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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.

A. warranty
B. utility

C. costs

D. mformation

(1]
m
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HEE#75
Which practice has a purpose that includes observing a service to report selected changes of state identified as
events?

A. Incident management

B. Information security management
C. Change control

D. Monitoring and event management
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HE #76
Which is an activity of the "problem management' practice?

A. Authorization of changes to resolve the cause of problemns.

B. Restoration of normal service operation as quickly as possible
C. Resolution of incidents in a time that meet customer expectations
D. Prioritization of problems based on the risk that they pose

He. D

AE#7T7
How does categorization of incidents assist the 'incident management' practice?

A. Tt determines the priority assigned to the incident

B. It determines how the service provider is perceived

C. It ensures that incidents are resolved in timescales agreed with the customer
D. It helps direct the incident to the correct support area
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HEE #78
What is described by the service value system?

e A. How to apply the systenms approach of the guiding principle think and work holistically

e B. Jomnt activities performed by a service provider and a service consumer to ensure continual value
co-creation

e C. How all the components and activities of the organization work together as a system to enable value
creation

e D. Services based on one or more products, designed to address needs of a target consumer group

He: C
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