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Who is responsible for ensuring that the Request Fulfillment process is being performed according to the agreed and documented
process?

A. The Request Fulfillment Process Owner
B. The Service Desk Manager

C. The Service Manager

D. The Request Fulfiliment Process Manager

BER: A

P& #95
Which guiding principle is PRIMARILY concerned with end-to-end service delivery?

A. Collaborate and promote
B. Optimize and automate

C. Focus on value

D. Think and work holistically

ZX: D

I RE #96

Access Management is closely related to which other processes?

A. Information Security Management and Availability Management
B. Availability Management only

C. Information Security Management only

D. Information Security Management and 3rd line support

ER: A

P& #97
Which of the following combinations covers all the roles in Service Asset and Configuration Management?

¢ A. Configuration Administrator/Librarian, Configuration Manager; Service Desk Manager; Configuration Analyst; CMS/tools
Admmistrator

e B. Configuration Administrator/Librarian; Service Asset Manager; Configuration Manager; Configuration Analyst;
Configuration control board; CMS/tools Administrator

¢ C. Configuration Administrator/Librarian, Configuration Manager; Configuration Analyst; Configuration control board;
CMS/tools Administrator; Financial Asset Manager

¢ D. Configuration Manager; Configuration Analyst; CMS/tools Administrator; Librarian; Change Manager

Z%: B

FIRE #98
Which statement about the known error database (KEDB) is CORRECT?

A. It is maintained by the service desk and updated with the details of each new incident

B. It is a part of the configuration management database (CMDB) and contains workarounds

C. It is mamntained by problem management and is used by the service desk to help resolve incidents

D. It is maintained by incident management and contains solutions to be implemented by problem management
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