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

주제 소개

주제 1
Culture and Collaboration: This section of the exam measures the skills of Team Leaders and covers
fostering a service-focused culture within organizations. It emphasizes collaboration across teams and
departments to enhance communication and ensure the success of service-based projects.| :

주제 2
Service Support: This section of the exam measures the skills of Technical Support Specialists and covers
the support functions required to manage and maintain IT services. It includes practices for issue resolution,
incident management, and sustaining service reliability over time.

주제 3
Service Automation and Technology: This section of the exam measures the skills of Automation Engineers
and covers the integration of automation and technology in the development, delivery, and support of IT
services. It includes understanding how tools and platforms streamline operations and increase efficiency.

주제 4
Service Delivery: This section of the exam measures the skills of IT Operations Managers and covers the
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.

주제 5
Service Performance Metrics: This section of the exam measures the skills of IT Performance Analysts and
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.
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최신버전 ITIL-4-Specialist-Create-Deliver-and-Support최신버전 덤프샘플
다운 완벽한 시험 최신버전 덤프
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Deliver-and-Support인증시험실기와ITIL ITIL-4-Specialist-Create-Deliver-and-Support인증시험 문제집으로 나누어져 있
습니다.우리 사이트에서 관련된 학습가이드를 만나보실 수 있습니다. 우리 ITDumpsKR의ITIL ITIL-4-Specialist-
Create-Deliver-and-Support인증시험자료를 자세히 보시면 제일 알맞고 보장도가 높으며 또한 제일 전면적인 것을 느
끼게 될 것입니다.

최신 ITIL 4 Managing Professional ITIL-4-Specialist-Create-Deliver-and-
Support 무료샘플문제 (Q66-Q71):
질문  # 66 
What is the goal of the 'shift-left' approach?

A. Automating repetitive processes using robots and AI
B. Integrating multiple suppliers in a value stream for effective service management
C. Implementing Agile practices for continuous software development
D. Repositioning tasks to earlier stages in the process to boost workflow efficiency

정답：D

설명：
The goal of the 'shift-left' approach is repositioning tasks to earlier stages in the process to boost workflow efficiency (A). The ITIL
4 Specialist: Create, Deliver and Support guide (Section 3.3.1) explicitly defines shift-left as a strategy to move activities, such as
support or testing, closer to the point of origin-often to users or frontline teams-to reduce delays, improve response times, and
enhance overall service delivery.
This approach leverages automation and self-service tools to empower users, thereby streamlining workflows and reducing the
burden on higher-tier support teams. Option B focuses on automation alone, which is a supporting mechanism but not the core goal;
option C relates to Agile methodologies, which are distinct from shift-left; and option D pertains to supplier integration, which is
unrelated to this concept. The emphasis on efficiency is further supported by examples like self-service password resets, where tasks
are shifted to users, aligning with ITIL's focus on value co-creation.
Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.3.1 - Shift-Left Approach and Workflow Optimization.

질문  # 67 
A technology firm has implemented a new ticketing system for managing customer support requests.
However, the firm is facing challenges in effectively prioritizing and managing these tickets due to varying levels of urgency and
complexity. Some high-priority issues are being delayed, while less critical requests are being addressed too soon, leading to
customer dissatisfaction and inefficiencies in the workflow. How should the firm improve this situation?

A. Prioritize tickets based on the order of receipt
B. Stop recording requests during exceptionally busy times
C. Limit ticket submissions to reduce the workload on support staff
D. Develop a dynamic prioritization model that assesses the impact and urgency of each ticket

정답：D

설명：
The firm should develop a dynamic prioritization model that assesses the impact and urgency of each ticket (B). The ITIL 4
Specialist: Create, Deliver and Support documentation (Section 4.2.1) recommends prioritizing based on business impact and
urgency to optimize support workflows and enhance customer satisfaction. Option A is static and ineffective; option C disrupts
service; and option D restricts access, worsening dissatisfaction.
Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 4.2.1 - Prioritization in Support Workflows.

질문  # 68 
To stay ahead of its competition, an organization's leadership team is focused on ensuring that product innovations reach customers
quickly. A team is discussing how it can leverage value stream mapping in support of this goal. The team wants to improve the entire
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end-to-end value stream.
Which improvement is MOST LIKELY to improve the entire value stream?

A. Reducing the time it takes to provide environments for projects
B. Designing a continuous integration/continuous delivery pipeline
C. Minimizing handoffs between specialists within a development team
D. Reducing the time spent assessing and approving changes

정답：B

설명：
Designing a continuous integration/continuous delivery (CI/CD) pipelineimproves theentire end-to-end value streamby enabling
faster, automated delivery of product innovations to customers.

질문  # 69 
A service has been in use for a number of years, and is not being developed or updated. Customers are not happy because they
think that the applications that support the service are missing important functionality.
Which practice is most likely to identify this issue and initiate improvement actions?

A. Knowledge management
B. Service desk
C. Service validation and testing
D. Service level management

정답：D

설명：
Service level managementfocuses on understanding and capturing customer expectations and experiences, making it the practice
most likely toidentify dissatisfactionandinitiate improvement actions.

질문  # 70 
An organization is writing its test strategy in order to define the test levels and test types that are in scope for testing. In the past, the
organization has experienced service disruptions after some releases of a particular application. These disruptions were happening
because the application caused other applications to generate errors.
Which test level should the organization focus on to address this weakness?

A. Integration
B. Acceptance
C. Unit
D. System

정답：A

설명：
Integration testingfocuses on verifying how different applications and components work together, helping to identify and prevent
errors that occur when the new application affects other systems.

질문  # 71
......
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