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QUESTION 1

Which is the first step in the 7 Step Improvement Process? 

A. Where are we now? 

B. Identify gaps in Service Level Agreement (SLA) achievement 

C. Prepare for action 

D. Define what you should measure 

Correct Answer: D 

 

QUESTION 2

Which of the following should be documented in an incident model? 

1.

 Details of the service level agreement (SLA) pertaining to the incident 

2.

 Chronological order of steps to resolve the incident 

A. 1 only 

B. 2 only 

C. Both of the above D. Neither of the above 

Correct Answer: B 

 

QUESTION 3

Effective release and deployment management enables the service provider to add value to the business by? 

A. Ensuring that all assets are accounted for 

B. Ensures that the fastest servers are purchased 

C. Delivering change, faster and at optimum cost and minimized risk 

D. Verifying the accuracy of all items in the configuration management database 

Correct Answer: C 

 

QUESTION 4
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Which one of the following generates demand for services? 

A. Infrastructure trends 

B. Patterns of business activity (PBA) 

C. Cost of providing support 

D. Service level agreements (SLA) 

Correct Answer: B 

 

QUESTION 5

The design of IT services requires the effective and efficient use of "the four Ps". What are these four Ps? 

A. People, process, partners, performance 

B. Performance, process, products, plans 

C. People, process, products, partners 

D. People, products, plans, partners 

Correct Answer: C 
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