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QUESTION 1

What is used for the assessment of maturity of organizations?
A. CMMI?

B. CobITTM

C. ITIL?

D. MOF

Correct Answer: A

QUESTION 2

What defines Service Quality\\'?

A. A series of activities that can be assessed in advance by a provider and customer
B. Achieving a 99.999% continuous level of availability

C. Meeting stated customer requirements and expectations

D. Providing a cost-effective service

Correct Answer: C

QUESTION 3

When a new service is being planned Service Level Management (SLM) needs to ensure that existing performance
levels of other IT services will not be unduly impacted. From which process will Service Level Management (SLM)
require input?

A. Availability Management

B. Capacity Management Financial

C. Management for IT Services

D. IT Service Continuity Management

Correct Answer: B

QUESTION 4
What is a Configuration Baseline?

A. A benchmark of the service provider\\'s capability
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B. A configuration audit report
C. A snapshot of the state of an IT Service or individual Configuration Item (CI) at a point in time
D. The change requests allocated to a release

Correct Answer: C

QUESTION 5

Quality Management Systems can assist organizations in enhancing what?
A. Customer satisfaction

B. ISO/EC 20000

C. Relationship with third parties

D. Supplier satisfaction

Correct Answer: A
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