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13. Frage 
An organization has received complaints from customers regarding incident resolution times. The organization is using value stream
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mapping to visualize the activities involved in restoring service following an outage. The team has designed an optimized flow that
begins with the incident being generated by a monitoring tool and ends when service is restored. Leadership is concerned that this
approach has failed to provide the insight needed to reduce delays. Which is the BEST action the team can take to address
leadership's concern?

A. Determine where work is sitting in queues
B. Introduce additional sources of demand
C. Automate repeatable work activities
D. Compare the map to actual activities

Antwort: A

Begründung:
The best action is to determine where work is sitting in queues (A). The ITIL 4 Specialist: Create, Deliver and Support study guide
(Section 2.3.1) explains that value stream mapping should identify bottlenecks, such as queues, to optimize flow and reduce delays.
This addresses leadership's concern by providing actionable insights into delay causes. Option C is useful but less specific; option D
automates after identifying issues; and option B would exacerbate delays.
Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 2.3.1 - Value Stream Mapping and Bottleneck Analysis.

14. Frage 
An internal service provider of a charity foundation wants to ensure that all queries coming from users and customers are processed
within the agreed time. Records show that the flow of incoming queries is uneven; the teams processing the queries may be
overwhelmed one day and have idle capacity on another. What is the BEST way for the service provider to ensure timely processing
of all queries?

A. Prioritize all incoming queries according to their economic value to maximize profit and minimize penalties
B. Increase capacity to process all queries without delays
C. Limit the number of incoming queries so they could be processed on time
D. Prioritize queues using a combination of criteria to maximize value and minimize risks

Antwort: D

Begründung:
The best way is to prioritize queues using a combination of criteria to maximize value and minimize risks (B).
The ITIL 4 Specialist: Create, Deliver and Support study guide (Section 4.2.3) states: "Prioritization should balance impact, urgency,
and value, ensuring efficient resource use and timely resolution, especially in uneven demand scenarios." This approach adapts to
fluctuating query volumes, unlike option A which focuses on profit (less relevant for a charity), option C which is costly and may not
address root causes, or option D which restricts access. The guide notes: "Dynamic prioritization enhances service desk resilience
under variable workloads." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 4.2.3 - Prioritization in Service Desk
Operations.

15. Frage 
How should roles and competencies be managed to adapt to rapid technological changes and market demands?

A. By making it easier for employees to focus on one role
B. By creating career paths dedicated to single technologies
C. By continually adapting roles to evolving organizational requirements
D. By focusing on increasing employees' technical experience

Antwort: C

Begründung:
Roles and competencies should be managed by continually adapting them to evolving organizational requirements (C). The ITIL 4
Specialist: Create, Deliver and Support study guide (Section 3.3.2) advocates for flexible role definitions to respond to technological
and market shifts, ensuring the service value system remains effective. This approach supports skill development and role evolution,
unlike option A (rigid focus), option B (technology-specific paths), or option D (narrow technical emphasis). The guide emphasizes
adaptability as a core competency.
Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.3.2 - Adapting Roles and Competencies.



16. Frage 
An organization experiences delays when creating and changing products and services. This is largely because software developers
store code in their individual repositories.
Which approach would help to resolve this situation?

A. Continuous deployment
B. Continuous delivery
C. Continuous integration
D. Change enablement

Antwort: C

Begründung:
Continuous integrationresolves delays by ensuring that developers frequently merge their code into ashared repository, enabling
earlier detection of issues and smoother collaboration.

17. Frage 
A cross-functional team is designing a value stream to support the development of a new financial service.
Some members of the team are suggesting that multiple value streams are needed.
Which factor would MOST LIKELY influence the need for multiple value streams?

A. The number of practices required to support the service
B. The number of suppliers that will be used to source service components
C. The methods used to manage the development work
D. Whether the service is being created for internal or external customers

Antwort: C

Begründung:
Themethods used to manage the development work(such as Agile, DevOps, or Waterfall) can significantly influence whethermultiple
value streamsare needed to efficiently handle different types of workflows within the same service development.
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https://myportal.utt.edu.tt/ICS/icsfs/89f74334-44b0-4eed-8640-4de7a6ea8397.pdf?target=62756923-5687-41c5-a59b-7e58cf31caa2
https://myportal.utt.edu.tt/ICS/icsfs/99c59d53-c1f5-4f45-943b-b694a0b1f8c9.pdf?target=188c2129-b256-4ecd-8b0a-bccd0998f665
https://myportal.utt.edu.tt/ICS/icsfs/a7e7e07c-3549-46c8-ba27-3e65e46a1ce1.pdf?target=42ff91b8-475d-4c24-8c32-176135d79111
https://myportal.utt.edu.tt/ICS/icsfs/b610372a-750b-4ead-b928-1dd0505a13a5.pdf?target=cb53b8d2-618d-4fc2-acc0-711fcaa36610
https://myportal.utt.edu.tt/ICS/icsfs/e2470b37-3966-4952-8cf8-0bfdf62e3ea3.pdf?target=6f79f56e-d6f4-4283-aaaa-dfee448f1b82
https://myportal.utt.edu.tt/ICS/icsfs/e8d49440-e5c3-46ba-8344-c8f2c3dd7ad3.pdf?target=2eb227fe-883c-4104-8857-f74a80105e21
http://www.stes.tyc.edu.tw/xoops/modules/profile/userinfo.php?uid=3855500
http://www.stes.tyc.edu.tw/xoops/modules/profile/userinfo.php?uid=3855945
https://myportal.utt.edu.tt/ICS/icsfs/40db93b0-614e-46ad-a548-e20f899253f8.pdf?target=033e5fad-d35c-4b18-ad81-93809109c2e9
https://myportal.utt.edu.tt/ICS/icsfs/83b9f5c4-d6fa-4591-9b1d-152ef967314c.pdf?target=d7d9643a-3dcc-4a3b-9794-f61b52ca6c75
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Übrigens, Sie können die vollständige Version der Zertpruefung ITIL-4-Specialist-Create-Deliver-and-Support Prüfungsfragen aus
dem Cloud-Speicher herunterladen: https://drive.google.com/open?id=10-givpz0r4iv0ht59Oeb1XMmestytS6D

https://myportal.utt.edu.tt/ICS/icsfs/8fdcccae-f890-4837-ab16-fc0bdd5942b1.pdf?target=0fd14781-b09c-4b17-880d-3f116e5269db
https://myportal.utt.edu.tt/ICS/icsfs/a4a76f04-5574-41d9-8c65-408f584b38c8.pdf?target=6bdcf5ba-fb26-4177-a614-9fc8e7831818
https://myportal.utt.edu.tt/ICS/icsfs/a6a08015-3e75-41a5-a768-5039c553a827.pdf?target=a81fad28-5e78-4076-b205-6bf73244dcf2
https://myportal.utt.edu.tt/ICS/icsfs/b8716e57-34bf-453d-a984-66b90c03974c.pdf?target=aec6c80c-615a-4876-95e6-abd9e9d44e00
https://myportal.utt.edu.tt/ICS/icsfs/c45a4af4-a1c4-40dc-b0f3-9ee82324ce4b.pdf?target=31e6e590-2eaa-4f33-b3bc-ae285f8e5068
https://myportal.utt.edu.tt/ICS/icsfs/def6635b-408b-42da-9f73-e1a014da6c9c.pdf?target=22da4a51-fecc-411c-b610-f11c1f0d9c3e
https://myportal.utt.edu.tt/ICS/icsfs/585d32b4-b7c9-4aaf-a52a-4f84952358fd.pdf?target=e0666fc6-8fd7-4eeb-853a-8f1fd59962eb
https://myportal.utt.edu.tt/ICS/icsfs/61d98444-5d72-4053-b9ab-0f1116dd0631.pdf?target=7ad4b101-4495-4d0f-9616-0aa5f64d6f86
https://myportal.utt.edu.tt/ICS/icsfs/98ccdb7a-a7df-4457-9cc8-b99fc26e7d57.pdf?target=cb91df28-c013-4db3-9570-af27e8383100
https://myportal.utt.edu.tt/ICS/icsfs/9f8af76b-b7dc-4e14-b4eb-7b693f3a63f8.pdf?target=534fd455-f460-4089-853a-b28f7a6b30b9
https://myportal.utt.edu.tt/ICS/icsfs/a5c7e281-1853-4e9d-830f-92339511903e.pdf?target=ce159229-43b3-4528-b7a4-fc510c88b84d
https://myportal.utt.edu.tt/ICS/icsfs/d5f25996-fe6d-4195-8db4-622455ead58f.pdf?target=a61acc60-7415-4960-be65-12c63bafd20a
https://myportal.utt.edu.tt/ICS/icsfs/d698d568-6d20-4565-aaf3-2fb7fd5f9121.pdf?target=27608745-8d28-4d5f-833a-0589cf0b4ee3
https://myportal.utt.edu.tt/ICS/icsfs/daf35e62-f001-4bc1-9fec-837721ed9e44.pdf?target=cf8beab1-129b-4f94-93e7-e7f9560189b9
https://myportal.utt.edu.tt/ICS/icsfs/de409976-7d9f-443d-b55d-97fa70e91811.pdf?target=445eedfb-03c0-414f-b67a-90707a0acf16
https://myportal.utt.edu.tt/ICS/icsfs/e4f2b86a-9a45-4d7e-8fc7-0954899e43d7.pdf?target=77ff7fe6-c55c-4b8b-8320-d8ec646ced0b
http://www.stes.tyc.edu.tw/xoops/modules/profile/userinfo.php?uid=3855410
https://frvape.com
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