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B #71

Which TWO are important aspects of the 'service request management' practice?
1. Standardization and automation

2. Providing a variety of channels for access

3. Establishing a shared view of targets

4. Policies for approvals

A.land 4
B.3and 4
C.2and3
D.1and2
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EfE: A

R -
Explanation/Reference: https7//www.bme.com/blogs/iti-service-request-management/

R #72
Identify the Missing word(s) in the following sentence
A(n) [?] cause, or potential cause, of one or more incidents?

A. Problem

B. Event

C. Change

D. Known error

EE: A
R

ITIL defines a problemas a cause, or potential cause, of one or more incidents. A known error is a problem that has been analyzed
but not resolved.
https//www.bme.comyblogs/itil- problem-management/

HE #73
Which practice handles all pre-defined user-initiated service actions?

¢ A. Deployment management

¢ B. Incident management

¢ C. Service request management
¢ D. Service level management

Ef#: C

L -

The purpose of the service request management practice is to support the agreed quality of a service by handling all pre-defined,
user-initiated service requests in an effective and user-friendly manner. Service request management is dependent upon well-
designed processes and procedures, which are operationalized through tracking and automation tools to maximize the efficiency of
the practice. To be handled optimally, service request management should follow these guidelines:

Service requests and their fulfilment should be standardized and automated to the greatest degree possible.

Policies should define which service requests will be fulfilled with limited or even no additional approvals so that fulfilment can be
streamlined.

The expectations of users regarding fulfilment times and costs should be clearly set, based on what the organization can realistically
deliver.

Opportunities for improvement should be identified and implemented to produce faster fulfilment times and take advantage of
automation.

httpss//www.bme.com/blogs/itil-service-request-management/

HH #74
Which describes the 'plan’ value chain activity?

A. It ensures that services are delivered and supported according to agreed specifications and stakeholders expectations
B. It ensures a shared understanding of the current status and vision for all products and services across the organization
C. It ensures that service conmponents are available when and where they are needed, and meet agreed specifications

D. It ensures continual improvement of products, services, and practices across all value chain activities

IEf#: B

B #75



Which dimension of service management includes consideration of the type of relationship required with other organizations involved
in the design and delivery of services?

A. Organizations and people

B. Partners and suppliers

C. Information and technology
D. Value streams and processes

IEf#: B

TR

Explanation

This dimension encompasses an organization's relationships with other organizations that are involved in the design, development,
deployment, delivery, support and/or continual improvement of services. This dimension also incorporates contracts and other
agreements between the organization and its partners or suppliers2.
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