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QUESTION 1

Who is responsible for defining metrics for change management?
A. The change management process owner

B. The change advisory board (CAB)

C. The service owner

D. The continual service improvement manager

Correct Answer: A

QUESTION 2

Which one of the following are the two primary elements that create value for customers?
A. Value on investment (VOI) and return on investment (ROI)

B. Customer and user satisfaction

C. Service requirements and warranty

D. Resources and capabilities

Correct Answer: D

QUESTION 3

The experiences, ideas, insights and values of individuals are examples of which level of understanding within
knowledge management?

A. Data

B. Information
C. Knowledge
D. Governance

Correct Answer: C

QUESTION 4
How many people should be accountable for a process as defined in the RACI model?

A. As many as necessary to complete the activity
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B. Only one - the process owner
C. Two - the process owner and the process enactor
D. Only one - the process architect

Correct Answer: B

QUESTION 5

Which one of the following is it the responsibility of supplier management to negotiate and agree?
A. Service level agreements (SLAS)

B. Third-party contracts

C. The service portfolio

D. Operational level agreements (OLAS)

Correct Answer: B
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