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QUESTION 1

Which one of the following do technology metrics measure?
A. Components

B. Processes

C. The end-to-end service

D. Customer satisfaction

Correct Answer: A

QUESTION 2

Which of the following would be examined by a major problem review?
1.

Things that were done correctly

2.

Things that were done incorrectly

3.

How to prevent recurrence

4,

What could be done better in the future
A. 1 only

B.2and 3 only f

C. 1, 2 and 4 only D. All of the above

Correct Answer: D

QUESTION 3
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?
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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 4

Which one of the following can help determine the level of impact of a problem?
A. Definitive media library (DML)

B. Configuration management system (CMS)

C. Statement of requirements (SOR)

D. Standard operating procedures (SOP)

Correct Answer: B

QUESTION 5

Which of the following availability management activities is/are considered to be proactive as opposed to reactive?
1.

Monitoring system availability

2.

Designing availability into a proposed solution

A. None of the above

B. Both of the above

C. 1lonly

D. 2 only

Correct Answer: D
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