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RI&E #95

A large service provider with many staff has built a relationship with a customer and agreed a 10-year contract. Both organizations
have shared information freely and responded to requests.

Which is MOST LIKELY to be a threat to maintaining the relationship?

A. Changes in service provider and customer staff

B. Scheduling interactions between customer and service provider

C. Failing to explain service provider actions that impact the customer
D. Failing to deal with communication in a timely fashion

ZX: D

I #96
Which concept is PRIMARILY concerned with multiple teams moving to a cross-functional way of working?


https://drive.google.com/open?id=1o_eXlWpVOtewm8WUyERG6Frvfn3peXfB
https://www.newdumpspdf.com/ITIL-4-Transition-exam-new-dumps.html
https://www.newdumpspdf.com/ITIL-4-Transition-exam-new-dumps.html
https://tw.fast2test.com/ITIL-4-Transition-premium-file.html
https://www.newdumpspdf.com/ITIL-4-Transition-practice-test.html

A. Working to a customer oriented mindset
B. Enployee satisfaction measurement

C. Organizational structure

D. The value of positive commumications

ER: C

i RE R -

Organizational structure is the concept that is primarily concerned with multiple teams moving to a cross- functional way of working.
Cross-functional teans are teams that consist of members from different functional areas or domains, such as development, testing,
operations, marketing, etc. Cross-finctional teaims can help organizations achieve better collaboration, innovation, and customer
satisfaction, as well as faster delivery and feedback. However, cross-functional teams also require changes in the organizational
structure, such as breaking down silos, flattening hierarchies, and empowering teams to self-organize and make decisions. ITIL 4
encourages an integrated approach that combines best practices across all ways of working, such as Agile, DevOps, and Lean.
These methodologies keep rules simple, allowing teams to adapt based on the situation, focus on good outcomes for the customer,
and learn from failure. ITIL 4 also explores the four main types of organizational structures: functional, divisional, matrix, and flat.
Each type has its own advantages and disadvantages, and organizations can choose the best fit for their context and goals.
References:

* Using ITIL's concepts: four organizational structures | Axelos

* What ITIL 4 means for you and your team - Atlassian

* Cross-Functional Teanms Definition & Advantages - KnowledgeHut

* How to Build a Cross-Functional Team | The Workstream - Atlassian

FRE #97
A designer has been asked by an organization to design a new office chair. The designer has proposed a plant that they have been
asked to validate. In 'design thinking', what should the designer do to BEST validate the plan

A. Decide for the user what is important for the chair

B. Adopt the user's point of view of using the chair

C. Ask the user to communicate their needs for the chair

D. Ask the user to provide feedback on a prototype of the chair

ER: C
fRRERE

Large batch sizes of work are considered a barrier to high performance in Lean and Agile because they increase the amount of work
in progress (WIP), which leads to longer cycle times, higher variability, lower quality, and reduced feedback and learning, Large
batches also increase the risk of waste, rework, and delays, as well as the complexity and uncertainty of the work. Lean and Agile
advocate for reducing batch sizes and limiting WIP, which enables faster flow, shorter feedback loops, higher quality, and more
value delivery.

Some of the practices that help reduce batch sizes and limit WIP are:

* Pulling versus pushing work, which means that work is initiated only when there is a demand and capacity for it, rather than being
assigned or scheduled in advance.

* Making work visible, which means that the status and progress of work are transparent and accessible to all stakeholders, using
tools such as Kanban boards, burn-down charts, and dashboards.

* Limiting work-in-progress, which means that the number of work items in each stage of the workflow is restricted, based on the
available resources and throughput, to prevent bottlenecks and overloading,

References:

* Integrating ITIL 4 and Design Thinking | Cognixia, section "What is Design Thinking?"

* Service design: ITIL 4 practice guide | Axelos, section 2.1.1

*ITIL 4 , DESIGN THINKING & RAPID - Devoteam, section "Design Thinking"

* ITILA meets design thinking | Axelos, section "Design thinking"

IR #98
What do design thinking and service-dominant logic have in common?

¢ A Both require clearly defined requirements and acceptance criteria
¢ B. Both focus solely on the needs and problens of the consumers
e (. Both focus on product functionality and on building new features



¢ D. Both involve collaborating with custorers to ensure their needs are met

ZE: D

FI&E #99
‘What BEST describes the relationship between planning and risk?

A. Risk management is the exclusive domain of dedicated risk managers

B. Planning focuses on what needs to be accomplished, risk management is part of how work is to be performed
C. Planning should always consider risks and how to mitigate them

D. Planning is a high level function, risk management is a tactical activity

ER: C

R -
Explanation
The correct answer is B because planning is the process of defining and organizing the activities and resources needed to achieve the
objectives of a service or product. Planning should always consider the risks that may affect the delivery of value, and how to
mitigate them Risk management is the practice of identifying, analyzing, evaluating, and treating uncertainties that could prevent the
achievement of goals or objectives.
Risk management is an integral part of planning, as well as other service management practices, such as governance, continual
improverment, and change control.
The other options are not correct because they do not describe the relationship between planning and risk accurately. Option A is
wrong because planning and risk management are both strategic and tactical fmctions, depending on the scope and level of detail.
Option C is wrong because planning does not only focus on what needs to be accomplished, but also how, when, who, and why.
Risk management is not just part of how work is to be performed, but also why and what. Option D is wrong because risk
management is not the exclusive domain of dedicated risk managers, but a shared responsibility of all stakeholders involved in
service management.
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