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‘When you create a problem from an incident. Impact, urgency and priority are automatically populated, from the incident record.
Your problem management process owner wants the problem manager to be responsible for assessing the impact and urgency on
the problem, so they don't want the values from incident to be copied over.

‘What module would you use to make this adjustment?

A. ITSM > Administration > Properties

B. System Policy > Rules > Priority Lookup Rules
C. Incident > Admunistration > Incident Properties
D. Problem > Administration > Problem Properties
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An administrator has been asked to grant read, create and edit access to the product object for users who currently have the
standard marketing user profile.
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Which two approaches could be used to meet this request? (Choose two.)

A. Create a permission set with read and write access for the product object and assign it to the marketing users.

B. Create a new profile for the marketing users and change the access levels to read, create and edit for the product object.
C. Create a permission set with read, create and edit access for the product object and assign it to the marketing users.

D. Change the access levels in the marketing user standard profile to read, create and edit for the product object.
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It is possible to use the same categories for both incidents and problens.

o A True
e B. False

ER: A
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‘Which condition nust be met to have a knowledge article display on the Knowledge Home Page in the Featured Content section?

¢ A. Arecord must be created in the Featured Content [kb_knowledge keyword] table referencing the Article and a keyword
of "homepage."

¢ B. The article must have a 4 star rating and be among the top 10 articles most fiequently attached to Tasks.

e C. A record must be created in the Featured Content [kb_knowledge keyword] table referencing the Article and a keyword
of "featured _content."

¢ D. The Feature field on the article must be set to true.

ER: A
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Explanation

Featured Content: This list collection displays articles entered in a Knowledge Base's Featured Content Related List and associated
with a keyword of 'homepage.
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Your customer complains that when their users click on the Configuration Item magnifier from the Incident form, that they are
overwhelmed by the volume of CIs to choose from. They want to exclude certain types of CIs from the ClI lists on the Incident.
Problem and Change forms. What do you recommend to your customer?

e A. Use the Principal CI class checkbox, to identify the CI classes that they want visible on the Incident, Problem, and Change
forms

¢ B. Add a Show field to the base cmdb table: Check the Show box on those CI records they want to display; make reference
qualifier to display only the CIs with show=true

e C. Create an Access control to hide the unnecessary Cls from the itil users

e D. Make a show/hide Ul action to show only the desired Cls to the itil users

BER: A
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Once any class is set as a principal class, the principal class filter is automatically applied to the CI field on change, incident and
problemrecords. This means that only CI's within a principal class can be selected on the CI field. Ifthere are no CI Classes
marked as Principal Class, then all Cls on all forms will be selectable on the CI field.
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