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B #35

An organization has many development teams that design products and services in different ways. There is a wide variation in the
levels of customer satisfaction with these products and services. The organization would like to introduce a more effective approach
to ' service design'.

Which is the BEST improvement activity?

e A Identify the products and services for which there is low customer satisfaction, and increase the human and technical
resources for service design during future upgrades

¢ B. Define and agree a single ' service design ' approach and model, based on the ' service design ' activities of the most
successful development teams

e (. Review the ' service design ' approaches and models to remove duplication, and improve the efficiency of the development
teams

e D. Assess the organization ' s strategic objectives and customer requirements, then decide on the number and types of"'
service design ' approaches and models

IEf#: D

fEERA -

In HVIT, organizations should avoid one-size-fits-all decisions unless that decision is clearly justified by context. Different products,
services, value streams, and customer segments may need different design approaches. The best improvement activity is first to
assess organizational goals and custommer requirements, then determine which design models are needed.

A may create standardization, but it assumes the most successful current team model will work everywhere.

That is not necessarily true. C focuses on resources instead of design effectiveness. D focuses mainly on efficiency and duplication
rather than customer outcomes and strategic alignment.

B best reflects ITIL thinking: start from objectives and stakeholder needs, then design an appropriate operating approach.

HM #36
Which is a type of digital transformation?

A. Creating products and services that include digital technology

B. Using robots to enable new ways of working

C. Using an information system to process data and present it to users
D. Converting data from analogue formto digital form

EfE: A

B #37

An mvestment bank has outsourced its customer care helpline. It is keen to introduce experience metrics into its Service Level
Agreements (SLAs) with the service provider for the helpline. It has asked for a re-negotiation of the existing SLA.

Which is the BEST example of an experience metric that can be included in the SLA?
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A. Average call handling time

B. Total number of calls answered per day

C. Percentage of issues resolved within the first call
D. Customrer satisfaction with the helpline

Ef#: D

HM #38
In the context of high-velocity IT, which statement about the ' four dimensions of service management ' is CORRECT?

A. Differentiating digital technologies are best managed by a centralized IT organization
B. Controlling suppliers' investments and policies reduces the risks of cloud-based services
C. Making quick decisions without getting slowed down by data analysis enables agility
D. Using automated tools supports the need to deliver digital products quickly and reliably

Ef#: D

A -

HVIT relies heavily on the four dimensions of service management being balanced in ways that support speed, refiability, and value
co-creation. Among the choices, B is the strongest and most clearly aligned statement because automation is a core enabler of fast
and reliable digital delivery.

The uploaded ITIL 4 practice-guide manual explicitly notes the importance of autormation and tooling within practices and also
highlights the guiding principle to optimize and automate . In HVIT, automated tools support testing, deployment, monitoring,
workflow control, observability, and repeatability. This improves both velocity and consistency.

A is too rigid and conflicts with the more distributed, product-oriented, and collaborative models common in digital organizations. C
is too narrow and focuses on supplier control in a simplistic way. D is incorrect because HVIT is not about ignoring data; it is about
fast decisions with effective feedback, telemetry, and evidence.

B #39

An organization says it wants to become "high velocity," so it instructs all teams to release changes faster. As a result, failed changes
increase, enployees feel pressured, and customers complain about instability.

What is the BEST conclusion?

A. The organization should separate development and operations teams completely
B. The organization should continue, because velocity always increases value

C. The organization should stop using automation tools

D. The organization has focused on speed without balancing other HVIT objectives

IEfE: D

R -

HVIT is not simply about making tearms move faster. It is about achieving the right balance across objectives such as fast
development, resilient operations, co-created value, valuable mvestments, and assured conformance. In this scenario, the
organization focused narrowly on speed and ignored reliability, people impacts, and customer outcomes.

A is wrong because speed alone does not guarantee value. C is not supported by the scenario. D usually moves away from
collaboration and flow rather than improving them. The most accurate conclusion is that the organization failed to balance velocity
with the other essential dimensions of HVIT.

Therefore B is the best answer.
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