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QUESTION 1

Which role is responsible for sponsoring, designing and change managing a process and its metrics? 

A. The process practitioner 

B. The process owner 

C. The service owner 

D. The process manager 

Correct Answer: B 

 

QUESTION 2

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 3

Which of the following is the BEST description of a service-based service level agreement (SLA)? 

A. The SLA covers one service, for all the customers of that service 

B. The SLA covers an individual customer group for all services they use 

C. An SLA that covers all customers for all services 

D. An SLA for a service with no customers 

Correct Answer: A 

 

QUESTION 4

Which of the following is NOT an objective of Continual Service Improvement? 

A. Review and analyze Service Level Achievement results 

B. Identify activities to improve the efficiency of service management processes 
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C. Improve the cost effectiveness of IT services without sacrificing customer satisfaction 

D. Conduct activities to deliver and manage services at agreed levels to business users 

Correct Answer: D 

 

QUESTION 5

Which process would you MOST expect to be involved in the management of underpinning contracts? 

A. Change management 

B. Service catalogue management 

C. Supplier management 

D. Release and deployment management 

Correct Answer: C 
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