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QUESTION 1

See the scenario for additional informational.

Scenarlo:
(Note: The companies and people within the scenario are fictional)
CruiseAlong Cars University of Bachstein
- Headquarters in the USA J;:B’lkhln??tf?ld""g . (UcB)
- Car manufacturing and sales in et - Based in Germany
50 countries ) ERIOIORY fm1 - Local IT services with two
- Decentralized IT m each country ; I.'HIHC}\.IDI'I_\I_ZF e service desks
. Cenmralized corporate IT 1t11t0ug|1 the jount - One central walk-in
services in the USA Nsatte - One i main hibrary
DriveYou,com
.. GCITS provides IT services] 3% Jointly own 19% UoB Malaysia
to some - Satellite campus
CruseAlong Cars country - Located m Kroatia
locations. Lumpur (KL)

I Global City IT Services
! (GCITS)

L_IT service provider of

DriveYou.com

-

- Develops custom applications
for CnuseAlong Cars

-

: j 5]-.11—12_:":51311]1??{111{' - Research & development
PR experts w?rk I']‘l:'_‘r].'ll multple
I 1SO 20000 certified i locations. meluding from home
= I
e A DriveYou.com runs driverless car mals

GCITS provides all mfrastmucnue and # at the NSDoT.

some clond services 1o DnveYou.com NSDoT regulates the safety of the cars
e - | They share large amounts of data
.M\ agon Etatt ( entrul IT!

\Provides infrastructure & - Nevagon State Department of
:lmn agency-specific apps | : Transportation (NSDoT)
------------------ - T - US government agency
------------------ | ._ - ] o f 3 r - -
i "\5]]0'[ Internal IT . _, I“I;hiaualges trauspﬁrr;mqn 5}'5qu
I i - . T 1 %
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1 NSDoT agency-specific apps ,
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Legend

Organization | I IT service provider LA
Has ownership of sl Provides IT services to ~==s«===% -

Provides services to —----—- >

CruiseAlong Cars CruiseAlong Cars is a car manufacturing and sales company with corporate headquarters in the
United States of America; It has grown by acquisition over the last 20 years and has operations in over 50
countries.Each country has its own IT organization, with some central corporate IT services provided by the US parent
company. In some countries CruiseAlong Cars has outsourced infrastructure and service desks. The largest IT supplier
is Global City IT Services (GCITS). In two countries GCITS provides CruiseAlong Cars with full outsourced services.
They also provide selected services in other countries. Some of the issues that CruiseAlong Cars needs to address
include: Inefficiencies caused by the current IT structure Inconsistency of IT services when employees are travelling
CruiseAlong Cars is working with a European university (the University of Bachstein) to research and develop driverless
car technology. The venture operates as an independent company called DriveYou.com, and CruiseAlong Cars owns a
51% share. DriveYou.com This is a small, innovative company, that is jointly owned by CruiseAlong Cars and the
University of Bachstein (UoB). DriveYou.com develops custom applications using a highly collaborative, rapid and
iterative development approach. Their employees are mostly research and development experts, working from multiple
locations, with a significant number working from home. Initial driverless car testing is being conducted in the US at the
Nevegon State Department of Transportation. Infrastructure and cloud services are purchased from Global City IT
Services and other providers, and these relationships are managed by a DriveYou.com supplier manager. Some of the
issues that DriveYou.com needs to address include: Better structure and accountability around their work practices
Compliance with safety and other regulatory requirements. University of Bachstein (UoB) The UoB is a university that is
based Germany, with a satellite campus in Kuala Lumpur, Malaysia; In the past, some IT services were funded and run
centrally, and some were funded and run independently by each faculty. Centrally owned services include a “walk-in\\
service desk, plus a separate service desk in the main library, run by library staff. Library services and IT are both part
of the university\\'s administrative services division. Recently, under a new CIO, there has been a drive to centralize and
consolidate IT as a corporate function, although this has not been fully achieved. The central IT department runs a
variety of legacy systems, which serve students, administrators, researchers and academics. It also runs some high
performance computing systems and high bandwidth networks across the main campus area; Some of the issues that
the UoB needs to address include: Complete the centralization and consolidation of IT Manage growth and increasing IT
demand Demonstrate value through competitive, responsive and transparent services Global City Services (GCITS)
GCITS is a global service provider which has grown through acquisition and which offers a wide range of services,
including IT support, infrastructure and consulting. GCITS has mature and efficient IT service management processes,
and holds an ISO/IEC 20000 certification. GCITS provides the entire infrastructure and some cloud services for
DriveYou.com, as well as a range of services in different countries to CruiseAlong Cars.Some of the issues that GCITS
needs to address include: Succeed in establishing a strategic partnership with CruiseAlong Cars Nevagon State
Department of Transportation (NSDoT) NSDot is a government agency in the US state of Nevagon, where
DriveYou.com is running their trials. It is responsible for managing transportation systems and safety. DriveYou.com
must work with the agency to ensure that their trials comply with safety regulations, and the program includes
biOdirectional sharing of large amounts of data; The NSDoT\\'s internal IT team writes and manages most of their
agency-specific applications, however most other applications and infrastructure are provided by the Nevagon State
central IT department. CruiseAlong Cars is planning to improve the provision and support of IT services for senior
executives who travel. They will deploy new mobile technology to enhance the user experience. They will also improve
the incident management and request fulfilment processes and standardize these across service desks. They are taking
an iterative approach and have released the first iteration of improvements. A project manager has been appointed for
this improvement initiative. KPIs have been defined to measure the success of the improvement initiative. They will be
measured quarterly.

Which KPI is the MOST appropriate?

A. Customer satisfaction with mobile services is higher than 90%.
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B. Network availability for mobile services is maintained at 99.6%.
C. Incident turnaround time for mobile services is improved by 15%.
D. Cost per incident for mobile services is within 2% of target

Correct Answer: A

QUESTION 2

See the Scenario for additional information.
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Scenarlo:
(Note: The companies and people within the scenario are fictional)
CruiseAlong Cars University of Bachstein
- Headquarters in the USA J;iﬁ;:iﬂ;;:hlﬂg . (UoB)
- Car manufacturing and sales in - Based in Germany
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o GCITS provides IT -..-:nriccsl 51%  Jointly own 49% UoB Malaysia

© tosome - Satellire campus
CrmseAlong Cars country - Located in Kroalia
locations. Lumpur (KL)

: EIEEQE EIE T_I' S_EI-'-\'EE; } DriveYou.com
I .? Ehe ash 7| - Develops custom applications
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i & I ¢ | locations. including from home
- ISO 20000 certified =t

e : : DriveYou.com runs driverless car trals
GCITS provides all infrastructure and A at the NSDoT.

2t - F .
some cloud services to DriveYou.com NSDoT regulates the safety of the cars
------------------ f They share large amounts of data.

IP\ﬂ agon State Central IT | |
' Providss infrastructure & - _- Nevagon State Department of
'non agency-specific apps \ ' Transportation (NSDoT)
—————————————————— o Lo+ - US govermment agency
.' NSDoT Internal IT : T 1 -Manages transportation sysiems
: f)ewlnps and manages _— ; - Regulates qausponation salety

I

| NSDoT agency-specific apps |

__________________ -1

Legend
Organization [ | IT service provider o A——
Has ownership of i Provides IT services to «~«-«wuai -
Provides servicesto —----- >

CruiseAlong Cars CruiseAlong Cars is a car manufacturing and sales company with corporate headquarters in the
United States of America; It has grown by acquisition over the last 20 years and has operations in over 50
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countries.Each country has its own IT organization, with some central corporate IT services provided by the US parent
company. In some countries CruiseAlong Cars has outsourced infrastructure and service desks. The largest IT supplier
is Global City IT Services (GCITS). In two countries GCITS provides CruiseAlong Cars with full outsourced services.
They also provide selected services in other countries. Some of the issues that CruiseAlong Cars needs to address
include: Inefficiencies caused by the current IT structure Inconsistency of IT services when employees are travelling
CruiseAlong Cars is working with a European university (the University of Bachstein) to research and develop driverless
car technology. The venture operates as an independent company called DriveYou.com, and CruiseAlong Cars owns a
51% share. DriveYou.com This is a small, innovative company, that is jointly owned by CruiseAlong Cars and the
University of Bachstein (UoB). DriveYou.com develops custom applications using a highly collaborative, rapid and
iterative development approach. Their employees are mostly research and development experts, working from multiple
locations, with a significant number working from home. Initial driverless car testing is being conducted in the US at the
Nevegon State Department of Transportation. Infrastructure and cloud services are purchased from Global City IT
Services and other providers, and these relationships are managed by a DriveYou.com supplier manager. Some of the
issues that DriveYou.com needs to address include: Better structure and accountability around their work practices
Compliance with safety and other regulatory requirements. University of Bachstein (UoB) The UoB is a university that is
based Germany, with a satellite campus in Kuala Lumpur, Malaysia; In the past, some IT services were funded and run
centrally, and some were funded and run independently by each faculty. Centrally owned services include a “walk-in\\
service desk, plus a separate service desk in the main library, run by library staff. Library services and IT are both part
of the university\\'s administrative services division. Recently, under a new CIO, there has been a drive to centralize and
consolidate IT as a corporate function, although this has not been fully achieved. The central IT department runs a
variety of legacy systems, which serve students, administrators, researchers and academics. It also runs some high
performance computing systems and high bandwidth networks across the main campus area; Some of the issues that
the UoB needs to address include: Complete the centralization and consolidation of IT Manage growth and increasing IT
demand Demonstrate value through competitive, responsive and transparent services Global City Services (GCITS)
GCITS is a global service provider which has grown through acquisition and which offers a wide range of services,
including IT support, infrastructure and consulting. GCITS has mature and efficient IT service management processes,
and holds an ISO/IEC 20000 certification. GCITS provides the entire infrastructure and some cloud services for
DriveYou.com, as well as a range of services in different countries to CruiseAlong Cars.Some of the issues that GCITS
needs to address include: Succeed in establishing a strategic partnership with CruiseAlong Cars Nevagon State
Department of Transportation (NSDoT) NSDot is a government agency in the US state of Nevagon, where
DriveYou.com is running their trials. It is responsible for managing transportation systems and safety. DriveYou.com
must work with the agency to ensure that their trials comply with safety regulations, and the program includes
biOdirectional sharing of large amounts of data; The NSDoT\\'s internal IT team writes and manages most of their
agency-specific applications, however most other applications and infrastructure are provided by the Nevagon State
central IT department. GCITS will create a new “global mobile VIP service\\' for CruiseAlong Cars senior executives,
which will give them access to corporate IT services from mobile devices, from any location. The new service will be
delivered by the existing GCITS centralized service desk. It will include 24/7

support, and reported incidents and requests will be treated as a high priority.
GCITS has subcontracted global mobile network access to Mobilwork, an international telecom provider.

Which two rows show the CORRECT use of OCM techniques in the global mobile VIP project?

CSl step OCM Technique Key Stakeholder
Sponsor
1 | Whatis the vision? raanERsmait GCITS Senior executives
Training neads
2 | Where are we now? analysis Mobllwork staff
3 | Where do we want to be? Identity resistance | GCITS staff
4 :3:: ;,? we keep the momentum | peinforcement | GCITS Service desk staff
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A.1land 2.
B. 2 and 3.
C. 3 and 4.
D. 1 and 4.

Correct Answer: D

QUESTION 3

See the scenario for additional informational.
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Scenarlo:
(Note: The companies and people within the scenario are fictional)
CruiseAlong Cars University of Bachstein
T4 & 3 .
- Headquarters in the USA {I;?_:i;:#:;:hmg : (UoB)
- Car manufacturing and sales in e el - Based in Germany
50 colntiies technology for - Local IT services with two
= . : CruiseAlongCars service desks
- Decentralized 1T in each country Through the ioint .
- Ceniralized corporate IT o - One: central walk-n
services in the USA - One in main library

DriveYou.com

. GCTTS provides IT -..m'icv:sl 51%  Jointlyown  49% UoB Malaysia

to some - Satellite campus
¢ CrmseAlong Cars country ’ - Located in Kroatia
locations. Lumpur (KL)
i~ Gigbal City IT Services | DrivaYai:som
: I’? :':Eli provider of B ]Z?evelul?s custom applications
- T suppont | : for CruiseAlong Cars

| o diihiais I i | - Research & development
gt e b3 | experts work from multiple
. 1SO 20000 certified | i} locations, mcluding from home

3 % §

i=tany , : DriveYou.com runs driverless car trials
GCITS provides all imfrastructure and A at the NSDoT.

- - ¥
some cloud services 1o DriveYotu.com NSDoT regulates the safety of the cars

"""""""""""" They share large amounts of data.

uI\ﬂ agon State Central IT | '
' Providzs infrastmuciure & s Nevagon State Department of
'non agency-specific apps \ : Transportation (NSDoT)
—————————————————— 4 Lo+ - US government agency
| NSDoT Internal IT : T 7 - Manages transportation sysiems
'Dew'lnps and manages 5§ - - Regulates qausponation saley

|

! NSDoT agency-specific apps |

__________________ |

Legend
Organization [ I IT service provider YA
Has ownership of =i Provides IT services to ~~==«-=n3% =
Provides services to )

CruiseAlong Cars CruiseAlong Cars is a car manufacturing and sales company with corporate headquarters in the
United States of America; It has grown by acquisition over the last 20 years and has operations in over 50
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countries.Each country has its own IT organization, with some central corporate IT services provided by the US parent
company. In some countries CruiseAlong Cars has outsourced infrastructure and service desks. The largest IT supplier
is Global City IT Services (GCITS). In two countries GCITS provides CruiseAlong Cars with full outsourced services.
They also provide selected services in other countries.

Some of the issues that CruiseAlong Cars needs to address include: Inefficiencies caused by the current IT structure
Inconsistency of IT services when employees are travelling CruiseAlong Cars is working with a European university (the
University of Bachstein) to research and develop driverless car technology. The venture operates as an independent
company called DriveYou.com, and CruiseAlong Cars owns a 51% share. DriveYou.com This is a small, innovative
company, that is jointly owned by CruiseAlong Cars and the University of Bachstein (UoB). DriveYou.com develops
custom applications using a highly collaborative, rapid and iterative development approach. Their employees are mostly
research and development experts, working from multiple locations, with a significant number working from home. Initial
driverless car testing is being conducted in the US at the Nevegon State Department of Transportation. Infrastructure
and cloud services are purchased from Global City IT Services and other providers, and these relationships are
managed by a DriveYou.com supplier manager. Some of the issues that DriveYou.com needs to address include: Better
structure and accountability around their work practices Compliance with safety and other regulatory requirements.
University of Bachstein (UoB) The UoB is a university that is based Germany, with a satellite campus in Kuala Lumpur,
Malaysia; In the past, some IT services were funded and run centrally, and some were funded and run independently by
each faculty. Centrally owned services include a “walk-in\\' service desk, plus a separate service desk in the main
library, run by library staff. Library services and IT are both part of the university\\'s administrative services division.
Recently, under a new CIO, there has been a drive to centralize and consolidate IT as a corporate function, although
this has not been fully achieved. The central IT department runs a variety of legacy systems, which serve students,
administrators, researchers and academics. It also runs some high performance computing systems and high bandwidth
networks across the main campus area; Some of the issues that the UoB needs to address include: Complete the
centralization and consolidation of IT Manage growth and increasing IT demand Demonstrate value through
competitive, responsive and transparent services Global City Services (GCITS) GCITS is a global service provider
which has grown through acquisition and which offers a wide range of services, including IT support, infrastructure and
consulting. GCITS has mature and efficient IT service management processes, and holds an ISO/IEC 20000
certification. GCITS provides the entire infrastructure and some cloud services for DriveYou.com, as well as a range of
services in different countries to CruiseAlong Cars.Some of the issues that GCITS needs to address include: Succeed in
establishing a strategic partnership with CruiseAlong Cars Nevagon State Department of Transportation (NSDoT)
NSDot is a government agency in the US state of Nevagon, where DriveYou.com is running their trials. It is responsible
for managing transportation systems and safety. DriveYou.com must work with the agency to ensure that their trials
comply with safety regulations, and the program includes biOdirectional sharing of large amounts of data; The NSDoT\\'s
internal IT team writes and manages most of their agency-specific applications, however most other applications and
infrastructure are provided by the Nevagon State central IT department. GCITS have a major audit coming up to verify
continued compliance to the ISO/IEC 20000 standard. In preparation for the audit, they are conducting a series of
internal audits. GCITS has grown through acquisition. The latest acquisition, Optimsolv, does not comply with ISO/IEC
20000. Optimsolv has a number of process improvements that need to be implemented to attain compliance. GCITS
has six months to ensure that Optimsolv is compliant. The project manager has identified the relevant stakeholders in
the initiative.

What is the BEST step to take next in the stakeholder management process, and why?
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Action Why
To understand how the new Optimsolv
Devise a communication plan
a) staff are likely to react, and win their
for each stakeholder support
b) Devise a communication plan | To understand the importance of each
for each stakeholder stakeholder to the initiative
Prioritize stakeholders as
‘ y anad r 4 : y To understand the importance of each
c) ::?ﬁ;aﬁ”ﬁﬂ' » ‘significant stakeholder to the initiative
Prioritize stakeholders as To understand how the new Optimsolv
d) | ‘major’, ‘critical’, ‘significant’ staff are likely to react, and win their
or ‘minor’ support

A. Action: Devise a communication plan for each stakeholder Why: To understand how the new Optimsiolv staff are

likely to react, and win their support

B. Action: Devise a communication plan for each stakeholder Why: To understand the importance of each stakeholder

to the initiative

C. Action: Prioritize stakeholders as “major\\', “critical\\',

each stakeholder to the initiative

D. Action: Prioritize stakeholders as “major\\', “critical\\',
Optimsolv staff are likely to react, and win their support

Correct Answer: C

QUESTION 4

See the scenario for additional informational.
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Scenarlo:
(Note: The companies and people within the scenario are fictional)
CruiseAlong Cars _ _ University of Bachstein
- Headquarters in the USA E;:i;sl;i:t:::hmg _ (UoB)
- Car manufacturing and sales in e | - Based in Germany
50 countries fftl&lmlﬂllg y fﬂf - Local IT services with fwo
- Decenrralized IT i each country ¢ n?l"':ﬁ" E‘II]_I_Z.".F. a3 service desks ;
- Cenmalized corporate IT 1:111011311 the joint - One central walk-in
services in the USA kenntze - One w mam hibrary
: DriveYou.com
3 GCITS PTEH.-'idEi IT 1.|:n,r'|cf-,| 51% .,I'Diﬂﬂ}" oW 49%4 UoB Mﬂla}"sla
= 1o some - Satellite campus
CrunseAlong Cars country - Located i Kroatia
locations. Lumpur (KL)
__________ 1
: Glebal City IT Services | DriveYou.com
GCITS - Bt
I %m:g e e ! 7| - Develops custom applications
[ e P = I i | for CruiseAlong Cars
. EJ]I[EIEJH']JI?EMI:' I © |-Research & development
T m b ] experts work from multiple
l : 1{:1]5.11 e fi | i locations, mcluding from home
IS0 20000 certified =

DriveYou,com runs dnverless car trials
GCITS provides all mfrastrucnure and A at the NSDoT.

some cloud services 10 DriveYoul.com NSDoT regulates the safety of the cars

O e They share large amounts of data
.P\e'\ agon State C tllll'lll IT ' '

\ Providas infrasmuciure & Ir ------ Nevagon State Department of
{non agency-specific apps ! : Transportation (NSDoT)
—————————————————— ==+ - US govermnent agency

- Manages transportation sysiems

t \SDnT Internal IT , :
= Regulates qausponiation salety

' ' Develops and manages
- NSDoT agency-specific apps |

Legend
Organization I I IT service provider | —
Has ownership of il Provides IT services to «~~wswusi -
Provides servicesto -

CruiseAlong Cars CruiseAlong Cars is a car manufacturing and sales company with corporate headquarters in the
United States of America; It has grown by acquisition over the last 20 years and has operations in over 50
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countries.Each country has its own IT organization, with some central corporate IT services provided by the US parent
company. In some countries CruiseAlong Cars has outsourced infrastructure and service desks. The largest IT supplier
is Global City IT Services (GCITS). In two countries GCITS provides CruiseAlong Cars with full outsourced services.
They also provide selected services in other countries. Some of the issues that CruiseAlong Cars needs to address
include: Inefficiencies caused by the current IT structure Inconsistency of IT services when employees are travelling
CruiseAlong Cars is working with a European university (the University of Bachstein) to research and develop driverless
car technology. The venture operates as an independent company called DriveYou.com, and CruiseAlong Cars owns a
51% share. DriveYou.com This is a small, innovative company, that is jointly owned by CruiseAlong Cars and the
University of Bachstein (UoB). DriveYou.com develops custom applications using a highly collaborative, rapid and
iterative development approach. Their employees are mostly research and development experts, working from multiple
locations, with a significant number working from home. Initial driverless car testing is being conducted in the US at the
Nevegon State Department of Transportation. Infrastructure and cloud services are purchased from Global City IT
Services and other providers, and these relationships are managed by a DriveYou.com supplier manager. Some of the
issues that DriveYou.com needs to address include: Better structure and accountability around their work practices
Compliance with safety and other regulatory requirements. University of Bachstein (UoB) The UoB is a university that is
based Germany, with a satellite campus in Kuala Lumpur, Malaysia; In the past, some IT services were funded and run
centrally, and some were funded and run independently by each faculty. Centrally owned services include a “walk-in\\
service desk, plus a separate service desk in the main library, run by library staff. Library services and IT are both part
of the university\\'s administrative services division. Recently, under a new CIO, there has been a drive to centralize and
consolidate IT as a corporate function, although this has not been fully achieved. The central IT department runs a
variety of legacy systems, which serve students, administrators, researchers and academics. It also runs some high
performance computing systems and high bandwidth networks across the main campus area; Some of the issues that
the UoB needs to address include: Complete the centralization and consolidation of IT Manage growth and increasing IT
demand Demonstrate value through competitive, responsive and transparent services Global City Services (GCITS)
GCITS is a global service provider which has grown through acquisition and which offers a wide range of services,
including IT support, infrastructure and consulting. GCITS has mature and efficient IT service management processes,
and holds an ISO/IEC 20000 certification. GCITS provides the entire infrastructure and some cloud services for
DriveYou.com, as well as a range of services in different countries to CruiseAlong Cars.Some of the issues that GCITS
needs to address include: Succeed in establishing a strategic partnership with CruiseAlong Cars Nevagon State
Department of Transportation (NSDoT) NSDot is a government agency in the US state of Nevagon, where
DriveYou.com is running their trials. It is responsible for managing transportation systems and safety. DriveYou.com
must work with the agency to ensure that their trials comply with safety regulations, and the program includes
biOdirectional sharing of large amounts of data; The NSDoT\\'s internal IT team writes and manages most of their
agency-specific applications, however most other applications and infrastructure are provided by the Nevagon State
central IT department. CruiseAlong Cars is planning to improve the provision and support of IT services for senior
executives who travel. They will deploy new mobile technology to enhance the user experience. They will also improve
the incident management and request fulfilment processes and standardize these across service desks. They are taking
an iterative approach and have released the first iteration of improvements. A project manager has been appointed for
this improvement initiative. After the business case is approved and a project is initiated, the project manager needs to
create a stakeholder communication plan to implement the change. Here is an extract from the plan: What
communications approach is the BEST option to enter into the missing field, and why?
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Communications | Key Interests and | Current Desired
Stakeholder Name Approach Issues Status Support
Making their data
?:I:ﬂ:nr:::lmhem Monitor readily available | Neutral Neutral
P for use by UoB
DriveYou.com CIO Critical Project sponsor /| | Advocate | Advocate
DriveYou.com technical support the new
team members solution Neutral | Supporter

A. Communications Approach: Critical Why: They are accountable for the project budget to build and support the new
solution

B. Communications Approach: Significant Why: The data being shared on the new platform is critical to the technical
team role

C. Communications Approach: Critical Why: Technical teams are the only people with the necessary skills to manage
the new platform

D. Communications Approach: Significant Why: Continued support is required for the planning process and then support
of the solution.

Correct Answer: D

QUESTION 5

The project manager is writing a business case for the improvement. This business case explains how
following the CSI approach will contribute to the improvement work.

Which is a correct description of the purpose of a CSl step in this improvement work?

A. "Where are we now?" will document process issues that need to be resolved.

B. "How do we get there?\\' will specify the objectives and business case for the project.

C. "What is the vision?\\' will identify the best ITSM software tool to use.

D. "Did we get there?\\' will define measurable steps for the project.

Correct Answer: A
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