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ITIL 4 Managing Professional Transition Sample Questions (Q89-Q94):

NEW QUESTION # 89
Which guiding principle would help the MOST in breaking down silos and elimating conflicting goals?

A. Progress iteratively with feedback
B. Collaborate and promote visibility
C. Optimize and autorate

D. Start where you are

Answer: B
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Explanation:

Explanation

Collaborate and promote visibility is the guiding principle that would help the most in breaking down silos and eliminating conflicting
goals. This principle encourages working together across boundaries and sharing information and knowledge with relevant
stakeholders. By doing so, the organization can achieve a common understanding of the vision, objectives, and progress of the
service value system. This also helps to avoid duplication of work, reduce errors, and improve efficiency and effectiveness.
Collaborate and promote visibility also fosters a culture of trust, openness, and learning, which are essential for continual
improvement and innovation. References:

ITIL 4 Foundation: ITIL 4 Edition, section 4.3.4

6 reasons why ITIL 4's guiding principle of collaborate and promote visibility is important, section

"Collaboration and value co-creation”

NEW QUESTION # 90
Which two stakeholders co-create value in the service relationship?

A. The nvestor and supplier
B. The provider and supplier
C. The consumer and provider
D. The mvestor and consumer

Answer: C

Explanation:

Explanation

According to ITIL 4, value is co-created by two stakeholders i 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 nvestor is
a person or organization that provides fimding 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 - Belgiun3

Deriving Value Through Cocreation: ITIL And Other Best Practices Frameworks4

NEW QUESTION # 91

An organization's customers have historically been satisfied with the functionality and performance of its service. Recently, hovewer,
the organization is getting complaints about both the performance of the services and areas such as sales and customer support. How
BEST can the organization collect the information needed to address these complaints?

A. Use feedback from service reviews to assess value realization
B. Collect customer experience and service level metrics

C. Gather customer service performance metrics and map to SLAs
D. Conduct satisfaction surveys after service interactions

Answer: B

NEW QUESTION # 92
What do Lean and Agile consider a barrier to high performance?

A. Pulling versus pushing work
B. Making work visible

C. Large batch sizes of work
D. Limiting work-in-progress



Answer: C

Explanation:

Explanation

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 itens in each stage of the workflow is restricted, based on the
available resources and throughput, to prevent bottlenecks and overloading,

References:

NEW QUESTION # 93
What are the KEY stakeholder groups that service providers should cooperate with?

A. Relationship managers
B. Suppliers

C. Developers

D. Customrers

Answer: B

NEW QUESTION # 94
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