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B #74
‘Which are elements of the service value system?

e A. Outcomes, utility, warranty
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¢ B. Service provision, service consumption, service relationship management
e C. Customer value, stakeholder value, organization
¢ D. Governance, service value chain, practices

EfE: D
R -
Explanation

The service value system is a model that describes how all the components and activities of an organization work together as a
systemto enable value creation. The service value system consists of five elements:

governance, service value chain, practices, guiding principles, and continual improvement. Governance is the means by which an
organization is directed and controlled. It ensures that the organization's strategy, policies, and objectives are aligned with the value
proposition and the stakeholder needs. Service value chain is a set of interconnected activities that an organization performs to
deliver a valuable product or service to its consumers and to facilitate value realization. Practices are sets of organizational resources
designed for performing work or accomplishing an objective. Practices include processes, roles, tools, techniques, and methods that
enable the organization to carry out its work effectively and efficiently. The other two elements of the service value system are
guiding principles and continual improvement, which are not part of the answer options.

References:

The ITIL 4 Service Value System Explained - [TSM.tools

Service Value Systemin ITIL 4 Explained | Sprintzeal

B #75

Which is a purpose of the custormer journey?

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

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

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

Ef: A

B #76

An organization has IT divisions distributed globally. As the organization has grown, it has become difficult to align the activities of
the IT divisions with the organization 's objectives How can the organization ensure that all IT activities are aligned with the
organization 's objectives?

¢ A. Priories risk mitigation strategies in alignment with the organization 's risk appetite

¢ B. Put compliance controls in place to ensure that all centers of expertise are following the same practices

e (. Establish increasingly detailed objectives at each level of the organization that align directly with the objectives of the layer
above

¢ D. Collect feedback from both organizational and IT leadership from each region

EfE: C
it
Explanation

The best way for the organization to ensure that all IT activities are aligned with the organization's objectives is to establish
ncreasingly detailed objectives at each level of the organization that align directly with the objectives of the layer above. This is
based on the ITIL 4 principle of cascading objectives, which is a method for translating high-level strategic objectives into more
specific and measurable operational objectives. By doing this, the organization can create a clear line of sight between the vision,
mission, and goals of the organization and the actions and outcomes of the IT divisions. This also enables the organization to monitor
and evaluate the performance and value of'the IT activities and ensure that they are contributing to the achievement of the
organization's objectives. The other options are not sufficient to ensure alignment, as they do not address the root cause of the
misalignment, which is the lack of clarity and consistency in the objectives. Risk mitigation strategies, compliance controls, and
feedback collection are important aspects of IT governance, but they do not necessarily ensure that the IT activities are aligned with
the organization's objectives. They may also create unnecessary bureaucracy and overhead that may hinder the agility and innovation
of'the IT divisions. References:

https//www.atlassian.comyblog/technology/what-the-new-itil-4-means- for-you-and- your-team
https//www.greycampus.convopencampus/iti- foundatiorvitil-objectives
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A company has begun a new global line of business that has changed how IT supports the new systers.

Recognizing the urgent need for two-way communication on the required changes, I'T managers are trying to find better ways to
obtain feedback than a standing agenda at staff meetings.

Which describes the BEST approach for establishing effective feedback channels?

¢ A Establish office hours where staff are encouraged to drop by without appointments and discuss any concerns they have
¢ B. Research how individual teams communicate internally and use the most popular collaboration tools to collect feedback
¢ (. Initiate a project to select and implement a collaboration tool to facilitate two-way communication with staff

e D. Publish a printed weekly newsletter that clearly and consistently communicates change

IEf#: B

fEEH -

According to ITIL 4, one of the guiding principles is to progress iteratively with feedback. This means that IT service providers
should break down complex tasks or changes into manageable chunks, seek feedback after each iteration, and use the feedback to
improve and adapt their actions. Feedback is essential for co-creating value with customers and stakeholders, as well as for learning
and improving the quality of IT services.

Therefore, I'T managers should establish effective feedback channels that enable two-way communication with staff and other parties
involved in the IT service delivery. The best approach for establishing effective feedback channels is to research how individual
teams communicate internally and use the most popular collaboration tools to collect feedback. This way, I'T managers can leverage
the existing commumication preferences and habits of the staff, and avoid imposing a new tool or method that may not be suitable or
convenient for them. By using the most popular collaboration tools, IT managers can also ensure that the feedback is timely, relevant,
and accessible for all parties. This approach aligns with the ITIL 4 principle of collaborating and promoting visibility, which
encourages IT service providers to work together across boundaries, share information, and make use of diverse perspectives and
feedback. Therefore, the answer is A). Research how individual teams communicate internally and use the most popular
collaboration tools to collect feedback. The other options are not the best approach for establishing effective feedback channels,
because they either do not facilitate two-way commumication, or do not consider the needs and preferences of the staff. For
example, option B. Establish office hours where staff are encouraged to drop by without appointments and discuss any concerns
they have, may not be convenient or practical for staff who work remotely or have different schedules. Option C. Initiate a project to
select and implement a collaboration tool to facilitate two-way communication with staff; may take too long and may not match the
expectations or requirenments of the staff. Option D. Publish a printed weekly newsletter that clearly and consistently commumicates
change, may not be effective or efficient for collecting feedback, as it is a one-way commumnication channel that does not allow for
immediate or interactive responses. References:

* The 7 Guiding Principles of ITIL 4: Progress iteratively with feedback1

* Guiding Principles of ITIL 4: Progress Iteratively with Feedback?2

* The customer journey and ITIL 43

ER#78
Which activity is NOT recommended by the "start where you are" guiding principle?

A. Involving people who are not familliar with a service when observing and assessing its activities
B. Discarding existing processes before assessing their usefulness

C. Using source data to avoid unintentional data distortion found in reports

D. Applying risk management when considering introducing new processes

EfE: B

AR :

Comprehensive Explanation:

Start where you are enmphasizes:

* Do not discard what you have until you understand it.

* Assess the current state based on evidence, not assumptions.

* Use source data and accurate observation.

Option D violates the principle because it suggests removing existing processes before evaluation, which ITIL specifically warns
against.
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