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FEY 2 HE#E
¢ Service Support: This section of the exam measures the skills of Technical Support Specialists and covers
FEY 2 1 the support functions required to manage and maintain IT services. It includes practices for issue resolution,
incident management, and sustaining service reliability over time.
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¢ Service Design and Development: This section of the exam measures the skills of Service Designers and

covers how to design and develop services that align with both customer needs and business objectives. It
bEY 72 includes identifying and defining service requirements, designing service components, and ensuring service
quality throughout the development lifecycle.

¢ Service Delivery: This section of the exam measures the skills of IT Operations Managers and covers the
FEY 23 core processes and activities essential for the effective delivery of IT services. It emphasizes the importance
of managing service transitions and operations to maintain consistent, high-quality service output.

o [TIL 4 Principles: This section of the exam measures the skills of IT Service Managers and covers the
application of ITIL 4’s guiding principles such as “Focus on Value,” “Start Where You Are,” and

FEY 74
7 “Optimise and Automate.” The aimis to drive operational efficiency and service excellence.
¢ Service Performance Metrics: This section of the exam measures the skills of IT Performance Analysts and
FEY 25 covers how to identify and interpret key performance indicators and metrics. The focus is on evaluating

service effectiveness and making data-driven decisions to improve service outcornes.

¢ Culture and Collaboration: This section of the exam measures the skills of Team Leaders and covers
FEY 2 6 fostering a service-focused culture within organizations. It emphasizes collaboration across teams and
departments to enhance communication and ensure the success of service-based projects.| :

e Customer and User Experience: This section of the exam measures the skills of Service Experience
NEw 27 Managers and covers aligning service delivery with customer expectations. It focuses on delivering
satisfying experiences by quickly and effectively addressing user needs and service issues.
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R #71

A service desk manager is creating a job profile for a service desk team lead. The following requirements have been identified:
Ability to use company processes and tools

Leadership skills

Knowledge of service desk objectives

What Is the MOST important additional requirement for the job profile?

A. Technical knowledge of the supported products

B. Commitment to continual improvement

C. Knowledge of how to log incidents and service requests
D. Experience of financial management

IEf#: B
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Acommitment to continual improvementis crucial for a service desk team lead to drive team performance, enhance service quality,
and align with the organization's goals for ongoing development.

HE #72
Which statement about 'service integration as a service' SCORRECT?

A. The service integrator provides services and manages other vendors

B. The service integrator can be easily replaced by other vendors to leverage better pricing
C. The service integrator does not deliver any services to the organization

D. Multiple vendors provide the service integration and management function

Ef#: A

R -
Inservice integration as a service, the service integrator bothprovides servicesandmanages other vendors, ensuring seamless delivery
across multiple suppliers.

HR#73
‘What should an organization consider when deciding to retain or outsource specific IT services?

A. Transfer of responsibility for highly tailored services
B. Short-term cost optimization

C. Immediate staff reduction

D. Cultural barriers and associated risks

Ef: D

L2

The organization should consider cultural barriers and associated risks (B). The ITIL 4 Specialist: Create, Deliver and Support
documentation (Section 3.1.5) states: "Decisions to retain or outsource must account for cultural alignment, potential resistance, and
risks such as knowledge loss or service disruption, which impact the service value system." This ensures long-term success, unlike
option A (short-sighted), option C (disruptive), or option D (risky for tailored services). The guide adds: "A thorough risk
assessment, including cultural factors, is critical for effective outsourcing strategies." Reference: ITIL 4 Specialist: Create, Deliver and
Support, Section 3.1.5 - Outsourcing and Retention Decisions.

R #74
Which of'the following involves consideration of the skills and availability of both internal and external resources?

A. Build vs buy

B. Swarming
C. Triage prioritization
D. Shift-left approach

IEf#: A

AR :
Build vs buyinvolves evaluating the skills and availability of both internal and external resources to decide whether to develop a
solution in-house or acquire it fiom an external provider.

HME #75
An organization prioritizes its work on a 'last-in, first-out' basis.
‘Which work item should be actioned NEXT?

e A. Anitemlogged yesterday at 09:00
¢ B. Anitemlogged yesterday at 11:00
e C. Anitemlogged today at 11:00



¢ D. Anitem logged today at 09:00
EfE: C

A -
In alast-in, first-outapproach, themost recently loggedwork item is actioned next, which is the item logged today at 11:00.
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