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Identify the missing word in the following sentence.

A service is a means of enabling value co-creation by facilitating outcomes that customers want to achieve, without
the customer having to manage specific [?] and risks.
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A. information
B. warranty

C. utility
D. costs

EX: D

& #97

Which is a service request?

A. Requesting information about how to create a document
B. Requesting a workaround for an issue

C. Requesting an enhancement to an application

D. Requesting investigation of a degraded service

ER: A

R #98
‘Which statement about 'continual improvenment' is CORRECT?

A. A single team should carry out 'continual improvement' across the organization

B. All improvement ideas should be logged i a single 'continual improvement register’

C. Everyone in the organization is responsible for some aspects of 'continual improvement'
D. 'Continual improvement' should have mmimal interaction with other practices

ZR: C

PRI #99
Which approach is CORRECT when applying the guiding principle 'keep it simple and practical?

A. Only add controls and metrics when they are needed

B. Design controls and metrics and add them individually until all are implemented
C. Only add controls and metrics that are required for compliance

D. Design controls and metrics first, then remove those not adding value
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R & #100
Why should a service level agreement include bundles of metrics?

A. To help focus on business outcomes, rather than operational result.

B. To ensure that all services are included in the service reports

C. To reduce the number of metrics that need to be measured and reported
D. To ensure that the service levels have been agreed with customers

BE: A

fE R A -

Individual metrics without a specified service context are unhelpful. They should relate to defined outcomes and not simply
operational metrics. This can be achieved with balanced bundles of metrics, such as customer satisfaction and key business
outcomes.
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