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HMA #37

An organization experiences delays when creating and changing products and services. This is largely because software developers
store code in their individual repositories.

‘Which approach would help to resolve this situation?

¢ A. Continuous integration
¢ B. Change enablement
e C. Continuous deployment
¢ D. Continuous delivery

Ef: A

fERHL:
Continuous integrationresolves delays by ensuring that developers frequently merge their code into ashared repository, enabling
earlier detection of issues and smoother collaboration.

B #38

A service desk uses triage to ensure they work on the most urgent tasks first. This sometimes causes user satisfaction issues,
because low priority requests can wart a long time before anyone starts to work on them.

What is the BEST way to manage this issue?

A. Train users so that they know their requests might be delayed if there are many higher priority tasks in the backlog

B. Increase the priority of requests that have been waiting a long time and are at risk of breaching agreed service levels

C. Use first-in first-out prioritization instead of triage, to ensure that tasks are worked on in the order that they are requested
D. Recruit more service desk staff'so that they are able to work on low priority requests even when there are many higher
priority tasks

EfE: B

R -
Increasing the priority of requeststhat have been waiting too long helpsprevent service level breachesand improves user satisfaction
without undermining the triage approach for urgent tasks.

HH #39

A service provider involves suppliers to resolve incidents related to third-party software. Resolution of such incidents typically takes
longer because of the time required to contact a supplier and other delays. The service provider needs to involve the supplier every
time a similar incident occurs again. The incident manager wants to reduce the costs and improve the timeliness of incident resolution.
What is the BEST way for the incident manager to achieve this?

A. Ensure that solutions provided by the supplier are tested

B. Avoid transferring incidents to an external supplier as long as possible

C. Ensure that solutions provided by suppliers are captured and shared in the support team
D. Ensure that errors in the software that caused incidents are fixed

F
R

: C
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fEERA -

The best way is to ensure that solutions provided by suppliers are captured and shared within the support team (B). The ITIL 4
Specialist: Create, Deliver and Support guide (Section 4.3.4) recommends knowledge management as a key practice to reduce
reliance on external suppliers by documenting and disseminating resolutions, thereby decreasing response times and costs for
recurring incidents. This approach builds internal capability, minimizing delays from supplier coordination. Option A delays
resolution; option C depends on supplier action beyond the manager's control; and option D, while beneficial, is a validation step that
doesn't address knowledge retention. The guide underscores the importance of a knowledge base in incident management.
Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 4.3.4 - Knowledge Management in Incident Resolution.

HA #40

A small food retail chain was created twenty years ago. At that time, stock management and point of sale (POS) software was
developed and maintained by an internal IT team Today the chain is using commercial software available off-the-shelf for stock
management and POS. What is this situation an example of?

A. Customer demand for personalized products

B. Organization-specific requirements for service functionality
C. Service components lacking mass-market adoption

D. Commoditization of service components

EfE: D

A -

This situation is an exaniple of commoditization of service components (A). The ITIL 4 Specialist: Create, Deliver and Support study
guide (Section 3.2.1) states: "Commoditization occurs when services or components, once custontbuilt, become standardized and
available off-the-shelf, reducing the need for internal development." The shift from custom to commercial software reflects this trend,
aligning with value stream efficiency. Option B applies to customneeds; option C relates to customer preferences; and option D
contradicts the scenario. The guide adds: "Commoditization supports cost reduction and scalability." Reference: ITIL 4 Specialist:
Create, Deliver and Support, Section 3.2.1 - Commoditization of Services.

A #41

An international e-commerce company is planning to launch a new mobile shopping application. During the initial design, the project
team has encountered challenges in ensuring the app aligns with regional customer preferences, while maintaining a consistent user
experience. The team also needs to address scalability and security concerns. What approach should the company take to improve
this situation?

e A Implement a global standard design

¢ B. Establish a team of expert developers to revise the initial design

e (. Adopt a design thinking approach based on customer and user feedback
¢ D. Focus on app performance and security features

EfE: C

R

The company should adopt a design thinking approach based on customer and user feedback (C). This method, as outlined in the
ITIL 4 Specialist: Create, Deliver and Support guide (Section 3.1.3), involves empathizing with users, defining problens, ideating
solutions, prototyping, and testing, ensuring the app meets regional preferences while maintaining consistency. It also supports
scalability and security by incorporating user needs into the design process. Option A focuses narrowly on technical aspects; option
B ignores regional variations; and option D relies solely on expertise without a structured user-centric process.

Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.1.3 - Design Thinking in Service Creation.

B #42
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