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QUESTION 1

Who is responsible for defining metrics for change management?
A. The change management process owner

B. The change advisory board (CAB)

C. The service owner

D. The continual service improvement manager

Correct Answer: A

QUESTION 2

Which one of the following is concerned with policy and direction?
A. Capacity management

B. Governance

C. Service design

D. Service level management

Correct Answer: B

QUESTION 3

In terms of adding value to the business, which one of the following describes service operation s contribution?
A. The cost of the service is designed, predicted and validated

B. Measures for optimization are identified

C. Service value is modeled

D. Service value is visible to customers

Correct Answer: D

QUESTION 4

What is the name of the group that should review changes that must be implemented faster than the normal change
process?

A. Technical management
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B. Emergency change advisory board
C. Urgent change board
D. Urgent change authority

Correct Answer: B

QUESTION 5

At which stage of the service lifecycle should the processes necessary to operate a new service be defined?
A. Service design: Design the processes

B. Service strategy: Develop the offerings

C. Service transition: Plan and prepare for deployment

D. Service operation: IT operations management

Correct Answer: A
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