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Topic Break Down

Topic No. of Questions

Topic 1, MOF Overview 4

Topic 2, The MOF Service Management Lifecycle 6

Topic 3, The Managing Layer 35

Topic 4, The Delivering Phase 22

Topic 5, The Operating Phase 26

Total 93
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QUESTION NO: 1

What is the primary purpose of the Customer Service SMF?

A. Provide a consistent interface between customers and IT services

B. Determine the root cause of recurring incidents

C. Authorize changes to the production environment

D. Define the enterprise architecture

ANSWER: A 

Explanation:

The primary purpose of the Customer Service SMF is to provide a consistent interface between users and the IT 
organization for requesting services, reporting incidents, obtaining information, and receiving assistance. It manages 
customer contact and ensures that requests and issues are recorded, communicated, routed, and followed through 
appropriately.

Customer Service does not own root-cause investigation or authorize infrastructure changes. Those responsibilities belong 
to other operational disciplines. The Customer Service SMF helps ensure that the customer experience is managed 
effectively while supporting the wider operation of live IT services. See the Microsoft Operations Framework overview and 
Microsoft Service Manager documentation.

QUESTION NO: 2

What is the purpose of the Vision/Scope Approved Management Review?

A. Confirm that the vision and scope are agreed before detailed project planning begins

B. Authorize routine operational maintenance

C. Verify that all production incidents are closed

D. Assess operational staff performance

ANSWER: A 

Explanation:

Confirm that the vision and scope are agreed before detailed project planning begins is correct. The Vision/Scope 
Approved Management Review provides the decision point at which stakeholders confirm a common understanding of the 
proposed solution, its intended business value, scope, assumptions, constraints, and major risks.

Approval at this point provides the foundation for the Project Planning SMF. Detailed requirements, work plans, schedules, 
resources, and delivery commitments should be developed from an agreed vision and scope rather than from unconfirmed 
expectations. The MOF Deliver Phase lifecycle is described in the MOF Deliver Phase guidance.

QUESTION NO: 3

What is the primary goal of the Operate phase?

A. ensure that deployed services are operated, monitored and supported all the time 

B. ensure high availability of services 

C. ensure that deployed services are operated, monitored and supported within agreed SLA targets 

D. ensure that IT services are restored as quickly as possible 
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ANSWER: C 

Explanation:

The primary goal is to ensure that deployed services are operated, monitored and supported within agreed SLA 
targets. In Microsoft Operations Framework, the Operate phase focuses on the day-to-day delivery, monitoring, support, and 
maintenance of live IT services after they have been deployed. Its purpose is not merely to keep services running; it is to 
manage them in a controlled, repeatable manner that meets the service commitments agreed with the business and 
customers.

Service-level agreement targets provide the measurable basis for operational performance, such as agreed availability, 
response times, support hours, and restoration expectations. Operating against those targets aligns operational teams, 
monitoring activities, service desk work, and routine maintenance with business expectations. The phase therefore 
emphasizes stable, reliable service delivery while ensuring that issues and operational work are handled according to 
defined service levels. Microsoft’s MOF guidance describes Operate as the phase concerned with operating and supporting 
deployed services, while the broader MOF lifecycle connects these activities to business requirements and governance. See 
the Microsoft Operations Framework overview and Microsoft’s MOF Operate phase guidance.

QUESTION NO: 4

Which Management Review evaluates IT staff performance and operational efficiency?

A. Operational Health review 

B. Policy & Control review 

C. Release Readiness review 

D. Service Alignment review 

ANSWER: A 

Explanation:

Operational Health review is correct because it is the MOF management review focused on how effectively the IT 
organization is operating on an ongoing basis. Its purpose is to assess the health, efficiency, and capability of operational 
functions that support live services. This includes reviewing operational performance information, service-management 
practices, staffing capability, workload, skills, and the effectiveness of day-to-day operational activities. By bringing these 
measures together, the review enables management to identify whether IT staff and operational processes can sustain 
required service levels and to decide what improvements, resources, or corrective actions are needed.

Within the MOF operating model, operational health is not limited to technical availability metrics. It also considers the people 
and operational disciplines needed to deliver reliable services, making staff performance and operational efficiency central 
concerns. The review supports continual improvement by using operational evidence to guide management decisions and 
prioritize actions that improve service operations. Microsoft’s MOF material describes the model’s emphasis on managing IT 
services through governance, service management functions, and management reviews; see the Microsoft Operations 
Framework overview and Microsoft’s MOF service management guidance.

QUESTION NO: 5

What is the correct order for the five SMFs found in the Deliver Phase?

A. Project Planning, Envision, Build, Deploy, Stabilize 

B. Envision, Project Planning, Build, Stabilize, Deploy 

C. Envision, Build, Project Planning, Deploy, Stabilize 

D. Envision, Project Planning, Stabilize, Build, Deploy 
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ANSWER: B 

Explanation:

The correct order is Envision, Project Planning, Build, Stabilize, Deploy. In Microsoft Operations Framework version 4.0, 
the Deliver Phase provides the structured project lifecycle used to create, validate, and place a service solution into 
production. Envision establishes the business and service vision, identifies stakeholders, and defines the intended 
outcomes. Project Planning then turns that vision into an approved, manageable plan covering scope, resources, schedules, 
risks, and governance. Build follows by designing, developing, configuring, and integrating the required solution components. 
Stabilize focuses on validating that the completed solution meets agreed requirements and is sufficiently reliable, 
supportable, and ready for release. Deploy is the final SMF, where the approved solution is transitioned into the production 
environment and operational use. This sequence supports controlled delivery by moving from shared understanding, through 
planning and construction, to verification and production rollout. Microsoft’s MOF guidance describes Deliver as the phase 
that manages the creation and deployment of IT services; see the Microsoft Operations Framework overview and the MOF 
Deliver Phase guidance.

QUESTION NO: 6

What do the steps to setting policy not include?

A. reviewing legal compliance 

B. review and maintain policies 

C. publish policies 

D. validate policies 

ANSWER: A 

Explanation:

reviewing legal compliance is not itself a step in the MOF policy-setting lifecycle. In MOF, policy management is concerned 
with establishing and managing the policy artifact: it is validated, made available to the people who must follow it, and 
subsequently kept current through review and maintenance. Legal, regulatory, contractual, and organizational requirements 
are important sources of input when policy is being developed and validated, because policies must support the 
organization’s governance and compliance obligations. However, reviewing compliance is a broader governance and risk-
management activity rather than a discrete policy-setting step. The distinction matters operationally: a compliance 
assessment can identify obligations or gaps that require a policy decision, while the policy process turns approved direction 
into a communicated, controlled, and maintainable policy. This aligns with Microsoft’s description of governance as providing 
direction and oversight for IT and with the continuing need to manage compliance requirements throughout an organization. 
See Microsoft’s governance guidance and its Compliance Manager documentation for the relationship between governance 
direction, controls, and compliance assessment.

QUESTION NO: 7

Which Team SMF role type is accountable for the Plan Phase?

A. Operations manager

B. Program manager

C. Solution manager

D. Service desk manager

ANSWER: B 

Explanation:
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The Program manager is the accountable role type for the Plan Phase. This role is accountable for ensuring that planning 
work establishes an appropriate direction for the proposed service or change, including coordination of business needs, 
planning activities, resources, risks, and decision-making required before delivery proceeds.

The Solution manager is accountable for the Deliver Phase, where the solution is built, stabilized, and deployed. The 
Program manager’s accountability is therefore associated with organizing and governing the work needed to plan the 
initiative effectively. See the Microsoft Operations Framework overview.

QUESTION NO: 8

Complying with applicable policies, laws and regulations is the goal of which SMF?

A. Envisioning SMF 

B. Governance, Risk and Compliance SMF 

C. Policy SMF 

D. Service Monitoring and Control SMF 

ANSWER: B 

Explanation:

The correct answer is Governance, Risk and Compliance SMF. In the Microsoft Operations Framework, this Service 
Management Function is concerned with establishing effective governance, managing organizational and service-related 
risks, and ensuring that IT services operate in accordance with applicable internal policies, external laws, regulatory 
requirements, standards, and contractual obligations. Compliance is not merely a one-time validation activity: it requires 
identifying relevant requirements, assigning accountability, assessing risk, maintaining appropriate controls, and monitoring 
whether those controls remain effective as services and business conditions change.

This SMF supports the organization in demonstrating that its IT service management practices are controlled, auditable, and 
aligned with the expectations of stakeholders and regulators. Its scope therefore directly includes compliance with policies, 
laws, and regulations, making it the SMF described in the question. Microsoft’s MOF guidance places Governance, Risk, and 
Compliance among the management activities needed to direct and control IT services throughout their lifecycle. See the 
Microsoft Operations Framework overview and Microsoft’s compliance documentation for related governance and 
compliance principles.

QUESTION NO: 9

Which role type investigates and resolves an underlying problem?

A. Customer Service Representative 

B. Incident Resolver 

C. Problem Analyst 

D. Problem Manager 

ANSWER: C 

Explanation:

The Problem Analyst investigates and resolves the underlying cause of one or more incidents. In Microsoft Operations 
Framework problem management, this role performs the analytical work needed to identify patterns, examine available 
evidence, determine root cause, document known errors, and develop or recommend a permanent resolution or workaround. 
The emphasis is not simply on restoring an interrupted service as quickly as possible; it is on understanding why the 
interruption occurred and preventing recurrence. This investigation may include reviewing incident records, collecting 
diagnostic data, reproducing a fault, assessing the effect of a proposed fix, and recording the findings so operations teams 
can apply the resolution consistently. That purpose aligns with the broadly accepted problem-management objective of 

https://vtsimu.com/redirect?url=https%3A%2F%2Fdumpsarena.co
https://vtsimu.com/redirect?url=https%3A%2F%2Fdumpsarena.co%2Fid%2F425
https://learn.microsoft.com/en-us/previous-versions/tn-archive/cc506049(v=technet.10)
https://learn.microsoft.com/en-us/previous-versions/tn-archive/dd320283(v=technet.10)
https://learn.microsoft.com/en-us/compliance/


dumpsarena.co | Demo Exam - Page 7 of 7

reducing the likelihood and impact of incidents by addressing their root causes. Microsoft’s service-management guidance 
distinguishes work to restore service from the investigation and management of underlying causes, while ITIL’s problem-
management practice similarly defines problem management around identifying causes and managing workarounds and 
permanent solutions. See Microsoft Learn: Problem Management and AXELOS: ITIL Problem Management.
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