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Question: 1

What is the purpose of implementing IBM Tivoli Integration Composer?

A. To provide a design interface for creating automated workflows

B. To provide a framework for developing interfaces to third-party products using web services

C. To collect data from disparate systems and combine it together into a single, actionable repository

D. To provide out-of-the-box integration points for financial, inventory, supply chain, human resources, and other critical third-party
applications

Answer: C

Question: 2

Which criteria are used to set up Preventative Maintenance? (Choose two.)
A. Time

B. Meter

C. Duration

D. Warranty

E. Seasonal Dates

Answer: A, B
Question: 3

Click the Exhibit button. Based upon the scenario, which employee best matches the Second Line Support role in ITIL Service
Support?

IZolden Bark is & global banking business with offices in every major international city. Golden Bank's main US headguarters is
ocated in Alanta, and has datacaters in Mew York, Chicago, and Los 2ngeles.

\Zolden Bank is piloting & small service management project where you help them understand the impadt 1TIL will have in their
Ervitonment. Golden Bank has s2leded a small group of emplovees who develop and support anintemal application. Golden Bank
needds you to identify which emplovees map out to I TIL roles.

I3lenn Smith is the owner ofthe vadous service desks and T serdces & Golden Bank. He coordinstes the escalation process
ncluding setting the responss times for the various clients ofthe service desk. Glenn has given you the followdng information about the
Lsolcen Hank employvess to belp you create 1L Fole Mapmngs. | he report contains the emploves's names and poston descrption;

David and James:

+  Arswers customer guestions 2ver the phone and records activity related to callsin sendce request tracking system.

+  WWorks with senor procdud support technicians and with developmert to see thatthe process of resabing the code problems fows
smocthly through analysis, fix coding, sourcing, and digribution to cugomers.

* YWhenanenhancement isregaested, works withthe cudomerto artive at a dear statement ofthe request.

atie and Lucas:
+  Anewers customer guestions over the phone and records activity related to callz in sendce request tracking system.
» Gathers and analyzes data relsted to code problems. Analysis might reguire use of traces and debugying tools over the phone or
intiouse with data provided by customers. Might create fixes for code released tothe field.
» FResponsible for seeing that al support work for a paricular produdt or platform is complete and is presented deardy to
deveopment.
+  Followe procedures for s2eing that any enhancement request is reported tothe produd manager.

Merome:

+  Arswers client support questiong and aids oher technicians in disgnosing and resolyving technical issues,
+  Manages call racking sdministration. Suppots knowledoge base and website maintenance.

+  Meets with departnent headsin order to priottize support tasks

+ P roduces andmaintains support documentation

1=l aria:

* Dewelop, document and execute detsined test cases and test sutes

+ Write clear and concise defed reports and walidate bug fixes

+ Work closdy with to ensure the adogation and realization of guality improsements.
+  Revewfunctional and design spedficdions,
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A. Tina

B. Marie
C. Gloria
D. Frank

Answer: B

ot

E stahlizshes and articulates pincples and best pradices of software testing to saff inand outside the degartment

P rovddes expetize, slvice, stafing and time egtimates, etc, on teding to P roduct Management, Product E ngineesting, Interaction
Deszign, and ofher depatm ents within the company

Following the agreed upon testing approach, crestesthe detailed test plan

P rosddes test results reports and problem metrics and trends to Product Management and others inthe company for each product

Frank and Tina:

Repoting to & Product Lead or Development Manacer patticipate in architecture and design discussions; develop, enhance and
mairtain critical products and tools.

P articipate in the architectural and design discuzsions a5 required; ans ysis and evaluate ratified Business Reguirements and user
requirements as gated in the D document.

P articipate in witing the Fundionsl Specification. Ensure that the specifications address the ratified Business Requirements, ussr
requirements as gated in the ID documents and requirements a= defined in the design discussions.

Responsible for sotware developmert, and techrical documertstion. Ensure that coding standards, internationalism gandards
and indall ation andards are followed.

Responsible for deselopiment teding and, if necessary, interfacesintegration testing with other modues or produc staols .

Work with the Developimernt Testing Group to ensure that the product i com pletely tested acoording to standards and guidelines;
corredt defects and unit test defedt coredtions.

Trisha:

Resporsible forthe design, implemertation, snd delivery of nesy releazes, Providethe ratified reguirements in & imely fashion,
Responsible for devising produd development plans and schedules, includng faffing, fagng, deliverakles, gc.

Manace and monitor the performance of intemal and external (outsourced) deselopin ent team s against plan; repot on devistions
from plan; and devize and implement adjustment=to plan. Manage the coordinstion between interna and exterral resources.

Wotk with the Quality Assurance (Q4) Departim ent to maintain and enforce gandards and citetia for product quslity . Work with the
Manager of Support to evalude reported product defedts | allocate resourcesto inveigste and corred defeds | test defedt
corredions, and determine howeto avoid such defedts in future relesses,
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