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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 teas 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

¢ (. Use swarming to involve people from muiltiple different teams in the investigation

¢ D. Escalate to the performance management team, who will then escalate to a different team if needed

IEf#: B

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

HM #26
Which statement about 'service integration as a service' SCORRECT?

A. Multiple vendors provide the service integration and management function

B. The service integrator provides services and manages other vendors

C. The service integrator does not deliver any services to the organization

D. The service integrator can be easily replaced by other vendors to leverage better pricing

Ef#: B

fEEL:
Inservice integration as a service, the service integrator bothprovides servicesandmanages other vendors, ensuring seamless delivery
across multiple suppliers.

B #27

An organization has received complaints from customers regarding incident resolution times. The organization is using value stream
mapping to visualize the activities involved in restoring service following an outage. The team has designed an optimized flow that
begins with the incident being generated by a monttoring tool and ends when service is restored. Leadership is concerned that this
approach has failed to provide the nsight needed to reduce delays. Which is the BEST action the team can take to address
leadership's concern?

A. Automate repeatable work activities

B. Determine where work is sitting in queues
C. Compare the map to actual activities

D. Introduce additional sources of demand

IEf#: B

R

The best action is to determine where work is sitting in queues (A). The ITIL 4 Specialist: Create, Deliver and Support study guide

(Section 2.3.1) explains that value stream mapping should identify bottlenecks, such as queues, to optimize flow and reduce delays.

This addresses leadership's concern by providing actionable insights into delay causes. Option C is useful but less specific; option D
automates after identifying issues; and option B would exacerbate delays.

Reference: ITIL 4 Specialist: Create, Deliver and Support, Section2.3.1 - Value Stream Mapping and Bottleneck Analysis.

HR #28

During a service design workshop, a development team come up with lots of different possible design solutions, and then analyze
these to select one of them to proceed with.

‘What 'design thinking' activity is this an example of?

e A. Implementation
¢ B. Inspiration and empathy



e (. Ideation

¢ D. Prototyping
EfE: C
R -

Ideationinvolves generating a wide range of ideas and then analyzing and selecting the best solution to move forward in the design
thinking process.

HMA #29
In which circumstances should an organization buy, rather than build, software?

A. The software is widely available and its features are standardized across most organizations
B. The consumrers of the software have many and varied customization requirements

C. The requirements of the organization are frequently changing because of rapid expansion
D. The organization is part of a regulated industry and has a strong focus on internal policies

EfE: A

A -

An organization should buy software when it is widely available and its features are standardized across most organizations (A). The
ITIL 4 Specialist: Create, Deliver and Support documentation (Section 3.2.1) states:

"Buying is preferable when software components are commoditized and meet common needs, offering cost efficiency and reduced
development time compared to building custom solutions." This aligns with value stream optimization by leveraging market solutions.
Option B suggests regulatory constraints favoring internal control; option C indicates a need for flexibility, better suited to building;
and option D requires customization, favoring development. The guide adds: "Standardized software supports scalability and reduces
maintenance overhead." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.2.1 - Buy vs. Build Decisions.
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