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QUESTION 1

What is a service delivered between two business units in the same organization known as?
A. Strategic service

B. Delivered service

C. Internal service

D. External service

Correct Answer: C

QUESTION 2

A process owner is responsible for which of the following?
1.

Defining the process strategy

2.

Assisting with process design

3.

Improving the process

4,

Performing all activities involved in a process
A. 2, 3 and 4 only

B. All of the above

C.1,2and 3 only

D. 1,2 and 4 only

Correct Answer: C

QUESTION 3
Which one of the following statements about incident reporting and logging is CORRECT?
A. Incidents can only be reported by users

B. Incidents can be reported by anyone who detects a disruption or potential disruption to normal service
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C. All calls to the service desk must be logged as incidents
D. Incidents reported by technical staff must also be logged as problems

Correct Answer: B

QUESTION 4

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 5

Which stage of the service lifecycle is MOST concerned with defining policies and objectives?
A. Service design

B. Service transition

C. Continual service improvement

D. Service operation

Correct Answer: A
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