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H #43

An organization has departments that are structured as Sales, Business Operations, and Quality Control. Each department has its
own set of responsibilities, reporting lines and authorities, and they manage their internal processes independently. What type of
organizational structure is this an example of?

e A Flat

e B. Functional
e C. Divisional
e D. Matrix

IEf#: B
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HR #44
In ITIL 4, which practice is primarily responsible for defining, assessing and developing the roles, competencies and capabilities
needed for effective service value streams?

A. Organizational change management practice

B. Service desk practice

C. Continual improvemment practice

D. Workforce and talent management practiceright

IEf#: D

HMA #45

A service operations team monitors a critical service. They receive thousands of events every day and operators are trained, so they
know which events require a response. Sometimes they miss an important event and this causes service level targets to be breached.
What is the BEST approach to resolve this issue?

A. Tmprove filtering of operations data
B. Recruit additional operations staff
C. Renegotiate service level targets

D. Improve operations team training

Ef: A

B #46

A technology firm has implemented a new ticketing system for managing customer support requests. However, the firmis facing
challenges in effectively prioritizing and managing these tickets due to varying levels of urgency and complexity. Some high-priority
issues are being delayed, while less critical requests are being addressed too soon, leading to customer dissatisfaction and
nefliciencies in the workflow. How should the firm improve this situation?

A. Prioritize tickets based on the order of receipt

B. Limit ticket submissions to reduce the workload on support staff

C. Develop a dynamic prioritization model that assesses the impact and urgency of each ticket
D. Stop recording requests during exceptionally busy times

Ef#: C

W #47

A small food retail chain was created twenty years ago. At that time, stock management and point of sale (POS) software was
developed and maintained by an internal IT team. Today the chain is using commercial software available off-the-shelf for stock
management and POS. What is this situation an example of?

A. Service components lacking mass-market adoption

B. Organization-specific requirements for service functionality
C. Customer demand for personalized products

D. Commoditization of service components

IEf@E: D
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