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B #242

Which of the following questions does the guidance in service strategy help to answer?
1.What services should we offer and to whom?

2.How do we differentiate ourselves from competing alternatives?

3.How do we create value for our customers?

A. All ofthe above
B. 2 only
C. 3onfy
D. 1 only

: A
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HA #243
From the perspective of the service provider, who is the person or group that agrees their service targets?

A. The user

B. The administrator
C. The customer

D. The supplier

Ef#: C

R #244
Which of the following options is a hierarchy that is used in Knowledge Management?

A. Data - Information - Knowledge - Wisdom
B. Information - Data - Knowledge - Wisdom
C. Knowledge - Wisdom - Information - Data
D. Wisdom - Information - Data - Knowledge

EfE: A

H R #245
The BEST processes to automate are those that are:

A. Carried out by lots of people

B. Carried out by Service Operations

C. Crtical to the success of the business mission
D. Sinple and well understood

M
R

: D

B #246
What is the purpose of the "problem management' practice?

¢ A. To minimize the negative impact of incidents by restoring normal service operation as quickly as possible

e B. To align the organization's practices and services with changing business needs through the ongoing identification and
improverment of services

e C. To reduce the likelihood and impact of incidents by identifying actual and potential causes of incidents, and managing
workarounds and known errors

e D. To protect the information needed by the organization to conduct its business

Ef: C
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