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H I #467

Which of the following are included within Release and Deployment Models?

-Roles and responsibilities - Template release and deployment - Supporting systems, tools and procedures. -Handover activities and
responsibilities
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A. All of the above
B. 2, 3 and 4 only.
C. 1 and 4 only.

D. 1,2 and 3 only.
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E A #468
Identify the missing word in the following sentence.
The purpose of the 'information security management' practice is to [?] the organization's information.

e A protect
¢ B. provide
e C.audit
e D. store

EfE: A

A #469
Which activity captures the demand for incident resolution and service requests?

A. Problem management

B. Change control

C. Service desk

D. Service catalogue management

Ef#: C

R #470
Which guiding principle recommends using the minimum number of steps necessary to achieve an objective?

A. Focus on value

B. Progress iteratively with feedback
C. Think and work holistically

D. Keep it simple and practical

EfE: D

#4471
Which practice requires focus and effort to engage and listen to the requirements, issues, concerns and daily needs of customers?

A. Supplier Management

B. Service desk

C. Service request management
D. Service level management

AR :

In order to be aligned to customer outcomes and expectations, SLM requires focus and effort to engage and listen to the
requirements, issues, concerns, and daily needs of customers:

* Engagement is needed to understand and confirm the actual ongoing needs and requirements of customers, not simply what is
mterpreted by the service provider or has been agreed several years before. ITILA4 refers to value as being co-created, since it needs
the input and validation of customers.

* Listening is important as a relationship-building and trust-building activity, to show customers that they are valued and understood.
This helps to move the provider away from always being in 'solution mode' and to build new, more constructive partnerships. Each



customer is unique, and the service provider must not have a one-size-fits-all approach.

The activities of engaging and listening provide a great opportunity to build improved relationships and to focus on what really needs
to be delivered. They also give service delivery staff an experience-based understanding of the day-to-day work that is done with
their technology, enabling them to deliver a more business-focused service. When the customer is engaged and listened to, they feel
valued and their perception of the service and service management activities improves.

https//www.bme.com/blogs/itil-service- level-management/
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