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HH #69
What is a problem that has been analysed but has not been resolved?

A. Incident

B. Known error
C. Event

D. Workaround

IEf#: B
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Which types of communication would the fimctions within service operation use?
1. Communication between data centre shifts 2. Communication related to changes
3.Performance reporting

4 Routine operational commumnication

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

C. All of the above
D. 2 and 3 only
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=
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HE#T1
Which of the following BEST describes a Change Authority?

A. A person that provides formal authorisation for a particular type of change.

B. The Change Advisory Board

C. The Change Manager who provides formal authorisation for each change

D. A role, person or a group of people that provides formal authorisation for a particular type of change.

Ef#E: D

HP#72
What do customer perceptions and business outcomes help to define?

A. Total cost of ownership (TCO)

B. The value of a service

C. Key performance indicators (KPIs)
D. Governance

IEf#: B

B #73
Which of'the following is the MOST important 'or effective incident management?

e A. Balanced scorecard review

¢ B. A variety of access channels

¢ C. Automated pipelines

e D. Collaboration tools and techniques

IEf#: D
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