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ITIL 4 Managing Professional Transition ITIL-4-Transition Prüfungsfragen
mit Lösungen (Q31-Q36):
31. Frage 
Which is an example of a digital organization?

A. An organization which has undergone an IT transformation
B. An organization which uses IT to support its operational processes
C. An organization which uses IT to improve its 'service desk' practice
D. An organization which uses IT to change its strategic direction

Antwort: D
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Begründung:
Explanation
A digital organization is an organization that leverages digital technology to create value for its customers, employees, and other
stakeholders. A digital organization is not just an organization that uses IT to support its operational processes, or an organization
that has undergone an IT transformation, or an organization that uses IT to improve its 'service desk' practice. These are examples of
IT-enabled organizations, but not necessarily digital organizations. A digital organization is an organization that uses IT to change its
strategic direction, to create new business models, to innovate and differentiate itself from competitors, and to deliver value faster
and more effectively. A digital organization is an organization that adopts a digital mindset, culture, andcapabilities to thrive in the
digital era. References:
https://www.axelos.com/resource-hub/blog/itil-4-leader-dits-guide-for-digital-transformation
https://assets.website-files.com/6372a610b17ef0b86547d1ae/6400e103a11a9d3d6dc0abb7_ITIL4_Digital%20an

32. Frage 
Which can act as an operating model for an organization?

A. The ITIL guiding principles
B. The service value chain
C. Continual improvement
D. The four dimensions of service management

Antwort: B

Begründung:
Explanation
The correct answer is B. The service value chain because it is the core component of the ITIL 4 service management framework that
describes how an organization orchestrates its IT capabilities to achieve its strategic objectives. The service value chain is an
operating model that covers all the key activities to flexibly manage products and services1. It consists of six interconnected value
chain activities: plan, improve, engage, design and transition, obtain/build, and deliver and support2.
Option A is not correct because the four dimensions of service management are not an operating model, but rather a holistic
perspective that should be considered for the effective and efficient facilitation of value co-creation2. The four dimensions are:
organizations and people, information and technology, partners and suppliers, and value streams and processes2.
Option C is not correct because the ITIL guiding principles are not an operating model, but rather a set of recommendations that can
guide an organization in all circumstances, regardless of changes in its goals, strategies, type of work, or management structure2. The
ITIL guiding principles are: focus on value, start where youare, progress iteratively with feedback, collaborate and promote visibility,
think and work holistically, keep it simple and practical, and optimize and automate2.
Option D is not correct because continual improvement is not an operating model, but rather a recurring organizational activity
performed at all levels to ensure that an organization's performance continually meets stakeholders' expectations2. Continual
improvement is based on the continual improvement model, which consists of four steps: what is the vision, where are we now,
where do we want to be, and how do we get there2.
References: : ITIL 4 Models - A New Operating Model in ITIL 4 - KnowledgeHut : ITIL 4 Managing Professional Transition
Course Online - Simplilearn

33. Frage 
What do design thinking and service-dominant logic have in common?

A. Both require clearly defined requirements and acceptance criteria
B. Both focus on product functionality and on building new features
C. Both involve collaborating with customers to ensure their needs are met
D. Both focus solely on the needs and problems of the consumers

Antwort: C

34. Frage 
Which value chain activity ensures that products deliver stakeholder expectations for quality?

A. Design and transition
B. Obtain/build



C. Engage
D. Plan

Antwort: A

Begründung:
The value chain activity that ensures that products and services continually meet stakeholder expectations for quality, costs and time
to market is design and transition. This activity involves the following steps12:
* Defining the requirements and specifications of the products and services based on the demand and feedback from the customers
and other stakeholders.
* Designing the products and services according to the requirements and specifications, as well as the best practices and standards
of the organization and the industry.
* Developing and testing the products and services to ensure that they meet the quality criteria and the expected outcomes.
* Deploying and releasing the products and services to the customers and users, ensuring that they are ready for use and operation.
* Validating and evaluating the products and services to ensure that they deliver the intended value and meet the stakeholder
expectations.
* Transitioning the products and services from the development stage to the operational stage, ensuring that they are integrated with
the existing processes, systems and resources of the organization.
References: 1: ITIL 4 Create, Deliver and Support, AXELOS, 2019, p. 23-24 2: Value Chain Activity:
Design & Transition - Altervista, 3

35. Frage 
An organization's customers have historically been satisfied with the functionality and performance of its service. Recently, hovewer,
the organization is getting complaints about both the performance of the services and areas such as sales and customer support. How
BEST can the organization collect the information needed to address these complaints?

A. Gather customer service performance metrics and map to SLAs
B. Conduct satisfaction surveys after service interactions
C. Use feedback from service reviews to assess value realization
D. Collect customer experience and service level metrics

Antwort: D

36. Frage
......
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