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AE#111
‘What should be used to set user expectations for request fulfilment times?

A. The service levels of the supplier

B. The consumer demand for the service

C. The time that the customer indicates for service delivery
D. The time needed to realistically deliver the service

HE: D

HAE #112
‘Which practice has the purpose of ensuring that the organization's suppliers and their performance and managed appropriately to
support the provision of seamless, quality products and services?

A. Service management
B. Relationship management
C. Release management
D. Supplier management

HMg: D

HE #113
What is an IT asset?

A. Any component that needs to be managed in order to deliver a service

B. Any financially valuable component that can contribute to delivery of an IT product or service
C. The removal of anything that could have a direct or indirect effect on services

D. A request froma user that initiates a service action
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A2 #114
Identify the missing words in the following sentence.
The management of information security incidents usually requires [?].

A. Specialist teams

B. Third party support
C. Immediate escalation
D. A separate process
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BE#115
Which is an external input to the service value chain?

A. The 'mprove' value chain activity
B. Feedback loops

C. Anoverall plan

D. Customer requirements
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