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EE #51

An organization is attempting to improve the design, development and transition of new services. It recognizes that some ways of

working are not focused on creating value.
Which is an example of a working practice that the organization should STOP?

e A, Defining the features and functionality of services by relying on the developers' previous experience of designing similar
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systens for customers

B. Involving custommers and users in testing activities to understand whether the service meets the customers' and users'
expectations

C. Involving users, customers and other stakeholders when communicating desired outcomes in the form of user stones

D. Designing systems with the continual involverment of customers to ensure that any changes in requirements are understood
as early as possible

HE: A

MY

This working practice is not focused on creating value because it does not involve the custormers or users in defining the requirements
and expectations of the service. It also assumes that the developers' previous experience is relevant and sufficient for the current
situation, which may not be the case. This practice may lead to delivering a service that does not meet the needs and preferences of
the custormers or users, or that is not aligned with the organization's strategy and objectives. References:

* ITIL 4 Managing Professional Transition Module Sanmple Paper - English1, page 6, question 1, answer A

* ITIL 4 Foundation: ITIL 4 Edition2, page 67, section4.1.1, paragraph 2

* ITIL 4 Managing Professional: Create, Deliver and Support3, page 9, section 1.1, paragraph 3

* ITIL 4 Managing Professional: Direct, Plan and Improve4, page 11, section 1.1, paragraph 2

HE #52
Which practice has a purpose that includes the management of financially valuable components that can contribute to the delivery of
an IT service?

A. Change enablement

B. IT asset management

C. Service configuration management
D. Deployment management

2
il

83H: B

MH.

Comprehensive Explanation:

IT Asset Management is defined as:

The practice responsible for planning and managing the full lifecycle of IT assets, which are financially valuable components that
support service delivery.

Thus, Option D is correct.

HEE #53
Which BEST describes the primary role of a governing body?

A. To develop and regularly review I'T measures and metrics

B. To establish and regularly review the effectiveness of risk management and internal controls
C. To establish and regularly review the goals cascade throughout the organization

D. To annually review and approval of IT projects to maximize business value

X
m
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EE #54

Identify the missing word in the following sentence:

The purpose of the service configuration management practice is to ensure that accurate and reliable information about the
configuration of [?], and the Cls that support them, is available when and where it is needed.

A. IT assets

B. Services

C. Organizations
D. Outcomes

o: B

0



Y.

Comprehensive Explanation:

The ITIL 4 definition states:

Service configuration management ensures that accurate and reliable information about the configuration of services and the
configuration iters (Cls) that support them is available when needed.

Therefore, the missing word is "services".

HEE #55
‘What BEST describes the relationship between planning and risk?

A. Planning is a high level function, risk management is a tactical activity

B. Risk management is the exclusive domain of dedicated risk managers

C. Planning should always consider risks and how to mitigate them

D. Planning focuses on what needs to be accomplished, risk management is part of how work is to be performed

HE: C

dE:

Explanation

The correct answer is B because planning is the process of defining and organizing the activities and resources needed to achieve the
objectives of a service or product. Planning should always consider the risks that may affect the delivery of value, and how to
mitigate them Risk management is the practice of identifying, analyzing, evaluating, and treating uncertainties that could prevent the
achieverment of goals or objectives.

Risk management is an integral part of planning, as well as other service management practices, such as governance, continual
improvement, and change control.

The other options are not correct because they do not describe the relationship between planning and risk accurately. Option A is
wrong because planning and risk management are both strategic and tactical functions, depending on the scope and level of detail.
Option C is wrong because planning does not only focus on what needs to be accomplished, but also how, when, who, and why.
Risk management is not just part of how work is to be performed, but also why and what. Option D is wrong because risk
management is not the exclusive domain of dedicated risk managers, but a shared responsibility of all stakeholders involved in
service management.
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