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H #190
Which of the following activities is NOT a part of the Deming Cycle?

A. Plan

B. Coordinate
C. Act

D. Do

Ef#: B

2 #191

Which formal agreement minimizes the risk of disputes that can occur between an IT service provider and an external supplier?
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A. Serviceability contract
B. Underpinning contract
C. Service level contract
D. Operational contract
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B #192

Which is a service request?

A. Requesting a workaround for an issue

B. Requesting investigation of a degraded service

C. Requesting an enhancement to an application

D. Requesting information about how to create a document

Ef#: D

HM #193
What can be used to help determine the ipact level of a problem?

A. Statement of requirements (SOR)

B. Standard operating procedures (SOP)

C. Definitive media library (DML)

D. Configuration management system (CMS)

Ef: D

R #194
How should automation be implemented?

A. By replacing the existing tools first

B. By mitially concentrating on the most complex tasks
C. By replacing human intervention wherever possible
D. By optimizing as much as possible first

EfE: C

B #195
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