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QUESTION 1

Which process is responsible for managing relationships with vendors?
A. Change management

B. Service portfolio management

C. Supplier management

D. Continual service improvement

Correct Answer: C

QUESTION 2

Which one of the following activities are carried out during the "Where do we want to be?" step of the continual service
improvement (CSI) approach?

A. Implementing service and process improvements
B. Reviewing measurements and metrics

C. Creating a baseline

D. Defining measurable targets

Correct Answer: D

QUESTION 3

Where would you expect incident resolution targets to be documented?
A. A service level agreement (SLA)

B. A request for change (RFC)

C. The service portfolio

D. A service description

Correct Answer: A

QUESTION 4
Which one of the following includes four stages called Plan, Do, Check and Act?

A. The Deming cycle
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B. The continual service improvement approach
C. The seven-step improvement process
D. The service lifecycle

Correct Answer: A

QUESTION 5

Why is it important for service providers to understand patterns of business activity (PBA)?
A. PBA are based on organizational roles and responsibilities

B. IT service providers CANNOT schedule changes until they understand PBA

C. Demand for the services delivered by service providers are directly influenced by PBA
D. Understanding PBA is the only way to enable accurate service level reporting

Correct Answer: C

QUESTION 6

Which process includes business, service and component sub-processes?
A. Capacity management

B. Incident management

C. Service level management

D. Financial management

Correct Answer: A

QUESTION 7

Which process or function is responsible for monitoring activities and events in the IT infrastructure?
A. Service level management

B. IT operations management

C. Capacity management

D. Incident management

Correct Answer: B
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QUESTION 8

Which process is responsible for providing the rights to use an IT service?
A. Incident management

B. Access management

C. Change management

D. Request fulfillment

Correct Answer: B

QUESTION 9

Service design emphasizes the importance of the "Four Ps". These "Four Ps" include Partners, People, Processes and
one other "P". Which of the following is the additional "P"?

A. Profit

B. Preparation
C. Products
D. Potential

Correct Answer: C

QUESTION 10

Within service design, what is the key output handed over to service transition?
A. Measurement, methods and metrics

B. Service design package

C. Service portfolio design

D. Process definitions

Correct Answer: B

QUESTION 11
Which of the following is an objective of business relationship management?
A. To identify patterns of business activity

B. To ensure high levels of customer satisfaction
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C. To secure funding to manage the provision of services
D. To ensure strategic plans for IT services exist

Correct Answer: B

QUESTION 12

Which one of the following contains information that is passed to service transition to enable the implementation of a
new service?

A. A service option

B. A service transition package (STP)
C. A service design package (SDP)
D. A service charter

Correct Answer: C

QUESTION 13

Which of the following are objectives of service level management?

1: Defining, documenting and agreeing the level of FT services to be provided
2: Monitoring, measuring and reporting the actual level of services provided
3: Monitoring and improving customer satisfaction

4.

Identifying possible future markets that the service provider could operate in
A.

1,2 and 3 only

B.

1 and 2 only

C.

1,2 and 4 only

D.

All of the above

Correct Answer: A
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QUESTION 14

Which one of the following is the BEST description of a service request?

A. A request from a user for information, advice or for a standard change

B. Anything that the customer wants and is prepared to pay for

C. Any request or demand that is entered by a user via a self-help web-based interface

D. Any request for change (RFC) that is low-risk and which can be approved by the change manager without a change
advisory board (CAB) meeting

Correct Answer: A

QUESTION 15

Which is the correct definition of a customer facing service?

A. One which directly supports the business processes of customers
B. A service that cannot be allowed to fail

C. One which is not covered by a service level agreement

D. A service not directly used by the business

Correct Answer: A
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