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Thema Einzelheiten
¢ Service Request Management: This section of the exam appraises the abilities of IT fulfillment teans to
Therm 1 focus on the streamlined processing of service requests. It explores creating and administering service

request catalogs and tactics to enhance user satisfaction.

¢ Monitor and Event Management: This section of the exam assesses the competencies of I'T operations
managers and service desk staff, focusing on the findamentals and applications of IT service monitoring

Thema 2
and event handling, It examines the implementation of robust monitoring systerns.

¢ Problem Management: This section of the exam evaluates the skills of IT service managers and analysts,
Thema 3 addressing both anticipatory and responsive facets of problem management.

¢ Incident Management: This section of the exam gauges the proficiency of incident managers and support
Thema 4 personnel, encompassing the entire lifecycle of incident management from initial detection to final resolution.

¢ Introduction to Monitor, Support, Fulfil: This section of the exam evaluates the capabilities of IT service
Thema 5 management experts and explores the core concepts of Monitor, Support, and Fulfil value chain activities

in the ITIL 4 framework.
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59. Frage
It is important for a service provider to understand user's feelings, emotions, and needs. Which service capability supports this?

A. Omnichannel commumnication
B. Moment of truth

C. Service empathy

D. Assurance

Antwort: C

Begrindung;

ITIL 4 recognizes the importance of understanding users' emotions, feelings, and needs to provide better service and enhance the
overall user experience. The capability that supports this understanding is service empathy.

Service Empathy (Answer B - Correct): Service empathy refers to the ability of a service provider to understand and address the
emotions, needs, and experiences of the users. It involves putting oneself in the user's position to provide more personalized and
supportive service. ITIL 4 encourages organizations to focus on the user experience (UX), ensuring that services are designed and
delivered with empathy toward the users' circunmstances.

Assurance (Answer A - Incorrect): Assurance refers to ensuring users that services will meet their needs reliably, but it does not
focus on the emotional or empathetic aspect of service delivery.

Omnichannel Communication (Answer C - Incorrect): While omnichannel commumnication provides nmultiple ways for users to
mteract with the service provider, it is not directly related to understanding emotions and needs.

Moment of Truth (Answer D - Incorrect): Moment of truth refers to critical interactions between the service provider and the
customer that shape the customer's perception of the service. However, this is more about the perception of service quality rather
than empathy.

ITIL 4 Reference:

Service Empathy: Understanding and addressing user needs and feelings is crucial for improving the user experience.

Focus on Value: A guiding principle in ITIL 4 that emphasizes delivering value, which includes understanding user emotions and
expectations.



60. Frage
A service manager is mapping value streams to help them ensure that "'monitoring and event management' activities are effective. At
what stage in this exercise should this manager FIRST engage with key stakeholders?

A. During the scoping stage, to ensure that expectations are understood

B. During 'reflection and planning' to ensure that monitoring is optimized for business value

C. During 'workflow evaluation', to ensure the impact on the business is taken into account

D. During the 'service value stream walk,' to ensure that everybody's contributions are understood

Antwort: A

Begrindung;

InITIL 4, engaging stakeholders early in any process is crucial to ensuring alignment and understanding of expectations. In the
context of monitoring and event management, the scoping stage is where the service manager defines the objectives and scope of the
value stream mapping exercise. Engaging stakeholders at this point helps clarify their expectations and ensures that their needs are
taken into account throughout the exercise.

Scoping Stage: This is the initial phase where the purpose, boundaries, and goals of the exercise are defined. Engaging stakeholders
at this stage is critical for setting the right direction.

Option A ("During the scoping stage, to ensure that expectations are understood") is the correct answer because engaging
stakeholders at the start ensures that their expectations are aligned with the goals of the exercise.

Incorrect Options:

Option B: Engaging stakeholders during the service value stream walk happens after scoping, making it less effective for setting initial
expectations.

Option C: Workflow evaluation is a later stage where impacts are assessed, not the best time for first engagement.

Option D: Reflection and planning conre after the value stream has been mapped, making it too late for initial engagement.

61. Frage
Which of the following is NOT an area to consider for creating a common language in the multi-vendor environment?

A. Rules for data exchange
B. Salary agreements

C. Software tools

D. Processes

Antwort: B

Begrindung;

In a multi-vendor environment, establishing a common language is critical to ensuring that all parties understand expectations,
processes, and data handling procedures. Salary agreements, however, are internal organizational matters that do not impact the
ability of different vendors to collaborate or communicate effectively.

Common Language: The areas to focus on when creating a common language include processes, data exchange rules, and tools to
ensure smooth operations and clear communication among all vendors involved.

Option A ("Salary agreements") is not relevant to creating a common language because it does not affect the coordination or
communication between vendors.

Incorrect Options:

Option B: Rules for data exchange are critical to ensure proper communication and collaboration.

Option C: Software tools need to be compatible and understood by all parties.

Option D: Processes need to be standardized and agreed upon for effective collaboration.

62. Frage
An organization is implement a new service configuration management system
How will monitoring and event management practice benefit from it?

A. The system will help to manage tasks

B. The system will support collaboration between teams

C. The system will support event correlation

D. The system will support practice measurement and reporting

Antwort: C



Begrindung;

InITIL 4, a Service Configuration Management System (CMS) contains information about configuration itens (Cls) and their
relationships. This data is crucial for the Monitoring and Event Management practice, particularly for supporting event correlation,
which involves linking events to the configuration itenrs affected by those events.

Event Correlation (Answer B - Correct): The CMS provides detailed information about the relationships between different Cls,
which can be used to correlate events. For example, if multiple components fail, the system can help identify how these failures are
connected. This capability helps reduce noise from redundant alerts and enables faster identification of the root cause of incidents.
Collaboration Between Tearms (Answer A - Incorrect): While a CMS can help with collaboration by providing shared access to
information, this is not the primary benefit for the Monitoring and Event Management practice.

Task Management (Answer C - Incorrect): A CMS is primarily used to store information about configuration itens, not to manage
tasks. Task management would be handled by other tools like project management or IT service management platforms.

Practice Measurement and Reporting (Answer D - Incorrect): Although a CMS can contribute to reporting, this is not its primary
role in supporting the Monitoring and Event Management practice.

ITIL 4 Reference:

Monttoring and Event Management Practice: Event correlation is a key capability for managing incidents and preventing outages,
which is enhanced by the detailed data stored in a CMS.

63. Frage
What output of the 'request fulfilment control' process serves as an input to the 'service request review and optimization' process?

A. Service catalogue

B. IT asset information

C. Policies and regulatory requirements
D. User survey results

Antwort: D

Begrindung;

The 'request fulfilment control' process involves tracking and managing the lifecycle of service requests, ensuring that they are fulfilled
according to agreed service levels. Part of this process involves gathering feedback, often in the form of user survey results, which
provide valuable insights into user satisfaction and the quality of service fulfilliment.

User Survey Results: These results are critical for the 'service request review and optimization' process as they provide feedback that
helps identify areas for improvement. Regular review of user feedback enables service providers to refine and optimize their request
handling processes.

Option B ("User survey results") is the correct answer because feedback fromusers is a direct input that helps assess the
performance and efficiency of the service request process, enabling continual improvement.

Incorrect Options:

Option A: Policies and regulatory requirements influence compliance but are not direct outputs of request fulfillment.

Option C: IT asset information relates more to asset management.

Option D: The service catalogue helps define available services but is not a primary output of request fulfillment.
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