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R #102
Which is the MOST LIKELY way of resolving major incidents?

A. The service desk identifying the cause and a resolution

B. Users establishing a resolution using serf-help

C. A support team following detailed procedures for investigating the incident
D. A temporary team working together to identity a resolution

IEf#: D
Wt

The incident management practice aims to minimize the negative impact of incidents by restoring normal service operation as quickly
as possiblel. A major incident is an incident that has a significant impact or urgency for the business and requires a high level of
coordination and resources to resolve2. The most likely way of resolving major incidents is by forming a temporary team working
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together to identify a resolution, such as a major incident team or a swarming team3. The other statements are not true because:
Users establishing a resolution using self-help: Self-help is an option for users to resolve their own incidents with minimal or no
assistance from the service provider, but it is not suitable for major incidents that require urgent and expert attention3.

The service desk identifying the cause and a resolution: The service desk is responsible for logging, categorizing, prioritizing, and
escalating incidents, but it may not have the skills or authority to identify the cause and a resolution for major incidents that involve
muiltiple tearms or suppliers3.

A support team following detailed procedures for investigating the incident: A support team may follow detailed procedures for
nvestigating the incident, but it may not be able to resolve major incidents that require cross-fimctional collaboration or escalation3.
Reference: ITIL Foundation - ITIL 4 Edition, page 14; ITIL 4 - A Pocket Guide, page 32; ITIL 4 Practice Guide: Incident
Management, page 8.

H #103
Which practice has a purpose that includes managing risks to confidentiality, integrity and availability?

A. Service level management

B. Monitoring and event management
C. Continual improvement

D. Information security management

EfE: D

A #104
‘What should a release policy include?

A. The process owner and process manager for each type of release

B. The naming convention for all configuration itens (CI) recorded in the configuration management system
C. The roles and responsibilities for incident and problem resolution

D. The naming convention and expected frequency of each type of release

iFfE: D
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ER #105
Which statement about the 'continual improvement' practice is CORRECT?

A. Training should be provided to those nvolved in continual improvement.

B. It is the role of senior management to authorize improvement initiatives.

C. A single continual improvement register should be maintained by senior management.
D. Continual improvement participation should be limited to a small dedicated team.

IEf#: B

E M #106
Which is a key requirement for successful service level agreements (SLAs)?

A. They should be carried forward, unchanged, 'rom one year to the next to enable uunsisleni service
B. They should avoid ambiguous targets such as those relating to user experience

C. They should be written using language and terms v/hich all parties will understand

D. They should be based on systent+based metrics which are useful to the service provider
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