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HMA #47
Users (customrers) are complaining about the quality of how problems are being solved. What is the most likely cause?

A. Errors in priority

B. Lack of budget to manage problems
C. Wrong allocation of problems

D. Poor registration of problems

Ef#: D

fEEL:
InITIL's problem management process,poor registration of problens(A) is the most likely cause of low- quality problem resolution.
Effective problem management requires accurate logging of incidents and problems, including detailed descriptions, to enable proper
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root cause analysis and resolution. If problemns are poorly registered (e.g., incomplete or inaccurate data), it hinders diagnosis and
resolution, leading to customer dissatisfaction.

* Wrong allocation of problems (B):Incorrect assignment to teans can delay resolution but is less findamental than poor regjstration,
which affects the entire process.

* Errors in priority (C):Incorrect prioritization may delay urgent issues, but poor registration impacts resolution quality more directly.
* Lack of budget (D):May limit resources, but the scenario points to process quality, not resource constraints.

Reference:EPI CITM study guide, under Service Management, likely references ITIL's problem management, emphasizing accurate
problem logging. Check sections on ITIL problem management or service operation.

HM #48
One particular incident repeatedly occurs every first day of the working week. As part of problem management, it is decided to
gather a group of technical specialists to conduct problem analysis. Which technique is recommended?

A. Fault isolation

B. 5-Whys

C. Kepner-Tregoe

D. Technical observation post

Ef#: B

R -

For a recurring incident,problem managementinl TILains to identify the root cause to prevent future occurrences. The5-
Whystechnique (C) is recommended as it involves repeatedly asking "why" to drill down to the root cause of the issue. This simple,
effective method is suitable for a group of technical specialists analyzing a recurring problem, such as an incident occurring every
Monday, which may stem froma specific process, configuration, or system issue.

* Kepner-Tregoe (A):A structured decision-making and problem-solving method, more complex and less focused on root cause
analysis alone.

* Technical observation post (B):Not a standard problem management technique; likely a distractor.

* Fault isolation (D):Focuses on isolating faulty components, more applicable to hardware issues than recurring process-related
incidents.

The 5-Whys technique is widely used in ITIL problem management for its simplicity and effectiveness in collaborative root cause
analysis.

Reference:EPI CITM study guide, under Service Management, likely references ITIL's problem management techniques, including
5-Whys. Check sections on problem analysis or root cause analysis.

ER#49

Before the marketing department will decide on a new advertising campaign, it wants to be able to gain more insights into the
customer, being able to predict the products customers will purchase in the near future. What is a "'must-have' criterion in terms of the
technology the marketing department is interested in?

A. Records Management System (RMS)
B. Advanced analytics

C. Ad hoc analysis

D. Business Intelligence (BI)

EfE: B

AR

To predict future customer purchases, the marketing department requiresadvanced analytics(B), which involves sophisticated data
analysis techniques, such as predictive modeling, machine learning, and data mining. These technologies enable the department to
analyze customer behavior, identify patterns, and forecast purchasing trends, supporting targeted advertising campaigps.

* Records Management System (RMS) (A):Focuses on managing and storing records, not predictive analysis.

* Ad hoc analysis (C):Allows for on-demand, one-off queries but lacks the predictive capabilities of advanced analytics.

* Business Intelligence (BI) (D):Provides reporting and historical data analysis but is less focused on predictive modeling compared
to advanced analytics.

Advanced analytics aligns withI T strategygoals of leveraging data for competitive advantage, as it supports predictive insights critical
for marketing decisions.

Reference:EPI CITM study guide, under IT Strategy, likely discusses data-driven technologies like advanced analytics for business
decision-making. Refer to sections on emerging technologies or data analytics.



H #50
Business is changing fast, resulting in the need to formally appoint a new staff member responsible for guiding the process in a
controlled manner. Which role does apply?

¢ A Risk Manager

¢ B. Business Relationship Manager
¢ C. Service Level Manager

¢ D. Change Manager

IEf#: D

TR

In a fast-changing business environment, aChange Manager(D) is responsible for guiding the change process in a controlled manner.
According tol TIL, the Change Manager oversees the change management process, ensuring that changes to IT services or
infrastructure are assessed, approved, and implemented with minimal disruption to business operations. This role is critical when
rapid business changes require structured control to maintain stability and alignment with organizational goals.

* Risk Manager (A):Focuses on identifying and mitigating risks, not directly managing change processes.

* Service Level Manager (B):Ensures service levels meet agreed standards, focusing on service delivery rather than change control.
* Business Relationship Manager (C):Manages relationships with business stakeholders to align IT services with needs, not
specifically change processes.

The Change Manager's role, as defined in ITIL's change management framework, is essential for controlling the pace and impact of
changes in a dynamic environment.

Reference:EPI CITM study guide, under Service Management, likely references ITIL's change management processes, detailing the
Change Manager's responsibilities. Check sections on ITIL change management or service transition.

H #51
The IT department is requested to select and implement technology and support which will deliver knowledge capable of supporting
cross-functional business units. What do you require?

e A Data management
¢ B. Information management

e C. Both
EfE: C
it A

To deliverknowledgesupportingcross-functional business units, bothinformation management(A) anddata management(B) are
required (C).Data managementensures raw data is collected, stored, and organized (e.

g, databases, data quality), whileinformation managementtransforms data into meaningful knowledge (e.g., through analytics,
reporting, or knowledge bases) accessible to business units. According toCOBITorIT strategy frameworks, integrating data and
information management enables cross-finctional collaboration by providing actionable insights and knowledge sharing,

* Information management alone (A):Focuses on knowledge delivery but relies on well-managed data.

* Data management alone (B):Provides raw data but lacks the processes to turn it into usable knowledge.

Reference:EPI CITM study guide, under IT Strategy, likely discusses data and information management for enabling business
processes. Refer to sections on knowledge management or data governance.

HR #52
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