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Service Level Agreement.
¢ Thisagreement specifies the level of service MFH
requires from the selected service providerand
provides measurable criteria against which the

selected service provider's performance will be
assessed.

Composition Responsibilities of MFH and selected service
provider.

Mechanisms for monitoring and reporting
performance levels.

Dispute resolution process.

Confidentiality provisions.

Conditions for termination of contract.
Glossary of technical terms contained in SLA.
Format and A4, Wotrd document, printed both sides in black
presentation and white.

Font: Arial. 12pts.

Quality criteria Contains all composition items listed above.
Not more than 60 pages.

Complies with MFH corporate branding standards.
No typographical errors.

Quality skills Proof-reading skills.

required Director of Compliance Division - Reviewer.
Director of Information Technology Division -
Reviewer.

Administrator.

Quality

responsibilities

Quality notes from the Daily Log

The Director of Information Technology Division (DIT) has been asked to ensure that any changes to the outsourced staff
employment contracts adhere to employment law. The DIT will review future job descriptions of the transferred staff before the final
contract is signed with the selected service provider.

The service level agreement between MFH and the selected service provider will specify the type and quality of service required.
The selected service provider must follow the industry standards for providing outsourced services.

MFH has a quality management system which contains a document control procedure for all its documentation, however this does
not include change management.

All project documents will be subject to a quality review. Nominated products will require a formal approval record signed-off by
the quality review chair.

Extract from the draft Quality Management Strategy (may contain errors) Introduction

1. This document defines the approach to be taken to achieve the required quality levels during the project.

2. The Project Board will have overall responsibility for the Quality Management Strategy.

3. Project Assurance will provide assurance on the implementation of the Quality Management Strategy.

Quality management procedure - Quality standards

4. The selected service provider will operate to industry standards for providing outsourced services.

5. MFH document standards will be used.

Records

6. A Quality Register will be maintained to record the planned quality events and the actual results from the quality activities.

7. Configuration Item Records will be maintained for each product to describe its status, version and variant.

8. Approval records for products that require them will be stored in the quality database.

Roles and responsibilities

9. The DIT will check that the employment contracts for outsourced staff adhere to employment law.

10. Team Managers will provide details of quality checks that have been carried out.



11. Team Managers will ensure that the Quality Register is updated with the names of team members who are involved in the review
process.

12. The Senior User will review the Product Descriptions of the products to be produced by the selected service provider to ensure
that they can be achieved.

Which is a correctly defined acceptance criterion for the service level agreement (SLA) with the selected service provider?

A. External consultants are to assist in the creation of the SLA.

B. Any changes to the SLA nmust be managed through formal change control.
C. The SLA must extend for the full duration of the service contract.

D. The selected service provider should be located locally.

Answer: C

NEW QUESTION # 216

Two weeks after starting work the Team Manager noticed that each completed product had exceeded its estimated effort by around
10%. If this trend continues the Work Package will exceed its agreed cost tolerance of 5%.

Which 2 actions should the Team Manager take in response to this situation?

A. Escalate the situation in the next Checkpoint Report.

B. Raise an issue that costs will exceed tolerance if the current trend continues.

C. Amend the Work Package and ensure that the revised targets are met.

D. Update the Team Plan by increasing all future work estimates by 10%.

E. Check the status of the products currently being worked on and analyze the effort expended, to determine if the trend is
continuing,

Answer: B,E

Explanation:
Explanation/Reference:

NEW QUESTION # 217

Project Scenario - Health and Safety Training Project:

ABC Company is a well-established training company that uses a standard model to develop training materials and deliver courses
to customers.

ABC Company has commissioned a project in response to recent changes in government legislation relating to health and safety on
construction sites. The project will deliver "capability to provide health and safety training”, including the materials needed for
classroom-based traning and e-learning, The expected benefits for construction companies include a reduction in lost days and legal
costs due to accidents.

The e-learning course will be developed by a specialist external consultancy. The materials for classroom+ based training will be
delivered by ABC Company's development team. All course materials will be piloted before they are used. ABC Company will
deliver training to its customers and also hopes to sell the course materials to other training companies as part of their operational
business. ABC Company will use their own sales and marketing departments to promote the courses.

The legislation requires construction companies to comply with the new legislation within two years. The course materials and
trainers have to be accredited by a government agency before courses can be delivered.

ABC Company is planning to deliver pilot courses within five months of starting the project.

The ABC Company standard development model for new courses recommends the following stages:



Stage 1 Initiation stage

Stage 2 Classroom-based traiming materials
Marketing materials

Training venue specifications
Accredited classroom-based course
Stage 3 E-learning course

Amended course booking procedures
Marketed cotirses

Planned pilot courses

Updated corporate quality procedures
Accredited e-learning course
Accredited trainers

Stage 4 Delivered pilot courses
Finalized materials
Proje -p{ot%g;t.&?pﬁabil_i_ﬁr}' to provide health and safety
lrMé' | PRINCEZ

End of'the Project scenario.

Additional Information:

The Chief Executive Officer (CEO) founded the company five years ago. Under her leadership, ABC Company has grown quickly
mto a successful training company. It delivers a range of accredited professional training,

The Finance Director is also a founder member of ABC Company and is responsible for authorizing budgets for the Operations and
Development Teams. She authorizes all large contracts personally.

The Purchasing Manager reports to the Finance Director and is responsible for managing and monitoring supplier contracts.

The Operations Director is responsible for the delivery off all training and for the training development budget. His department
organizes courses, venues and trainers. They work with the Product and the Sales teams to provide a comprehensive training
schedule. ABC Company's I'T manager reports to the Operations Director.

The Business Development Director has recently been appointed to identify new training needs and propose new products. She will
work with the Operations. Director to ensure a cost-conscious approach and that appropriate development technologies are used
for the health and safety course.

The Training Development Manager reports to the Business Development Director and is responsible for developing training
materials and gaining accreditation, in accordance with the standard course development model. Course developers in his team have
skills in a range of development technologies and are allocated to projects as needed.

The Training Delivery Manager, who reports to the Operations Director, is responsible for ensuring that internal and external trainers
deliver ABC Company training courses to the required standard. He also checks course materials to ensure they are fit for purpose
and of'the required quality.

The Central Services Director has responsibility for corporate communications, facilities management and configuration management.
He recently led a project to consolidate all company quality systens into one quality management system and set up a corporate
quality department, now managed by the Corporate Quality Manager.

The Corporate Document Manager reports to the Central Services Director. She helped establish the company' s document
management system and now operates it across the business. She manages a team of administrators and contracts staff when
workload is high.

The Sales Director joined ABC Company two months ago and is keen to establish himself by suggesting new markets for the
courses and material. All account managers and the marketing teamreport to him. They promote existing training courses to other
training companies and existing customers.

End of'the additional information.

QUALITY

Teams have been set up to develop different parts of the 'classroom+based training materials'.

Here are three activities related to managing quality.

Which role (A-F) should carry them out?

Choose only one for each activity. Each role can be used once, more than once, or not at all.



Corporate, programme management or
customer

Senior user

Senior supplier

Q PRINEEZ

e
rs

Teamimahager
Project assurance

Answer:

Explanation:

| Whena completed work package is received,
check the quality register to see that the
quality methods specified in the work package
have been implemented.
Provide confidence that the accreditation of
trainers will not be delayed by a failure to
follow the quality procedires that have been
agreed with the Tralfipg Delivery Manager.

| Sign off the quality criteria for the ‘classroom-
based traifling materials’
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Project assurance

Project manager

Project assurance
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When a completed work package is received, Corporate, programme management or

check the quality register to see that the customer

quality methods specified in the work package,
. have been implemented.

Provide confidence that the accreditation of

trainers will not be delayed by a failure to

follow the quality procedures that have been
. agreed with the Training Delivery Manager.

Senior user

Sign off the quality criteria for the ‘classroom- Senior supplier

based training materials’

Project manager

(QPRINCE2

Team manager

Project assurance

NEW QUESTION # 218
Which project controls should be established for the Outsourcing project?

¢ A Highlight Reports to the Project Board; Exception Reports to corporate management when stage tolerances are forecast
to be exceeded.

e B. Highlight Reports to the Project Board; Exception Reports to the Project Board when stage or project tolerances are
forecast to be exceeded.

¢ C. Highlight Reports to the Project Manager; Exception Reports to the Project Board when project tolerances are forecast to
be exceeded.

Answer: B

Explanation:

Explanation/Reference:

Testlet 1

It is now late October and the project is in stage 3. The label design competition has been held and the photos of the staff have been
taken. The CEO and Marketing Director still need to choose the winning label design and the 12 photos for the calendar. However,
the Executive has learned that two competitors are issuing calendars to MNO's customers by the middle of November. After
analyzing the impact of this Issue, one of the options the Project Manager has presented to the Project Board is to close the project
prematurely.

There are a number ofkey facts relating to this project that would need to be recorded if the project Y-e to be closed now.

NEW QUESTION # 219

Scenario

A central government department, the Ministry of Food Hygiene (MFH), faces increasing pressure to cut costs, better manage
suppliers' performance and reduce the confusion caused by inadequate internal controls, outdated standards and outdated
technology. External consultants were employed to conduct a feasibility study to identify options to address the problens, and the



likely costs and benefits. The following options were considered:

Do nothing.

Re-engineer selected business finctions.

Outsource selected business functions.

The feasibility study concluded that there was a case for outsourcing the MFH Information Technology Division and the Facilities
Division (maintenance of buildings and grounds). The recommendations were:

One service provider should be contracted to provide the services currently provided by the Information Technology Division and
the Facilities Division.

A 10-year service contract should be agreed with the selected service provider.

The feasibility study developed high-level designs of the current organization, processes, systems and operating models, plus an
outline Business Case for the required project. The external consultants also made the following recommendations for the
management of the project:

Use PRINCE2.

Set up the project with 4 management stages:

Stage 1. Standard PRINCE2 initiation activities.

Stage 2. Create detailed designs (future organization, processes, systens and operating models) and the service level agreement
between MFH and the future service provider.

Stage 3. Request and evaluate proposals, select service provider and agree contract.

Stage 4. Transfer equipment and staff] transfer responsibility for service provision and run trial period.

Initial estimates indicated that the project would cost £2.5mand take two years to complete.

MFH senior management agreed that there was a case for outsourcing, and accepted the recommendations as a basis for the
project. There is an expected saving of £20mover 10 years.

The Outsourcing project has conpleted the Starting up a Project process and is now in the initiation stage.

Because of the strategic importance of the project, the MFH Chief Executive Officer has taken the role of Executive. A PRINCE2-
experienced Project Manager has been appointed from within MFH. Staff within the business finctions being outsourced will work
with the external consultants who conducted the feasibility study to define the detailed designs.

Which 2 statements should be recorded under the Expected benefits heading?

A. The 10-year outsourcing contract will enable MFH to stabilize costs at agreed levels.

B. Outsourcing would allow MFH to take advantage of the best services the outsourcing industry has to offer.
C. The confirmed cost of the Outsourcing project is £2.5m, but with considerable savings over 10 years.

D. The total expected savings over 10 years, at current prices, is £20m.

E. The 10-year outsourcing contract, at current prices, will be worth £80m.

Answer: A,D

NEW QUESTION # 220
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