{8 BE B ITIL-4-Transition 24 [ Z A B L H P 1Y
SH IR E Bl g B I ITIL-4-TransitionH]ZK 5| &

Lizawier

1|L -'& jrg
ITIL v3 BEEEETEN
Expart/ |7 Cradits
z
-
B Deesiayiataon atton Onoe omgketad il :ﬂg :r%l
wdn..r wkle meduies i each 3 - -
..... E_ﬁ ::jir
= “f =
@ Emnaabiemoddestons (TL ] 5,3
Managrg Pro }'-nm' dix il'l'i S EJ (<% EHX
(=]

s ook de appiicable o both TL
‘v!J ) Priodesssaonad AT Srateod
Laackr

~3 Trarestion m.u L] 3IF mbu
"rF-t. oty 17 crendis or mmore b gam T
;|||P| b=zl desan ;r.-'

€ Google DriveH 4 B T & & #7 i1 VCESoft ITIL-4-Transition PDFRRE 5B & :  https:/drive.google.com/open?id=1-
QxnqEBFMENETHkqbcP1e4VMiy49HITE

B 1R 2 4 1R 4 % I TILAITIL-4- Transition® 5, A VR$E4E ITILAYITIL-4- Transition™s 52 52 75 F1 At i 35 51 &

kb, VCESoftyeME— A8k, A RIZALEE B ITILIIITIL-4- Transition® 3R A% kl, 7EVCESof8 EME BT, K%
4] UBIB VR 88 — IRITILAIITIL-4-Transition5 5%, B AP VCESoft$2fit i 58 B K & R 2 s BRI 7B I TE /1 & sl e
T B A AP ) B AN TR RSB, RIRIIRREITITERE E— B,

ITIL 4 8 BB EE AR A A ITIL 4 23R BB E R AR 77, 0 B 1T ARBs 2 A B8 SR ML & A0 8 R
o BH 40 EL ERBEAR, FARHK 00 8. FHIBBIER 70%, BEERFEKER ITILL E
HEZIBEFE. WEEEAERET, HRFEITREEEEENBRAST S AARERE.

>> ITIL4-Transition# P % 8 <<

E B WITIL ITIL-4-Transition: ITIL 4 Managing Professional TransitionZ
P58 B8 - 5832 i) VCESoft ITIL-4-Transitionifl 5 5| 2

% T ITIL BIITIL-4-Transtton% &%, BiEHH AR KB A Cisco, IBM, HPEK&HEE R . B2 W RIRAEI/RITIL-4-
Transitionf{) 25 & #, VCESoftAIITIL-4-Transitions 5 7] LAE R IEEE ., AERE AR ERABEE ORMESL
R, HAMRTEET LLEIBVCESoft i A Bk AR H C i BAE, B8 T ITIL-4-Transitionff) 7B 58 & ¥ A%, RIEWS
M2 inEMmITREER. REAVCESofIEHEAT, HALREALHE.

ITIL 4 Managing Professional Transitions2 7% & 4 BREE AT (ITIR B B H o B AR PINRB L —. ZREBEHEREREANLEHA
A BEEAIRMLEER B AR BN SRR B RS . S, TTILAREE T —ER R RS E N HBE, Ein
RFAWE . EMLLEF AT 0. E, ITIL 4 Managing Professional Transitions? 5% % A 75 IR 7+ H IR & B A 1 KO
B FOAH A2 50 R — R I & .

B 1) ITIL 4 Managing Professional ITIL-4-Transition %4 & %5 58 B &
(Q81-Q86):

PR #81
An organization is implementing new technology that will significantly improve how they interact with their customers.
Which term BEST describes this situation?

AL IT transformation

B. High velocity IT

C. Digital transformation
D. Digital organization
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Which is a purpose of the customer journey?

A. To maximize the number of contacts with the customer in order to enhance the service
B. To understand the service consumer resources required to deliver the service

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

D. To maximize the co-creation of value from both an outcome and experience perspective

E&R:. C

i 8 #83

An organization with established processes for managing incidents, changes, and problemns, receives a high volume of calls from
users complaining that their issues are not being resolved efficiently.

What is the FIRST step the organization should take to start to improve the situation?

A. Improve the integration of tools to ensure there are no gaps between processes

B. Encourage teams to collaborate so they can focus on value for users

C. Use value stream mapping to help understand the end-to-end flow of user support

D. Review skills and competencies of user support staff to ensure they have the required capability

ER: C
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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 exanple of?

A. Shift left

B. Workforce planning
C. Value stream mapping
D. An agile approach

ER: C

fE AR A«

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, tterative, and
adaptive to changing requirements and feedback34. An agile approach does not necessarily nvolve compiling information about how
anew 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 nvolve 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:

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

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

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

"Agile Approach”

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

il RE #85
In service relationships what is a benefit of identifying consumer roles?

A. Tt provides shared service expectations

B. It removes constraints from the customer

C. It enables effective stakeholder management
D. It enables a common definition of value

ER: C
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