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(Q115-Q120):

115. Frage
Which is a purpose of the 'engage' value chain activity?

A. Meeting expectations for quality, costs and time-to-market
B. Providing transparency and good relationships

C. Ensuring that the organization's vision is understood

D. Ensuring the continual improverment of services

Antwort: B

116. Frage
What is defined as "the role that uses services?

A. User

B. Sponsor

C. Service consumer
D. Customer

Antwort: A

117. Frage
What type of change is MOST likely to be managed as a service request?

A. An organizational change
B. An emergency change

C. A normal change

D. A standard change

Antwort: C

118. Frage
Which is a purpose of the 'relationship management' practice?

A. To systematically observe services and service components

B. To be the entry point and single point of contact for the service provider with all of its users
C. To identify, analyze, monitor, and continually improve links with stakeholders

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

Antwort: C

Begriindung;
Reference:
https//wiki.process-symphony.comaw/framework/lifecycle/process/relationship-management-itil-4/

119. Frage
What is the purpose of service level management?

e A To ensure that all current and planned IT services are delivered to agreed achievable targets.

e B. To track and manage improvement ideas from identification to final action, organizations use a database or structured
document called a continual improvement register (CIR).

e (. To establish and nurture the links between the organization and its stakeholders at strategic and tactical levels.

e D. To obtain/build activity that ensures the service components are available when and where they are needed and meet
agreed specifications.



Antwort: A

120. Frage
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