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QUESTION 1
Which one of the following is the CORRECT set of steps for the continual service improvement approach?
A. Devise a strategy; Design the solution; Transition into production; Operate the solution; Continually improve

B. Where do we want to be?; How do we get there?; How do we check we arrived?; How do we keep the momentum
going?

C. Identify the required business outcomes; Plan how to achieve the outcomes; Implement the plan; Check the plan has
been properly implemented; Improve the solution

D. What is the vision?; Where are we now?; Where do we want to be?; How do we get there?; Did we get there?; How
do we keep the momentum going?

Correct Answer: D

QUESTION 2

Which of the following BEST describes partners\\' in the phrase people, processes, products and partners"?
A. Suppliers, manufacturers and vendors

B. Customers

C. Internal departments

D. The facilities management function

Correct Answer: A

QUESTION 3

Which process is responsible for discussing reports with customers showing whether services have met their targets?
A. Continual service improvement

B. Change management

C. Service level management

D. Availability management

Correct Answer: C

QUESTION 4

Availability management is directly responsible for the availability of which of the following?
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A. IT services and components

B. IT services and business processes

C. Components and business processes

D. IT services, components and business processes

Correct Answer: A

QUESTION 5

Which of the following BEST describes service strategies value to the business?
A. Allows higher volumes of successful change

B. Reduction in unplanned costs through optimized handling of service outages
C. Reduction in the duration and frequency of service outages

D. Enabling the service provider to have a clear understanding of what levels of service will make their customers
successful

Correct Answer: D
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