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R #363
Identify the missing word in the following sentence.
A customer define is the [?] for a service and takes responsibility for the outcomes of service consumption.

A. Requirements
B. Resources

C. Suppliers

D. products

ER: A

i R #3064
Who is responsible for ensuring that the Request Fulfillment process is being performed according to the agreed and documented
process?

A. The Request Fulfillment Process Manager
B. The Request Fulfilliment Process Owner
C. The Service Manager

D. The Service Desk Manager

EX: B
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78 #365

Can service operation improve efficiency in the business operation by automating common routines?

A. No, automating common routines improves effectiveness but not efficiency

B. Yes, through automating common routines, more productive work can be carried out

C. No, autormting common routines only results in preventing common problens

D. Yes, through automating common routines and introducing the service knowledge management System (SKMS)

ZX: D

i =8 #366

A configuration model can be used to help

1) Assess the impact and cause of incidents and problems 2) Assess the impact of proposed changes 3) Plan and design new or
changed services 4) Plan technology refresh and software upgrades

A. 1,2 and 4 only
B. 1,2 and 3 only
C. 3 and 4 only

D. All of the above

ZX: D

8 #367
A known error has been created after diagnosis of a problem was complete but before a workaround has been found. Is this a valid
approach?

A. No: a known error record is created when the original incident is raised

B. Yes: for information purposes, a known error record can be created at any time it is prudent to do so
C. No: a known error record should be created with the next release of the service

D. No: the Known Error should be created before the problem is logged

EX: B
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