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ITIL 4 Foundation Exam 2 & ITIL-4-Foundation 5% 5% 4 & (Q57-Q62):

M #57
Which dimension of service management includes consideration of the type of relationship required with other organizations involved in the design and
delivery of services?

e A Organizations and people

e B. Information and technology
e C. Value streans and processes
e D, Partners and suppliers

EfE: D

Rt

Explanation

This dimension encompasses an organization's relationships with other organizations that are involved in the design, development, deployment, delivery,
support and/or continual improvement of services. This dimension also incorporates contracts and other agreements between the organization and its
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partners or suppliers2.

B #58
‘Which practice MOST requires staff who demonstrate skills such as empathy and emotional intelligence?

A. Problem management

B. Service request management
C. Continual management

D. Service desk

EME: D

A :

"Service desk staff require training and competency across a number of broad technical and business areas. In particular, they need to demonstrate
excellent customer service skills such as empathy, incident analysis and prioritization, effective commumication, and emotional intelligence.
https//www.servicedeskinstitute.convthe-case- for-itid-foundation-service-desk-analyst-
training/#:~text=%FE2%80%9CService%20desk%:20staft62 Orequire%62Otraining, efective%s2 0communication’2 C%20and %62 0emotional%e2Ointelligence.

P #59
Which guiding principle helps to ensure that each improvement eftort has more focus and is easier to maintain?

A. Think and work holistically

B. Collaborate and promote visibility
C. Progress iteratively with feedback
D. Start where you are

Ef#: C

R #60
What is MOST LIKELY to be handled as a service request?

A. Providing a virtual server for a development team
B. An emergency change to apply a security patch
C. Managing an interruption to a service

D. The implementation of a workaround

Eff: A
R

A service request is a formal request froma user for something to be provided. Service requests are typically less complex and are either approved or
denied based on the budget, need, or urgency.

An emergency change to apply a security patch (A) is not a service request because 1t is an urgent change that needs to be made to address a security
vulnerability. The implementation of a workaround (B) is not a service request because it is a temporary solution to a problem Managing an interruption to
a service (D) is not a service request because it is an incident that needs to be resolved.

Providing a virtual server for a development team (C) is a service request because it is a request for a new service that can be fulfilled by the IT
department.

HH #61
Which practice has a purpose that includes the handling of pre-defined, user-iitiated demands for service?

A. Deployment management

B. Service request management

C. Service configuration management
D. Change enablement

Ef#: B

HRE #62
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