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NEW QUESTION 1
- (Exam Topic 4)
Which of the four dimensions’ focuses on roles responsibilities and systems of authority?

A. Organizations and people

B. Information and technology
C. Partners and suppliers

D. Value streams and processes

Answer: A

Explanation:

Organizations and people is one of the four dimensions of service management that influence the effectiveness and efficiency of service deliveryl. This dimension
focuses on the roles, responsibilities, and systems of authority that are needed to deliver and support services2. This dimension also covers the culture, skills,
competencies, and collaboration of the people involved in service management3. References: ITIL Foundati - ITIL 4 Edition, page 8; ITIL® 4 — A Pocket Guide,
page 19; ITIL® 4 Practice Guide: Organizational Chan Management, page 7.

NEW QUESTION 2
- (Exam Topic 4)
Which is an input to the service value system?

A. The system of directing and controlling an organization

B. A model to help meet stakeholders expectations

C. Recommendations to help an organization in all aspects of its work
D. A need from consumers for new or changes services

Answer: D

Explanation:

A set of interconnected activities that an organization performs to deliver a valuable product or service to its
consumers and to facilitate value realization
https://www.bmc.com/blogs/itil-service-value-system/#:~:text=The%20key%20inputs%20to%20the,or%200the

NEW QUESTION 3
- (Exam Topic 4)
What is MOST LIKELY to be handled as a service request?

A. An emergency change to apply a security patch
B. The implementation of a workaround

C. Providing a virtual server for a development team
D. Managing an interruption to a service

Answer: C

Explanation:

A service request is a formal request from a user for something to be provided. Service requests are typically less complex and are either approved or denied
based on the budget, need, or urgency.

An emergency change to apply a security patch (A) is not a service request because it is an urgent change that needs to be made to address a security
vulnerability. The implementation of a workaround (B) is not a service request because it is a temporary solution to a problem. Managing an interruption to a
service (D) is not a service request because it is an incident that needs to be resolved.

Providing a virtual server for a development team (C) is a service request because it is a request for a new service that can be fulfilled by the IT department.

NEW QUESTION 4
- (Exam Topic 4)
Which practice ensures that a variety of access channels are available for users to report issues?

A. Service desk

B. Service level management
C. Incident management

D. Change enablement

Answer: A

Explanation:
Service desks provide a variety of channels for access including:

> Phone calls, which can include specialized technology, such as interactive voice response (IVR), conference calls, voice recognition, and others.
> Service portals and mobile applications, supported by service and request catalogues, and knowledge bases.

> Chat, through live chat and chatbots.

> Email for logging and updating, and for follow-up surveys and confirmations.

> Walk-in service desk (which are becoming more prevalent in some sectors, such as higher education, where there are high peaks of activity that demand
physical presence).,

> Text and social media messaging, which are useful for notifications in case of major incidents and for contacting specific stakeholder groups, but can also be
used to allow users to request support.

> Public and corporate social media and discussion forums for contacting the service provider and for peer-to-peer support.
https://www.bmc.com/blogs/itil-service-desk/
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NEW QUESTION 5
- (Exam Topic 3)
Which describe a ‘change authority'?

A. a model used to determine who will assess a change
B. A person who approves a change

C. A tool used to help plan changes

D. A way to manage the people aspects of change

Answer: C

NEW QUESTION 6
- (Exam Topic 3)
Which type of change is MOST LIKELY to be initiated as part of the 'service request management' practice?

A. A normal change

B. An emergency change
C. A standard change

D. A change model

Answer: C

NEW QUESTION 7
- (Exam Topic 3)
Which is the addition, modification or removal of anything that could have an effect on services?

A. A change
B. An event
C. An incident
D. A problem

Answer: A

NEW QUESTION 8

- (Exam Topic 3)

Identity the missing word(s) in the following sentence.

The purpose of the problem management practice is to reduce the likelihood and impact o' incidents by identifying actual and potential causes of incidents, and
managing workarounds and [?].

A. events

B. charges

C. IT assets

D. known errors

Answer: D

NEW QUESTION 9
- (Exam Topic 3)
Which describes a ‘change authority’?

A. A model used to determine who will assess a change
B. A person who approves a change

C. A tool used to help changes

D. A way to manage the people aspects of change

Answer: B

NEW QUESTION 10
- (Exam Topic 3)
Which phase of problem management includes analysing incidents to look for patterns and trends?

A. Problem identification

B. Problem control

C. Error control

D. Post-implementation review

Answer: A

NEW QUESTION 11
- (Exam Topic 3)
In service relationships, what is a benefit of identifying consumer roles?

A. It enables effective stakeholder management
B. It provides shared service expectations

C. It removes constraints from the customer

D. It enables a common definition of value
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Answer: A

NEW QUESTION 12
- (Exam Topic 3)
Which is NOT a component of the service value system?

A. The service value chain
B. Opportunity and demand
C. Continual improvement
D. Governance

Answer: B
NEW QUESTION 13

- (Exam Topic 3)
Identify the missing word in the following sentence.

A customer define is the [?] for a service and takes responsibility for the outcomes of service consumption.

A. Requirements
B. Resources

C. Suppliers

D. products

Answer: A

NEW QUESTION 14
- (Exam Topic 3)
Which practice has a purpose that includes managing risks to confidentiality, integrity and availability?

A. Information security management
B. Change enablement

C. Problem management

D. Service configuration management

Answer: A

NEW QUESTION 15
- (Exam Topic 3)
Which of the following is the MOST important ‘or effective incident management?

A. Collaboration tools and techniques
B. Balanced scorecard review

C. Automated pipelines

D. A variety of access channels

Answer: A

NEW QUESTION 16
- (Exam Topic 3)
Which ‘service level management’ activity helps staff to deliver a more business-focused service?

A. Creating targets based on the percentage of uptime of a service

B. Understanding the ongoing requirements of customers

C. Using complex technical terminology in service level agreements (SLAS)
D. Measuring low-level operational activities

Answer: B

NEW QUESTION 17
- (Exam Topic 2)
Which statement about the ‘continual improvement’ practice is CORRECT?

A. Continual improvement participation should be limited to a small dedicated team.

B. It is the role of senior management to authorize improvement initiatives.

C. Training should be provided to those involved in continual improvement.

D. A single continual improvement register should be maintained by senior management.

Answer: B
Explanation:

Reference: https://www.bmc.com/blogs/itil-continual-improvement/

NEW QUESTION 18
- (Exam Topic 2)
What is used to link activities within the service value chain?
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A. Service level agreements

B. Inputs, outputs and triggers

C. Opportunity, demand and value
D. Service desk

Answer: C

NEW QUESTION 19
- (Exam Topic 2)
Which practice ensures that accurate and reliable information is available about configuration items and the relationships between them?

A. Service configuration management
B. Service desk

C. IT asset management

D. Monitoring and event management

Answer: A

NEW QUESTION 20
- (Exam Topic 2)
Which guiding principle emphasizes the need to understand the flow of work in progress, identify bottlenecks, and uncover waste?

A. Focus on value

B. Collaborate and promote visibility
C. Think and work holistically

D. Keep it simple and practical

Answer: B

NEW QUESTION 21
- (Exam Topic 2)
What is the purpose of service level management?

A. To obtain/build activity that ensures the service components are available when and where they are needed and meet agreed specifications.

B. To ensure that all current and planned IT services are delivered to agreed achievable targets.

C. To establish and nurture the links between the organization and its stakeholders at strategic and tactical levels.

D. To track and manage improvement ideas from identification to final action, organizations use a database or structured document called a continual improvement
register (CIR).

Answer: B

NEW QUESTION 22
- (Exam Topic 2)
Which does the ITIL service value system discourage?

A. Coordinated authorities and responsibilities
B. Organizational silos

C. Interfaces among practices

D. Organizational agility

Answer: B

Explanation:

Architecture of the ITIL SVS specifically enables flexibility and discourages siloed working. This is because the service value chain and practices do not form a
fixed, rigid structure, but rather they can be combined in multiple value streams to address the needs of the organization in a variety of scenarios, with open flow of
communication across the many interfaces.

Reference: https://www.bmc.com/blogs/itil-service-value-system/

NEW QUESTION 23
- (Exam Topic 2)
What is a problem?

A. An addition or modification that could have an effect on services

B. Any change of state that has significance for the management of a configuration item
C. A cause or potential cause of one or more incidents

D. An unplanned reduction in the quality of a service

Answer: C

NEW QUESTION 24
- (Exam Topic 2)
Which guiding principle describes the importance of doing something, instead of spending a long time analysing different options?

A. Optimize and automate

B. Start where you are

C. Focus on value

D. Progress iteratively with feedback
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Answer: D

NEW QUESTION 25
- (Exam Topic 2)
Which is considered by the ‘partners and suppliers’ dimension?

A. Using artificial intelligence

B. Defining controls and procedures

C. Using formal roles and responsibilities

D. Working with an integrator to manage relationships

Answer: D

NEW QUESTION 26
- (Exam Topic 1)
Which guiding principle recommends standardizing and streamlining manual tasks?

A. Optimize and automate

B. Collaborate and promote visibility
C. Focus on value

D. Think and work holistically

Answer: A

NEW QUESTION 27
- (Exam Topic 1)
Which statement about the steps to fulfill a service request is CORRECT?

A. They should be complex and detailed
B. They should be well-known and proven
C. They should include incident handling
D. They should be brief and simple

Answer: B

NEW QUESTION 28
- (Exam Topic 1)
Which service level metrics are BEST for measuring user experience?

A. Single system-based metrics

B. Metrics for the percentage of uptime of a service
C. Operational metrics

D. Metrics linked to defined outcomes

Answer: D

NEW QUESTION 29
- (Exam Topic 1)
Which is included in the purpose of the ‘design and transition’ value chain activity?

A. Ensuring that service components are available when needed
B. Providing transparency and good stakeholder relationships
C. Supporting services according to specifications

D. Continually meeting stakeholder expectations for costs

Answer: D

NEW QUESTION 30

- (Exam Topic 1)

Which practice owns and manages issues, queries and requests from users?
A. Service desk

B. Problem management

C. Incident management

D. Change control

Answer: A

NEW QUESTION 31
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