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HMA #o1
What is the definition of 'service management'?

e A. Aresult for a stakeholder enabled by one or more outputs

¢ B. A formal description of one or more services, designed to address the needs of a target consumer group

e C. Aset of specialized organizational capabilities for enabling value for customers in the form of services

¢ D. Joint activities performed by a service provider and a service consummer to ensure continual value co- creation

EfE: C
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Comprehensive and Detailed Explanation From Exact Extract of ITIL 4 Managing Professional Transition:

ITIL 4 defines service management as:

"A set of specialized organizational capabilities for enabling value for customers in the form of services."

* This reflects how an organization uses its resources and competencies to deliver services and create value.

* Option B defines an outcome, not service management.

* Option C describes a service offering.

* Option D refers to service relationships. Thus, Option A is the precise ITIL 4 definition of service management.

B #62
Which practice has a purpose that involves creating closer, more collaborative relationships?

¢ A. Release management

e B. Supplier management

e C. Information security management
e D. Service configuration management

Ef&: B
R -
Comprehensive Explanation:

The purpose of Supplier Management includes:

Ensuring that the organization's suppliers and their performance are adequately managed to support value creation through strong,
collaborative relationships.

Thus, Option A is correct.

H #63

A service provider is planning a major change to its services and the way it delivers them. The project will include many changes to
the working practices of staff. The service provider expects resistance to these changes and would like to manage communication in
a sensitive way. Which is the MOST appropriate approach?

e A Send an email to the affected staff and ensure that as much detail as possible is included to promote transparency

e B. Use a mix of communication methods and ensure that a feedback mechanism is included that allows anonymity to be
retained if desired

e (. Use instant messaging for both commumnicating and receiving feedback to ensure a quick response for all affected staff.

e D. Use a mix of communication methods and ensure that any feedback received is shared openly on a public forum to
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promote visibility
Ef&E: B
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The most appropriate approach for the service provider is to use a mix of communication methods and ensure that a feedback
mechanism is included that allows anonymity to be retained if desired. This is because the service provider expects resistance to the
changes and would like to manage communication in a sensitive way. By using a mix of communication methods, the service provider
can reach a wider audience and cater to different preferences and needs of the staff. By ensuring that a feedback mechanism is
included, the service provider can collect valuable input from the staff and address any concerns or issues that may arise. By allowing
anonymity to be retained if desired, the service provider can encourage honest and candid feedback from the staff and avoid any
fear of retaliation or negative consequences. This approach is aligned with the ITIL guiding principles of collaborate and promote
visibility, keep it simple and practical, and optimize and autormate12. It also follows the ITIL best practices for effective
communication, such as communication is a two-way process, timing and frequency matter, and there is no single method of
commumnication that works for everyone34. References:

* The 7 Guiding Principles of ITIL 4 - TFS Blogl

* The 7 Guiding Principles of ITIL 4: Practical Advice to Help You Make Decisions2

* Using ITIL's concepts: 5 principles of good communication3

* Importance of IT Communications in ITIL Implementation - Invensis Learning4

H #064
A designer has been asked by an organization to design a new office chair. The designer has proposed a plant that they have been

asked to validate. In 'design thinking', what should the designer do to BEST validate the plan

A. Decide for the user what is important for the chair

B. Adopt the user's point of view of using the chair

C. Ask the user to communicate their needs for the chair

D. Ask the user to provide feedback on a prototype of the chair

EM: C
R

Large batch sizes of work are considered a barrier to high performance in Lean and Agile because they increase the amount of work
in progress (WIP), which leads to longer cycle times, higher variability, lower quality, and reduced feedback and learning, Large
batches also increase the risk of waste, rework, and delays, as well as the complexity and uncertainty of the work. Lean and Agile
advocate for reducing batch sizes and limiting WIP, which enables faster flow, shorter feedback loops, higher quality, and more
value delivery.

Some of'the practices that help reduce batch sizes and limit WIP are:

* Pulling versus pushing work, which means that work is initiated only when there is a demand and capacity for it, rather than being
assigned or scheduled in advance.

* Making work visible, which means that the status and progress of work are transparent and accessible to all stakeholders, using
tools such as Kanban boards, burn-down charts, and dashboards.

* Limiting work-in-progress, which means that the number of work items in each stage of the workflow is restricted, based on the
available resources and throughput, to prevent bottlenecks and overloading,

References:

* Integrating ITIL 4 and Design Thinking | Cognixia, section "What is Design Thinking?"

* Service design: ITIL 4 practice guide | Axelos, section 2.1.1

*ITIL 4 , DESIGN THINKING & RAPID - Devoteam, section "Design Thinking"

* ITILA meets design thinking | Axelos, section "Design thinking"

HH #65
Which is a purpose of the customer journey?

A. To understand the interactions between the user and the service provider

B. To maximize the number of contacts with the customer in order to enhance the service
C. To maximize the co-creation of value from both an outcome and experience perspective
D. To understand the service consumer resources required to deliver the service

F
R
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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 custormer 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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