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QUESTION 1

Which one of the following contains information that is passed to service transition to enable the implementation of a
new service?

A. A service option

B. A service transition package (STP)
C. A service design package (SDP)
D. A service charter

Correct Answer: C

QUESTION 2

Which of the following BEST describes service strategies value to the business?
A. Allows higher volumes of successful change

B. Reduction in unplanned costs through optimized handling of service outages
C. Reduction in the duration and frequency of service outages

D. Enabling the service provider to have a clear understanding of what levels of service will make their customers
successful

Correct Answer: D

QUESTION 3

The remediation plan should be evaluated at what point in the change lifecycle?
A. Before the change is approved

B. Immediately after the change has failed and needs to be backed out

C. After implementation but before the post implementation review

D. After the post implementation review has identified a problem with the change

Correct Answer: A

QUESTION 4

A known error has been created after diagnosis of a problem was complete but before a workaround has been found. Is
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this a valid approach?

A. Yes: for information purposes, a known error record can be created at any time it is prudent to do so
B. No: the Known Error should be created before the problem is logged

C. No: a known error record is created when the original incident is raised

D. No: a known error record should be created with the next release of the service

Correct Answer: A

QUESTION 5

Which process is responsible for low risk, frequently occurring, low cost changes?
A. Demand management

B. Incident management

C. Release and deployment management

D. Request fulfilment

Correct Answer: D
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