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QUESTION 1

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 

C. To secure funding to manage the provision of services 

D. To ensure strategic plans for IT services exist 

Correct Answer: B 

 

QUESTION 2

Which process is responsible for sourcing and delivering components of requested standard services? 

A. Request fulfilment 

B. Service portfolio management 

C. Service desk 

D. IT finance 

Correct Answer: A 

 

QUESTION 3

Which one of the following is the BEST description of a service level agreement (SLA)? 

A. The part of a contract that specifies the responsibilities of each party 

B. An agreement between the service provider and an internal organization 

C. An agreement between a service provider and an external supplier 

D. An agreement between the service provider and their customer 

Correct Answer: D 

 

QUESTION 4

Which one of the following does service metrics measure? 

A. Functions 

B. Maturity and cost 
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C. The end-to-end service 

D. Infrastructure availability 

Correct Answer: C 

 

QUESTION 5

What is the CORRECT definition of service management? 

A. A set of specialised assets for transitioning services into the live operational environment 

B. A set of specialised organisational capabilities for delivering value to customers in the form of services 

C. A group of events that meet the demand from customers for services that they receive 

D. A group of people that manages services to fulfil the needs of users and customers 

Correct Answer: B 
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