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AE #47
What do Lean and Agile consider a barrier to high performance?

A. Making work visible

B. Large batch sizes of work
C. Limiting work-in-progress
D. Pulling versus pushing work
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HE: B

EE #48
Which practice guarantees that users have a range of access channels to choose from to report problems?

A. Incident management

B. Service level management
C. Service desk

D. Change enablement

HE: C

MY

Comprehensive Explanation:

The Service Desk is responsible for:

* Providing a single point of contact

* Ensuring users can reach support via multiple channels, such as:
* Phone

* Email

* Web portals

* Chatbots

* Self-service

This ensures users have multiple ways to report issues and seek help.
Thus, Option A is correct.

HAE #49
Which is a purpose of the customer journey?

A. To understand the service consumer resources required to deliver the service

B. To understand the interactions between the user and the service provider

C. To maximize the number of contacts with the customer in order to enhance the service
D. To maximize the co-creation of value from both an outcome and experience perspective

HEe. D

ME:

The customer journey is the complete end-to-end experience customers have with one or more service providers and/or their
products through the touchpoints and service interactions with those providers1. The purpose of the customer journey is to
understand the needs, expectations, and preferences of the customers and users, and to design, deliver, and improve services that
meet those requirements and create value for them. The customer journey also helps to identify the opportunities and challenges for
co-creating value with the customers and users, and to optimize the customer experience throughout the service relationship23. By
mapping the customer journey, the service provider can ensure that the services are aligned with the customer outcomes and that the
service interactions are positive and satisfying for the customers and users4. References:

* ITIL 4 Managing Professional: Drive Stakeholder ValueS, page 14, section 2.1, paragraph 1

* ITIL 4 Foundation: ITIL 4 Edition, page 20, section 2.3, paragraph 2

* ITIL 4 Managing Professional: Create, Deliver and Support, page 10, section 1.1, paragraph 4

* ITIL 4 Managing Professional: Direct, Plan and Improve, page 12, section 1.1, paragraph 3

* ITIL 4: Connecting the key concepts Part 4 | Axelos3, paragraph 2

* The customer journey and ITIL 4 | Axelos1, paragraph 2

* [TILA - Mapping the Customer Journey - ITSM Professor2, paragraph 2

HEE #50
‘Which high velocity IT objective considers an organization's ability to continue providing business services when disruptive events
affect its digital products?

e A, Resilient operations
e B. Assured conformance



¢ C. Fast development
¢ D. Valuable investments

He: A
Y.
Explanation

Resilient operations is the high velocity IT objective that considers an organization's ability to continue providing business services
when disruptive events affect its digital products. Resilient operations ensure the availability, reliability, and performance of the digital
products and services, as well as the ability to recover quickly from failures and incidents. Resilient operations also nvolve proactive
practices such as technical debt management, chaos engineering, and site reliability engineering, which aim to improve the quality and
resilience of the digital solutions. References:

ITIL 4 High-velocity IT (HVIT) - Your companion to the ITIL 4 Managing Professional HVIT certification, Chapter 7: Ensuring
resilient operations ITIL 4 Specialist: High- Velocity IT Training, Course Outline, Module 2: The digjtal product lifecycle

HE #51
An organization is designing a survey to assess the needs and expectations of'its staff.
What is this an example of?

A. CI/CD

B. Enployee satisfaction management
C. Integration and data sharing

D. Customer-orientation
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