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HE #19
Which of the following activities BEST represents transfer of goods in a service offering?

e A. Aservice provider supplies new laptops to the customer
¢ B. A teamattends a virtual training session
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e C. A cloud user accesses shared online storage
¢ D. A customer receives advice froma helpdesk agent

EfE: A
R -

Transfer of goods involves the provision of ownership of physical items from the service provider to the consurmer. Supplying new
laptops represents the transfer of tangble goods as part of the service offering.

HM #20
‘Which statement BEST describes service quality?

A. The assurance that a service will meet agreed requirements and is fit for use

B. The totality of characteristics of a service that determine its ability to satisfy stated needs
C. The functionality provided by a product or service to meet a particular need

D. A documented agreement between a service provider and a customer

Ef#: B

A -
Service quality is the totality of characteristics of a service that determine its ability to satisfy stated needs, reflecting how well the
service meets expectations and requirements from the consurmer's perspective.

HME#21
‘Which will help solve incidents more quickly?

A. Detailed procedural steps for incident investigation
B. Target resolution times

C. Collaboration between teans

D. Escalating all incidents to support teams

M
R

: C

B #22
Which practice has the purpose of ensuring that the organization's suppliers and their performance are managed appropriately to
support the provision of seamless, quality products and services?

A. Relationship management
B. Release management

C. Service management

D. Supplier management

M
R

: D

R #23
A good way to apply the ITIL guiding principle 'keep it simple and practical' is to:

A. Understand that fast does not mean incomplete
B. Adopt a practice which is easy to follow

C. Re-use nothing from the current state

D. Comnumicate so that the audience will hear

IEf#: B

A -
This principle emphasizes the importance of simplicity in processes and practices, ensuring they are practical and easy to implement.
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