 233
- (Topic 10)
Where should all master copies of controlled software and documentation be stored?

A. In the definitive software library
B. In the definitive media library

C. In the definitive security library

D. In the definitive production library

Answer: B

NEW QUESTION 235
- (Topic 10)
. Which is an outcome of service design?

A. User training and awareness for the service is maximized

B. Services and operational quality are enhanced

C. Standard Services are provided quickly and efficiently across the business
D. Expectations setting of all stakeholders for the services improved

Answer: B

NEW QUESTION 236
- (Topic 10)
Which is an objective of the design coordination process?

A. To ensure service design packages are handed over to service transition

B. To ensure that all changes are assessed for their impact on service designs

C. TO document the initial structure and relationship between services and customers

D. TO handover new service level requirements to the service level management process

Answer: A

NEW QUESTION 240
- (Topic 10)
What should be documented as part of every process?

A. The process owner, process policy and set of process activities

B. The service owner, service level agreement and set of process procedures
C. The policy owner, operational level agreement and set of process steps

D. The service manager, service contract and set of work instructions

Answer: A

NEW QUESTION 245
- (Topic 10)
Which is the BEST definition of a service?

A. is a means of delivering value to customers by facilitating outcomes according to how they are defined in processes

B. It is a means of delivering value to customers by facilitating outcomes customers want to achieve without the ownership of specific costs and risks.

C. It is a means of delivering value customers by facilitating outcomes 100 percent of the time.

D. It is a means of delivering value to customers by facilitating outcomes described in operational levelagreements (OLAs) and Service level agreements (SLAS).

Answer: B

NEW QUESTION 247

- (Topic 10)

What is the BEST description of the CSI register?

A. Itis a record of all authorised changes and their planned implementation dates

B. It is a record of proposed improvement opportunities and the benefits that will be achieved

C. Itis a record of new services to be approved by a customer, including proposed implementation dates

D. It is a record of completed improvements and the relevant customer satisfaction metric

Answer: B
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NEW QUESTION 252
- (Topic 10)
Which is an objective of the service design lifecycle stage?

A. To embed continual service improvement (CSlI) in all service design activities

B. To ensure that all service design activities use the minimum amount of resources
C. To monitor service level targets as agreed in service level agreements

D. To create and maintain a portfolio of quantified services

Answer: A

Explanation:
http://www.greycampus.com/opencampusl/itil-foundation/introduction-about-service-design

NEW QUESTION 255
- (Topic 10)
What is the BEST definition of a definitive media library?

A. It is a secure library in which the latest versions of authorized software items are stored and protected

B. It is a structured document with definitive information regarding all live IT services, including those available for deployment
C. Itis a secure library in which all definitive authorized versions of all media configuration items are stored and protected

D. Itis a set of tools and databases that is used to manage knowledge, information and data

Answer: C

NEW QUESTION 257

- (Topic 10)

Which process has the purpose to ensure that, by managing the risks which could seriously affect IT
services, the IT service provider can always provide minimum agreed business-related service
levels?

A. Change management

B. IT service continuity management

C. Financial management for IT services
D. Service catalogue management

Answer: B

NEW QUESTION 262
- (Topic 10)
Which function is responsible for the closure of an incident record?

A. Event management

B. The service desk

C. Either the service desk or an appropriate third party engineer
D. Any appropriate function

Answer: B

NEW QUESTION 267

- (Topic 10)

Which stage of the service lifecycle identifies, defines and aligns the IT solution with the business
requirements?

A. Service transition

B. Service design

C. Service operation

D. Service configuration

Answer: B

NEW QUESTION 270
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