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ITIL 4 Foundation Exam 5% % ITIL-4-Foundation & 5% [ &8 (Q12-Q17):

R #12
What are typically recognized through notifications created by an IT service, CI or monitoring tool?

A. Problens
B. Events

C. Incidents
D. Requests

H
R
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R #13
Which activity is NOT recommended by the 'start where you are' guiding principle?

A. Using source data to avoid any unintentional data distortion found in reports

B. Involving people who are not familiar with a service when observing and assessing its activities
C. Discarding existing processes before assessing their usefulness

D. Applying risk management when considering to introduce new processes

IEfE: C

fEERA -

The 'start where you are' guiding principle advises organizations to observe and understand the current state of affairs before nitiating
any improvement or changel. This principle also recommends using source data, involving people who know the service, and
applying risk management when considering new processes2. However, this principle does not suggest discarding existing processes
before assessing their usefulness, as this would be wasteful and potentially harmful3. Reference: ITIL Foundation - ITIL 4 Edition,
page 7; ITIL 4 - A Pocket Guide, page 26; ITIL 4 Practice Guide: Start Where You Are, page 9.

HM #14

Identity the missing word(s) in the following sentence.

The purpose of the problem management practice is to reduce the likelihood and impact o' incidents by identifying actual and
potential causes of incidents, and managing workarounds and [?].

A. charges

B. known errors
C. events

D. IT assets

Ef#: B

B #15
Which statement about IT service management is CORRECT?

e A It is performed by the service desk using a mix of people, process and technology
e B. It is performed by IT service providers using a mix of people, process and technology
e C. It is performed by IT service providers using a mix of suppliers and their products
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Ef#:

D. It is performed by customers using a mix of IT systerns, services and processes

B

HE #16
Which guiding principle recommends eliminating activities that do not contribute to the creation of value?

H
®

A. Optimize and autormate

B. Collaborate and promote visibility
C. Keep it simple and practical

D. Start where you are

: C
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