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ITIL ITIL-4-Specialist-Create-Deliver-and-Support Priifungsplan:

Thema Einzelheiten
e ITIL 4 Principles: This section of the exam measures the skills of IT Service Managers and covers the
Thera 1 application of ITIL 4’s guiding principles such as “Focus on Value,” “Start Where You Are,” and

“Optimise and Automate.” The aimis to drive operational efficiency and service excellence.

¢ Service Automation and Technology: This section of the exam measures the skills of Automation Engineers
Therm 2 and covers the integration of automation and technology in the development, delivery, and support of IT
services. It includes understanding how tools and platforns streamline operations and increase efficiency.

¢ Customer and User Experience: This section of the exam measures the skills of Service Experience
Managers and covers aligning service delivery with customer expectations. It focuses on delivering

Therm 3 satisfying experiences by quickly and effectively addressing user needs and service issues.

¢ Culture and Collaboration: This section of the exam measures the skills of Team Leaders and covers
Therm 4 fostering a service-focused culture within organizations. It emphasizes collaboration across teams and
departiments to enhance communication and ensure the success of service-based projects.| :

¢ Service Delivery: This section of the exam measures the skills of IT Operations Managers and covers the
Thera 5 core processes and activities essential for the effective delivery of IT services. It emphasizes the importance
of managing service transitions and operations to maintain consistent, high-quality service output.

¢ Service Design and Development: This section of the exam measures the skills of Service Designers and

covers how to design and develop services that align with both customer needs and business objectives. It
Thema 6 includes identifying and defining service requirements, designing service components, and ensuring service
quality throughout the development lifecycle.

e Service Performance Metrics: This section of the exam measures the skills of IT Performance Analysts and
Therm 7 covers how to identify and interpret key performance indicators and metrics. The focus is on evaluating
service effectiveness and making data-driven decisions to improve service outcomes.

¢ Service Support: This section of the exam measures the skills of Technical Support Specialists and covers
Therma 8 the support finctions required to manage and maintain IT services. It includes practices for issue resolution,
incident management, and sustaining service reliability over time.

ITIL 4 Specialist: Create, Deliver and SupportExam ITIL-4-Specialist-
Create-Deliver-and-Support Priifungsfragen mit Losungen (Q27-Q32):

27. Frage
A manager is working with a diverse team from various cultural backgrounds. What should the manager prioritize to enhance team
effectiveness and manage cultural differences effectively?

A. Ensure that diverse team cultures are aligned with the company's values
B. Define and promote a uniform corporate culture across all teams

C. Encourage cultural diversity without boundaries or constraints

D. Ensure that corporate culture fits into the cultural context of the teams

Antwort: A

Begrindung;

The manager should prioritize ensuring that diverse team cultures are aligned with the company's values (B).

This approach fosters inclusivity while maintaining a cohesive framework that supports service delivery goals. The ITIL 4 Specialist:
Create, Deliver and Support documentation (Section 4.3.2) highlights that effective team management involves aligning diverse
cultural perspectives with organizational values to enhance collaboration and service quality. Option A imposes a uniform culture,
which may suppress diversity; option C lacks structure, risking inefficiency; and option D adjusts the corporate culture excessively,
potentially diluting its integrity.




Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 4.3.2 - Team Management and Cultural Alignment.

28. Frage
‘Which of the following involves consideration of the skills and availability of both internal and external resources?

A. Build vs buy

B. Triage prioritization
C. Swarming

D. Shift-left approach

Antwort: A

Begriindung;
Build vs buyinvolves evaluating the skills and availability of both internal and external resources to decide whether to develop a
solution in-house or acquire it from an external provider.

29. Frage

A service operations team monitors a critical service. They receive thousands of events every day, and operators are trained, so they
know which events require a response. Sometimes they miss an important event, and this causes service level targets to be
breached. What is the BEST approach to resolve this issue?

A. Renegotiate service level targets

B. Recruit and train additional operations staff

C. Review and automate filtering of operations data
D. Improve operations team training

Antwort: C

Begrindung;

The best approach is to review and automate filtering of operations data (D). The ITIL 4 Specialist: Create, Deliver and Support
guide (Section 4.2.4) states: "Automation of event filtering reduces human error by prioritizing critical events, ensuring operators
focus on what matters and preventing breaches of service level targets." This leverages technology to address misses, unlike option
A (costly staffing), option B (insufficient if overwhelmed), or option C (avoiding the root cause). The guide notes: "Effective event
management relies on automated tools to enhance reliability." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section
4.2.4 - Event Management Automation.

30. Frage
Which concept focuses on understanding the different levels within systerms and ensuring that multiple systems are aligned and unified
when designing services?

A ICI/CD

B. Integration and data sharing
C. Customrer orientation

D. Robotic process automation

Antwort: B

Begriindung;
Integration and data sharingfocus onaligning and unifying multiple systemsto ensure smooth, cohesive service design and delivery.

31. Frage

A user has logged an incident saying that transactions via the company website are very slow. The service desk team does not have
the skills needed to investigate this. There are many different teams that this could be escalated to, including a web server team, an
application team, an infrastructure team, and a performance management team

Which is the BEST approach for the service desk to use for escalating this incident?



A. Declare a major incident and start the major incident management procedure

B. Follow the predefined procedure for investigating web performance incidents

C. Escalate to the performance management team, who will then escalate to a different team if needed
D. Use swarming to involve people from multiple different teans in the investigation

Antwort: B

Begriindung;
Following a predefined procedurefor investigating web performance incidents ensures astructured and efficient escalation, reducing
delays and avoiding confusion about responsibility.
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