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PR #82
Which is a purpose of the customer journey?

¢ A. To maximize the co-creation of value from both an outcome and experience perspective
¢ B. To maximize the number of contacts with the customer in order to enhance the service
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¢ (. To understand the service consumer resources required to deliver the service
¢ D. To understand the interactions between the user and the service provider
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Explanation

The customer journey is the complete end-to-end experience customers have with one or more service providers and/or their
products through the touchpoints and service interactions with those providers1. The purpose of the customer journey is to
understand the needs, expectations, and preferences of the customers and users, and to design, deliver, and improve services that
meet those requirements and create value for them. The customer journey also helps to identify the opportunities and challenges for
co-creating value with the customers and users, and to optimize the customer experience throughout the service relationship23. By
mapping the customer journey, the service provider can ensure that the services are aligned with the customer outcomes and that the
service interactions are positive and satisfying for the customers and users4. References:

ITIL 4 Managing Professional: Drive Stakeholder ValueS, page 14, section 2.1, paragraph 1 ITIL 4 Foundation: ITIL 4 Edition,
page 20, section 2.3, paragraph 2 ITIL 4 Managing Professional: Create, Deliver and Support, page 10, section 1.1, paragraph 4
ITIL 4 Managing Professional: Direct, Plan and Improve, page 12, section 1.1, paragraph 3 ITIL 4: Connecting the key concepts
Part 4 | Axelos3, paragraph 2 The customer journey and ITIL 4 | Axelos1, paragraph 2 ITILA - Mapping the Customer Journey -
ITSM Professor2, paragraph 2
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Which two stakeholders co-create value in the service relationship?

A. The mvestor and supplier
B. The consumer and provider
C. The provider and supplier
D. The mvestor and consumer
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According to ITIL 4, value is co-created by two stakeholders in the service relationship: the consumer and the provider. The
consurrer is the person or organization that defines the requirements for a service and takes responsibility for the outcomes of service
consumption. The provider is the person or organization that provides services to consumers. Value is co-created when the
consurrer and the provider collaborate and communicate to ensure that the service meets the consumer's needs, expectations, and
outcomes. Value is not delivered by the provider alone, but rather emerges from the interactions between the provider and the
consumer. The other options are not correct, as they do not involve the consumer and the provider. The supplier is a person or
organization that provides goods or services to the provider, but does not directly co- create value with the consumer. The mvestor
is a person or organization that provides finding or resources for the provider, but does not directly co-create value with the
consurrer. References:

* ITIL 4 and value co-creation | Axelos1

* ITIL 4 - from creating value to co-creating value | Axelos2

* What is co-creation in ITIL 4? - QRP International - Belgum3

* Deriving Value Through Cocreation: ITIL And Other Best Practices Frameworks4
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An organization is planning to communicate information about a new improvement initiative by providing information on the IT portal,
sending emails, and holding meetings with affected groups.

‘Which communication principle are they applying?

A. Communication is a two-way process

B. We are all communicating all the time

C. There is no single method of communicating
D. Timing and frequency matter

ER: C
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The communication principle that the organization is applying is that there is no single method of communicating that works for



everyone. Different communication methods have different advantages and disadvantages, and different audiences may prefer or
respond better to different modes of communication. By providing information on the IT portal, sending emails, and holding meetings
with affected groups, the organization is using a variety of communication methods to maximize their reach and effectiveness. They
are also ensuring that the information is consistent and clear across all channels, and that they can receive feedback and questions
from the stakeholders. This communication principle is one of the five principles of good communication based on ITIL 4 conceptsl,
and it is also related to the ITIL 4 guiding principle of collaborate and promote visibility2, which emphasizes the importance of
sharing information and knowledge across the organization and with external partners. References:

* Using ITIL's concepts: 5 principles of good communication]

* The 7 ITIL 4 Guiding Principles: Explained in Detail2
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Which is a method for value-driven, data-driven and user-centered service design?

A. Stakeholder analysis
B. The MoSCoW method
C. Balanced scorecard

D. Design thinking
D
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R #86
An organization wants to become more efficient by reducing the amount of unnecessary work they do. Which approach would be
MOST helpful?

A. Lean OK

B. Site reliability engineering
C. DevOps

D. Safety culture
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Explanation

Lean OK is an approach that would be most helpfll for an organization that wants to become more efficient by reducing the amount
of unnecessary work they do. Lean OK is a combination of Lean and OKR (Objectives and Key Results), which are two
complementary methodologies that aim to optimize value creation and eliminate waste. Lean is a philosophy and a set of principles
and practices that focus on delivering value to customers and stakeholders, minimizing waste and inefficiencies, and continuously
improving processes and products. OKR is a goal-setting and management framework that helps organizations align their objectives
with their vision and strategy, communicate and track their progress, and measure their outcomes and impact.

By using Lean OK, an organization can define clear and ambitious objectives that are aligned with customer needs and organizational
goals, and set measurable and achievable key results that indicate how well the objectives are met. Lean OK also helps the
organization to identify and eliminate any activities or processes that do not contribute to value creation or goal achievement, and to
prioritize and optimize the ones that do.

Lean OK enables the organization to become more efficient, effective, agile, and customer-centric. References:
https://unichrone.com/blog/it-service-management/lean-itil/
https//www.atlassian.comyblog/technology/what-the-new-itil-4-means-for-you-and-your-team
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