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i =8 #76
What is required by all service desk staff?

A. Knowledge of telephony technology

B. Root cause analysis skills

C. Demonstration of emotional intelligence
D. Excellent technical knowledge

E&R:. C

F =8 #77
Which practice handles all pre-defined user-initiated service actions?

A. Incident management

B. Service request management
C. Service level management
D. Deployment management

ZX: B

"8 #78
Which statement about known errors and problems is CORRECT?

A. Known error is the status assigned to a problem afier it has been analysed

B. Known errors cause vulnerabilities, problems cause incidents

C. Known errors are managed by technical staff, problems are managed by service management staff
D. A known error is the cause of one or more problems
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PR #79
Which is included in the purpose of the 'improve' value chain activity?

A. Ensuring continual engagement and good relationships with all stakeholders

B. Ensuring that services continually meet expectations for quality, costs, and lime to market

C. Ensuring a shared understanding of the improvement direction for services across the organization
D. Ensuring the continual improvement of practices across all value chain activities

ZE: D
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The purpose of the improve value chain activity is to ensure continual improvement of products, services, and practices across all

value chain activities and the four dimensions of service management.
https://wiki.process-symphony.comaw/framework/lifecycle/service-value-systemtil-

4/t~ text=The%20purpose?s200f%620the%s20mmprove, four%s20dimensions%6200f620service%620management.

FIRE #80
What is a configuration item?

A. Any component that needs to be managed in order to deliver an IT service

B. A problem that has been analyzed but has not been resolved

C. Any financially valuable component that can contribute to delivery of an IT product or service
D. Any change of state that has significance for the management of a service
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