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Section Objectives

- Problem Management

- Monitoring and Event Management
Topic 1: Monitor, Support and Fulfil Practices Overview - Incident Management

- Service Desk Practice

- Service Request Management
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HE#73
A service provider aims to improve the use of solutions for incidents found during problem investigation. Which software tools will
help the service provider to achieve this?

A. Knowledge management tools

B. Service configuration management tools

C. Monitoring and event managemment tools

D. Workflow management and collaboration tools

HE. A
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Y.

To improve the use of solutions for incidents identified during problem investigations, knowledge management tools are essential.
These tools allow organizations to document and share solutions across teams, ensuring that similar incidents are resolved more
quickly in the future by leveraging previously identified solutions. Knowledge management fosters continuous learning and enables
better, faster incident resolution.

HEE #74
When a specialist performing proactive problem identification decides NOT to register a problem, they may also decide NOT to
notify the mitiator of the problem. What is the usual reason for this?

A. The incidents caused by this problem have already been closed
B. The information was pulled from an external source

C. The problem has not caused any incidents

D. The information was pushed from an internal source

HE: C

MY

‘When a problem has not caused any incidents, the specialist may decide not to register or notify the initiator. This approach is based
on the proactive identification of potential issues that have yet to impact the service. Since the problem has not resulted in any service
disruptions, it may be deprioritized or monitored without immediate escalation.

AE#75
Fulfilment of service requests can be constrained by third parties. Where can users and customers find Information about these
constraints?

A. Service request model

B. Service level agreements
C.CMDB

D. Service request catalogue

He:. B

M.

Information about constraints on service request fulfiliment, including those imposed by third parties, is typically found in Service
Level Agreements (SLAs). SLAs define the agreed-upon levels of service, including response times, resolution times, and any
constraints or dependencies that may affect service fulfilliment.

Service Level Agreements (Answer A - Correct): SLAs document the terms of service between the service provider and the
customer, including the limitations and constraints imposed by third parties.

This ensures that both the provider and the customer are aware of potential delays or issues that could arise due to third-party
mvolvement.

B2 #76
What is a CORRECT statement about the handling of events?

A. A set of control actions should define immediate response to informational events
B. incidents should be registered in response to instructional events

C. Events require a response that la tailored to the event type

D. A single set or control actions should be established for all event classes

He: C

dY:

InITIL 4, events are classified based on their impact and urgency, and different types of events require different responses. Events
can be informational, warning, or exceptional. Each type requires a tailored response based on its classification to ensure that
appropriate actions are taken.



EE#77
An organization automates password resets through a self-service portal. Which outcome is MOST likely?

A. ITmproved efficiency and reduced support workload
B. Increased fulfillment costs

C. Slower response times

D. Increased incident volumes

HE: A

Y.

Automating common requests reduces manual effort, accelerates fulfilliment, and improves user convenience. Password reset
autormation is a common example of optimization within request management. Organizations benefit from lower operational costs and
support tears can focus on more complex issues.
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