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HH #50

An organization has found that a significant amount of rework is required because tickets are escalated from the service desk teamto
higher tiers of support. This rework causes delays and results in recurring incidents as service desk agents rarely see how incidents
are resolved. Which approach can be used to reduce this rework and its consequences?

A. Validate the data when tickets are being created by service desk agents
B. Limit the use of'tickets to major and high-priority incidents

C. Use swarming to improve collaboration and validate information

D. Train agents to capture the information required by each support team

IEf#: D

A -

The approach to reduce rework is to train agents to capture the information required by each support team (B).

The ITIL 4 Specialist: Create, Deliver and Support documentation (Section 4.1.3) states: "Training service desk agents to collect
comprehensive and accurate ticket data reduces escalation rework by ensuring higher tiers receive sufficient context, mnimizing
delays and recurring incidents." This empowers first-line support, unlike option A (validation is reactive), option C (restricts ticket
use), or option D (swarming is broader but less targeted). The guide notes: "Effective training enhances ticket quality and resolution
efficiency." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section4.1.3 - Service Desk Traning and Ticket
Management.

HA #51

An organization is considering how a new service will be supported when it goes live. There are many teams that will contribute to
the support of the service.

‘Which approach should the organization follow when creating a value stream to support the new service?

A. Create one value stream for every lifecycle phase of support requests
B. Create separate value streans for practices, people, tools and suppliers
C. Create one value stream for the entire set of support activities

D. Create one value stream for each support team

Ef#: C

A -
Creating one value stream for the entire set of support activitiesensures anend-to-end viewof how the service will be supported,
promoting integration across all contributing teans.

H #52

A technology organization is undergoing a strategic expansion, targeting emerging markets. The organization's current workforce has
not had experience in dealing with the innovative products which are part of the new markets. What is the BEST strategic approach
that the organization should adopt to resolve this situation?

A. Outsource the development of new technology segments to specialized vendors

B. Restructure the organization to create specialized departments for emerging technologies

C. Increase the total number of employees focusing on new hires with expertise in emerging technologies
D. Invest in targeted training programmes for existing staff in relevant emerging technologies
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IEf#: D

R :

The best strategic approach is to invest in targeted training programmes for existing staff in relevant emerging technologies (B). The
ITIL 4 Specialist: Create, Deliver and Support documentation (Section 3.3.2) states:

"Investing in training leverages existing staff knowledge, aligns competencies with new market needs, and ensures cultural continuity,
which is critical during expansion." This is cost-effective and builds internal capability, unlike option A (expensive hiring), option C
(relinquishes control), or option D (disruptive restructuring). The guide notes: "Skill development supports the service value system's
adaptability." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.3.2 - Competency Development.

B #53

An organization is moving froma process-based approach to a value-stream based approach for managing user issues.
Which of these activities should the organization do FIRST?

¢ A Understand which steps contribute least to the support of the service

¢ B. Consider how the service desk teams can be involved at an earlier stage in the creation of a service.
o C. Identify the activities which could be improved by the use of automation

¢ D. Understand the situations in which incidents and service requests will be initiated

Ef#E: D

AR :
Understanding the situationswhereincidents and service requestsare initiated is the first step, as it defines how user needs trigger value
streans and shapes the design of the overall support approach.

B #54
Which approach may help to improve incident resolution times by moving support activities from specialist teams to frontline teams
or users?

A. Shift-left

B. Swarming
C. Shortest item first
D. Robotic process autoration

EfE: A

fiR .-

The approach that may help is shift-left (C). The ITIL 4 Specialist: Create, Deliver and Support documentation (Section 3.3.1)
states: "The shift-left approach moves support activities to frontline teams or users through self-service or enhanced first-line
capabilities, reducing resolution times by minimizing escalations to specialists." This directly addresses the scenario, unlike option A
(prioritization method), option B (team collaboration), or option D (automation tool). The guide notes: "Shift-left enhances efficiency
and user empowerment in incident management." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.3.1 - Shift-
Left Approach.
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