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B #39
Which is an example of a digital organization?

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

IEf#: D
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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 exanmples 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, and capabilities to thrive in the
digital era. References: hitps://www.axelos.com/resource-hub/blog/itil-4-leader- dits-guide- for-digital-transformation
https/assets.website-files.com/6372a610b17ef0b86547d 1ae/6400e103al 1a9d3d6dcOabb7 ITILA Digital%
20and%201T%20Strategy Syllabus.pdf
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Which is an example of a digital organization?

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

D. An organization which uses IT to change its strategic direction

Ef#: D

HH#41

Which describes the customer journey?

A. The actions that the user undertakes to be able to use the service
B. The actions that the service provider takes to attract new customers
C. The experience the service user gets from the service provider

D. The end-to-end experience customers have with service providers

IEf#: D
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Explanation

The correct answer is B. The end-to-end experience customers have with service providers. This is because the customer journey is
a term that describes the complete lifecycle of a customer's interaction with a service provider, from the initial awareness and
engagement, to the purchase and consumption, to the retention and advocacy12. The customer journey helps to understand the
customer's needs, expectations, emotions, and satisfaction at each touchpoint, and to identify the opportunities for improvement and
mnovation.

A: The actions that the user undertakes to be able to use the service is not the correct answer, because this is only a part of the
customrer journey, not the whole definition. The user is the person who uses the service, not necessarily the person who pays for it or
decides to use it. The actions that the user undertakes to be able to use the service are also known as the user journey, which is a
subset of the customer journey12.

C: The actions that the service provider takes to attract new customers is not the correct answer, because this is also only a part of
the customer journey, not the whole definition. The service provider is the organization that provides the service, not the customer.
The actions that the service provider takes to attract new customers are part of the marketing and sales activities, which are the first
stages of the customer journey12.

D: The experience the service user gets from the service provider is not the correct answer, because this is also only a part of the
customer journey, not the whole definition. The service user is another term for the user, who may or may not be the customer. The
experience the service user gets from the service provider is part of the service delivery and support activities, which are the middle
stages of the customer journeyl2. References:

ITIL 4 Managing Professional Transition Module Sample Paper - English, page 11, question 4, answer B ITIL 4 Managing
Professional Transition Module Candidate Syllabus - English, page 12, learning outcome 1.6
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An organization is compiling information about how a new service will be used. It is considering how each set of stakeholders will
experience the service. In the past, the suppliers have been unreliable, so the organization wants to identify the main risks and
dependencies for the introduction of the service. What is this an example of?

A. Value stream mapping
B. An agile approach

C. Workforce planning
D. Shift left

Ef#: A
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The correct answer is B. Value stream mapping. This is because value stream mapping is a technique that helps to visualize how a
service delivers value to the stakeholders, and identify the risks, dependencies, inefficiencies, and opportunities for improvement
along the way12. Value stream mapping involves defining the service vision, mapping the current state, analyzing the current state,
designing the future state, and implementing the future state12. By considering how each set of stakeholders will experience the
service, the organization is defining the service vision and mapping the current state of the service.

A). An agile approach is not the correct answer, because an agile approach is a way of working that is flexible, iterative, and
adaptive to changing requirements and feedback34. An agile approach does not necessarily involve compiling information about how
a new service will be used, or considering how each set of stakeholders will experience the service.

C). Workforce planning is not the correct answer, because workforce planning is a process that ensures that an organization has the
right people with the right skills at the right time to deliver its objectives . Workforce planning does not necessarily involve compiling
mformation about how a new service will be used, or considering how each set of stakeholders will experience the service.

D). Shift left is not the correct answer, because shift left is a practice that ains to resolve issues as close as possible to their source,
and prevent them from escalating to higher levels of support . Shift left does not necessarily involve compiling information about how
a new service will be used, or considering how each set of stakeholders will experience the service. References:

* JTIL 4 Managing Professional Transition Module Sample Paper - English, page 9, question 2, answer B

* ITIL 4 Managing Professional Transition Module Candidate Syllabus - English, page 10, learning outcome 1.4

* ITIL 4 Managing Professional Transition Course Online - Simplilearn, section 3.2, lesson 3.2.1, topic

"Agile Approach"

* ITIL 4 Managing Professional: Transition Module | Axelos, page 2, section "ITIL 4 Managing Professional Transition Module"

* [ITIL 4 Managing Professional Transition Course Online - Simplilearn], section 3.2, lesson 3.2.3, topic

"Workforce Planning”

* [ITIL 4 MP Transition: a transformed framework | Axelos], paragraph 4, sentence 2

* [ITIL 4 Managing Professional Transition Course Online - Simplilearn], section 3.2, lesson 3.2.4, topic

"Shift Left"

* [Course: ITIL 4 Managing Professional Transition | ITIL USA], paragraph 3, sentence 3
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An organization is implementing new technology that will significantly improve how they interact with their customers.

Which term BEST describes this situation?

A. IT transformation

B. High velocity IT

C. Digttal organization
D. Digital transformation

IEf@E: D
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Digital transformation is the process of using digital technologies to create new or modify existing business processes, culture, and
customer experiences to meet changing business and market requirements 1. It is not just about implementing new technology, but
also about changing the way an organization operates and delivers value to its customers. High velocity IT is one of the four
dimensions of service management in ITIL

4, which refers to the rapid delivery and operation of IT-enabled products and services that can continuously evolve2. Digital
organization and IT transformation are not specific terms defined in ITIL 4, but they could be related to digital transformation in
some contexts. References:

* ITIL 4 and Digital Transformation



* [ITIL 4 Foundation: High Velocity IT]
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