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QUESTION NO: 1

What are the Care SW services in the portfolio segment Active Network Assurance (ANWA)?

A. Preventive services, launch support, On site troubleshooting, tailored technical support.

B. 3'rd party management and support, 3'rd party support from various vendors.

C. SW change planning & support, SW change mass provisioning, SW change testing, Network cloning services.

D. Software Maintenance (SWM), Emergency services, Life Extender (LE) and Active Software Support (ASWS).

ANSWER: D

Explanation:

Software Maintenance (SWM), Emergency services, Life Extender (LE) and Active Software Support (ASWS) is the Care
software-services set associated with Active Network Assurance. This grouping supports continuity and controlled operation
of deployed Nokia software throughout its usable lifecycle. Software Maintenance provides the entitlement and maintenance
framework needed to keep software supported and current. Active Software Support provides ongoing access to software-
support capabilities, including assistance for maintaining operational software environments. Emergency services address
urgent situations that require rapid specialist engagement to restore or protect network operation. Life Extender supports
continued operation where a customer needs to sustain software beyond the standard lifecycle position, subject to the
applicable service scope and terms.

Together, these services focus on assuring software availability, supportability, and lifecycle continuity for active networks.
That purpose aligns with Nokia’s broader services approach: helping communications service providers operate, maintain,
evolve, and optimize network assets while managing technology lifecycle requirements. Nokia’s services portfolio is
described at Nokia Networks Services, and Nokia provides corporate information on its network business and solutions at
Nokia Networks.

QUESTION NO: 2

A Care Contract is approaching renewal. The customer requests a response time that is more demanding than the global
Care Contract Template. What should be done before this commitment is included in the proposal?

A. Include the requested response time, provided the customer accepts the price.
B. Check delivery capability and obtain the required approvals before committing the response time.
C. Use the response time applied by another customer in the same country.

D. Ask the customer to define the escalation process after the contract is signed.

ANSWER: B

Explanation:

The proposed response time must be assessed for delivery capability and approved through the applicable service-design,
commercial, and contract-governance process before it is committed to the customer. A response-time commitment affects
the required support model, staffing, escalation arrangements, cost baseline, and delivery risk. The global Care Contract
Template provides the standard starting point, but customer-specific deviations must not be offered merely because they are
requested.

Confirming feasibility and obtaining the required approvals ensures that Nokia can deliver the agreed service level and that
the contract reflects an authorized commercial position. Nokia describes its lifecycle service capabilities at Nokia Network
Services.

QUESTION NO: 3

Name the essential (bare MINIMUM) after-sales services provided by Care?
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A. Emergency Support, Help Desk, SW Rollout (SW Upgrade/Update) mass installation/deployment.
B. HWS and Software Maintenance.
C. SW Installation, SW Rollout, Emergency Support.

D. Emergency Support, Help Desk, Spare Part Management.

ANSWER: B

Explanation:

HWS and Software Maintenance is the essential minimum Care after-sales service because it establishes the fundamental
lifecycle-support coverage for both the physical network solution and its software. Hardware maintenance provides the
framework for restoring or replacing failed hardware and maintaining the operational integrity of the installed equipment.
Software maintenance provides entitlement to the applicable corrective maintenance and software support activities needed
to keep the deployed software supported and stable throughout its lifecycle. Together, these two maintenance domains form
the baseline post-sale Care commitment: protecting the customer’s investment and sustaining service availability after
delivery and acceptance. Additional activities, such as help-desk services, emergency support arrangements, software
rollout projects, mass deployment, installation, and spare-parts management, may be selected according to the customer’s
support model and service scope, but they are not required to define the bare minimum Care service set. Nokia positions its
network-services portfolio around lifecycle support, operational continuity, and maintenance of deployed network assets; see
Nokia Network Services and Nokia Managed Services.

QUESTION NO: 4

Who decides on terminating Care service delivery if the Care Contract has expired?
A. Care Program Manager according to CSDA process.

B. Service Account Manager.

C. Service Engagement Manager.

D. CT Head according to CSDA process.

ANSWER: D

Explanation:

CT Head according to CSDA process. is correct. Expiration of a Care Contract is a contractual-service governance event,
so the decision to terminate delivery must be made through the defined Customer Team governance and the CSDA process
rather than as an informal operational decision. The CT Head has the necessary accountability to ensure that service
delivery status, contractual entitlement, customer communication, internal approvals, and any required transition or closure
activities are handled consistently with the governing process. This protects both Nokia and the customer by ensuring Care
activities are not continued without valid contractual coverage and that termination is properly authorized and documented.

The CSDA process provides the controlled framework for managing the outcome when an agreement is no longer active,
including the appropriate escalation and decision path. Nokia describes its services as being delivered in accordance with
the agreed service scope and lifecycle arrangements; contract status therefore remains fundamental to service delivery
authorization. For general information on Nokia’s customer services and lifecycle approach, see Nokia Services and Nokia
Care Services.

QUESTION NO: 5

A customer reports repeated incidents caused by a known software issue. Which Care service approach is most appropriate
to reduce the likelihood of further occurrences?

A. Life Extender.

B. Active Software Support.
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C. Spare Part Management.

D. Contract renewal management.

ANSWER: B

Explanation:

Active Software Support or preventive software services are appropriate because they focus on proactively identifying,
mitigating, and preventing software-related issues before they become service-affecting. Repeated incidents related to a
known issue should be addressed through analysis of the software baseline, applicable corrective actions, recommended
maintenance, and preventive risk mitigation.

Emergency support may be required for an immediate critical restoration, but it does not by itself provide the proactive
lifecycle approach needed to reduce recurrence. Nokia describes its services portfolio at Nokia Network Services.

QUESTION NO: 6

In order to report cost of poor quality, it is needed to:

A. make internal cost transfer invoices to product lines.

B. forecast cost of poor quality in NELLE.

C. record the working time on the cost of poor quality SvO on projects in WTR.

D. have a cost of poor quality budget approved in advance.

ANSWER: C

Explanation:

To report cost of poor quality, personnel need to record the time they spend addressing quality-related issues against the
designated cost of poor quality SvO on the relevant projects in WTR. This establishes traceable, project-level data for the
effort consumed by failures, defects, rework, corrective activities, and related quality losses. Accurate time recording is
essential because labour effort is a measurable component of poor-quality cost; without it, reported figures would not reliably
reflect the resources used to resolve quality issues. The SvO provides the appropriate work-order or activity reference so
that the time is classified consistently and can be collected for reporting rather than being absorbed into ordinary project
work. This supports the quality-management principle that organizations should monitor and evaluate performance using
objective evidence and use those results to drive improvement. ISO’s quality-management guidance emphasizes
performance evaluation and improvement as core elements of an effective quality management system. See the ISO
9001:2015 standard overview and the ASQ overview of cost of quality.

QUESTION NO: 7

What Care SW service should be sold with every new SW sales?
A. Launch Support.

B. SW Change Mass provisioning.

C. Software Maintenance (SWM).

D. Life Extender (LE).

ANSWER: C

Explanation:
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Software Maintenance (SWM) should be sold with every new software sale because it provides the ongoing lifecycle
coverage needed to keep deployed Nokia software supported, current, and operationally resilient. Software is not a one-time
asset: it requires access to corrective fixes, maintenance releases, security-related updates where applicable, and software-
version support during its usable life. Including SWM from the start establishes the customer’s entitlement to this continuing
maintenance service and helps protect the value of the initial software investment.

In the CARE service context, SWM is the foundational recurring service associated with software ownership. It supports
predictable lifecycle management by enabling customers to obtain eligible software updates and to maintain support
continuity as the network evolves. Selling it alongside new software also avoids a gap between initial deployment and the
point at which the customer needs maintenance content or assistance. Nokia’s services portfolio describes maintenance as
a core mechanism for maintaining software and network performance throughout the lifecycle. See Nokia's Network Services
overview and its Care Services overview.

QUESTION NO: 8

What is the next step after receiving a quotation for renewal of services from 3rd party suppliers?

A. Care Program Manager should contact the 3rd Party Service Manager to check the renewal options in the existing Frame
or Local Agreement.

B. Care Program Manager should ask Logistics Coordinator to raise a Purchase Order.
C. Care Program Manager should contact the Supplier to discuss further discounts.

D. Care Program Manager should contact the appropriate Product Line and ask for advice.

ANSWER: A

Explanation:

Care Program Manager should contact the 3rd Party Service Manager to check the renewal options in the existing Frame or
Local Agreement. This is the appropriate immediate action because a supplier quotation must first be assessed against the
commercial mechanism already governing the service. The applicable frame agreement or local agreement establishes the
authorized scope, pricing structure, service terms, renewal provisions, validity dates, and any agreed ordering process.
Confirming these details with the 3rd Party Service Manager ensures that the renewal is handled under the correct
contractual arrangement and that the quotation can be validated before a commitment or purchasing action is initiated.

This check also supports controlled supplier management: it confirms whether the proposed renewal is covered by an
existing agreement, whether an extension or renewal route is available, and which internal process applies. Nokia’s supplier-
related governance emphasizes responsible, transparent management of third parties and compliance with applicable
contractual and procurement controls. The agreement review therefore provides the necessary basis for subsequent renewal
decisions and purchasing activities. See Nokia’s Responsible Business information and its supplier and human-rights due-
diligence context.

QUESTION NO: 9

A complex NSN solution is delivered by Sl project management. It consists of four NSN products; two of them include Sl
customized SW and two include 3rd party SW applications. Who is responsible for agreeing and setting up technical support
for the 3rd party products?

A. Care Program Manager.
B. Sl Technical Manager.
C. Care 3rd Party Service Manager.

D. Mainly Care 3rd Party Service Manager, assisted by S| Partner Manager.

ANSWER: D
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Explanation:

Mainly Care 3rd Party Service Manager, assisted by S| Partner Manager is correct because third-party software requires a
defined support arrangement with the external supplier as part of the overall service readiness process. The Care 3rd Party
Service Manager owns the Care-side coordination of the support model for third-party products, including establishing the
technical-support interface, escalation path, responsibilities, service coverage, and practical operational contacts. This role
ensures that a fault affecting an integrated third-party application can be routed to the appropriate supplier and managed
within the end-to-end customer support process.

The Sl Partner Manager assists because the arrangement depends on the relationship with the third-party partner. That
assistance is important for confirming supplier commitments, contacts, contractual alignment, and the support obligations
needed for the delivered solution. Together, these roles make sure that third-party applications are not treated as
unsupported components after solution handover, but are covered by an agreed technical-support structure integrated with
Care operations. Nokia’s support resources describe the importance of established support channels and lifecycle service
arrangements; see Nokia Support and the Nokia Documentation Center.

QUESTION NO: 10

Who should NOT participate in a Care Services tender?
A. Service Product Manager.

B. Cost Manager.

C. Care Program Manager.

D. R&D Engineer.

ANSWER: D

Explanation:

R&D Engineer. is the correct choice because a Care Services tender is principally a commercial, service-design, delivery-
planning, and cost-governance activity. Tender participation requires accountable ownership of the service offer, its scope,
contractual commitments, pricing assumptions, delivery model, risks, and customer-specific solution content. An R&D
Engineer’s core responsibility is the development, maintenance, and technical evolution of products rather than preparation
and governance of a services tender. R&D may be consulted when a tender requires clarification of product capabilities,
roadmaps, technical dependencies, or exceptional engineering feasibility, but that consultation does not make the engineer a
standard member of the Care Services tender team. Keeping R&D outside the normal tender-participant structure helps
preserve clear ownership and ensures that commitments are developed through the formal services and commercial
governance process. Nokia describes its network-services organization as supporting customers through lifecycle services,
which requires structured planning and delivery accountability rather than routine product-development participation. See
Nokia’s overview of network services and its network solutions portfolio.

QUESTION NO: 11

What is the main purpose of Care SWS Preventive Services or Active Software Support (ASWS)?
A. To provide an up-selling opportunity for CaPMs.

B. To prevent revenue loss for the CT.

C. To improve network availability and avoid problems before they occur.

D. to provide a full range of services designed to suit the Communications Service Provider's needs.

ANSWER: C

Explanation:
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The main purpose of Care SWS Preventive Services, also referred to as Active Software Support, is to improve network
availability by proactively identifying, mitigating, and preventing software-related issues before they affect live network
operations. This proactive approach helps a Communications Service Provider maintain stable service delivery, reduce the
likelihood of incidents, and minimize the operational impact of known software vulnerabilities or defects. Preventive software
support typically includes activities such as reviewing software status, applying recommended maintenance or corrective
software updates, and using expert guidance to address risks early in the lifecycle. By acting before faults become service-
affecting, the service supports more predictable network performance and helps avoid unplanned outages. This aligns with
Nokia’s broader services approach of using proactive care and lifecycle management to improve operational continuity and
network performance. Nokia describes its care services as helping customers optimize network operations and maintain
reliable service outcomes; see Nokia Network Services. Nokia’s software portfolio also emphasizes continuous software
evolution and lifecycle support to help communications service providers operate networks efficiently and reliably; see Nokia
Network Software.

QUESTION NO: 12

What is the purpose of a Care Plan during the Care phase?

A. To document the commercial terms and conditions accepted by both parties.
B. To describe how agreed Care services will be managed and delivered.

C. To replace the Customer Purchase Order during service delivery.

D. To define the customer network topology and configuration only.

ANSWER: B

Explanation:

The Care Plan is used to describe how the agreed Care services will be managed and delivered for the customer. It provides
an operational baseline for the Care engagement, including relevant service-management arrangements, responsibilities,
activities, governance, and delivery planning. It supports the execution of the Care Agreement but does not replace the
contractual terms and commitments stated in that agreement.

A structured plan helps the Care Program Manager and delivery organization align operational activity with the customer-
specific service scope. Nokia describes its services portfolio as supporting customers through the network lifecycle at Nokia
Network Services.

QUESTION NO: 13

How do you prove that you are in control of your financial processes?
A. You can always explain the deviations.

B. You do not exceed the cost base-line for the half-year.

C. There are no big deviations between forecast and actual.

D. You delegate completely to F&C.

ANSWER: C

Explanation:

There are no big deviations between forecast and actual is correct because reliable financial control is demonstrated by
forecasting results accurately and then monitoring performance closely enough that actual outcomes remain broadly aligned
with those forecasts. A forecast is a forward-looking estimate of expected cost, revenue, cash flow, or other financial
measures; actuals are the recorded results. When the gap between them is small and remains within the organization’s
agreed tolerance, it provides objective evidence that assumptions, planning, monitoring, and corrective action are working
effectively. This comparison also gives management confidence that future projections can be used for decisions, since the
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forecasting process has shown reasonable accuracy over time. The key is regular variance analysis: compare the latest
forecast with actual performance, identify meaningful movements early, and maintain an up-to-date outlook. In project and
service delivery environments, this discipline supports timely governance and prevents financial surprises. PMI describes
earned value and related performance measurement practices as methods for integrating planned and actual performance
information, while the UK government’s project-delivery guidance highlights the importance of cost control and forecasting in
effective governance. See PMI's earned value management overview and UK Government Project Delivery Functional
Standard.

QUESTION NO: 14

What is the Care Program Manager's role in up-selling?

A. To identify and promote additional services to the customer.

B. To sell Hardware Services and Software Services to the customer.
C. To get some additional Care services orders.

D. To make presentations about new NSN products to the customer.

ANSWER: A

Explanation:

The Care Program Manager’s role in up-selling is to identify and promote additional services to the customer. Within a
care-services engagement, the manager has an ongoing view of the customer’s operational priorities, service consumption,
performance concerns, technology evolution, and business objectives. This customer knowledge enables the manager to
recognize gaps or emerging needs for complementary services and to bring relevant opportunities to the appropriate
customer and Nokia sales stakeholders.

Up-selling in this context is consultative rather than simply pursuing an order. It involves showing how additional service
capabilities can improve network performance, operational efficiency, resilience, user experience, or lifecycle outcomes. The
Care Program Manager therefore helps connect the customer’s identified needs with the wider Nokia services portfolio,
supports value-based discussions, and coordinates internally when specialist input or a commercial proposal is needed. This
aligns with Nokia's services approach of helping customers manage, optimize, and evolve their networks through lifecycle-
oriented expertise and service offerings. See Nokia Services and Nokia Customer Success.
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