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Question: 476
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

Question: 477
Which of the following BEST describes a Change Authority?
A. The Change Advisory Board
B. A person that provides formal authorization for a particular type of change.
C. A role, person or a group of people that provides formal authorization for a particular type of change.
D. The Change Manager who provides formal authorization for each change

Answer: C

Question: 478
A configuration model can be used to help
(1)Assess the impact and cause of incidents and problems
(2)Assess the impact of proposed changes
(3)Plan and design new or changed services
(4)Plan technology refresh and software upgrades
A. 1,2 and 3 only
B. All of the above
C. 1,2 and 4 only
D. 3 and 4 only

Answer: B

Question: 479
What is the pre-authorized change known as?
A. A normal change
B. A retrospective change
C. A standard change
D. An ordinary change

Answer: C

Question: 480
Which is NOT a purpose of a Product Description?
A. Define the time and cost needed to produce the product
B. Define the quality skills required to check the product

C. Define the function and appearance of the product
D. Define the development skills required to produce the product

Answer: B

Question: 481
Which of the following defines the level of protection in Information Security Management?
A. The IT Executive
B. The ISO27001 Standard
C. The Business
D. The Service Level Manager

Answer: C

Question: 482
Which of the following processes are performed by the service desk?
1.Capacity management
2.Request fulfillment
3.Demand management
4.Incident management
A. All of the above
B. 3 and 4 only
C. 2 and 4 only
D. 2 only

Answer: C

Question: 483
Which one of the following is NOT an aim of the change management process?
A. To ensure the impact of changes are understood
B. To ensure that changes are recorded and evaluated
C. To ensure that all changes to configuration items (Cis) are recorded in the configuration management system (CMS)
D. To deliver and manage IT services at agreed levels to business users

Answer: D

Question: 484
Understanding what to measure and why it is being measured are key contributors to which part of the Service Lifecycle?
A. Service Strategy
B. Continual Service Improvement
C. Service Operation
D. Service Design

Answer: B

Question: 485
Effective release and deployment management enables the service provider to add value to the business by?
A. Ensuring that all assets are accounted for
B. Ensures that the fastest servers are purchased
C. Delivering change, faster and at optimum cost and minimized risk
D. Verifying the accuracy of all items in the configuration management database

Answer: C

Question: 486
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

Question: 487
Which process analyzes services that are no longer viable and determines when they should be retired?
A. Change management
B. Service portfolio management
C. Service level management
D. Business relationship management

Answer: B

Question: 488
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

Question: 489
Who is responsible for defining metrics for change management?
A. The change management process owner
B. The change advisory board (CAB)
C. The service owner
D. The continual service improvement manager

Answer: A

Question: 490
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

Answer: D
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