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HA #94
‘Which statement BEST describes service quality?

¢ A The finctionality provided by a product or service to meet a particular need

¢ B. The totality of characteristics of a service that determine its ability to satisfy stated needs
¢ C. A documented agreement between a service provider and a customer

e D. The assurance that a service will meet agreed requirements and is fit for use

Ef#: B
R

Service quality is the totality of characteristics of a service that determine its ability to satisfy stated needs, reflecting how well the
service meets expectations and requirements from the consummer's perspective.
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Which of'the following activities BEST represents transfer of goods in a service offering?

® A. Aservice provider supplies new laptops to the customer
¢ B. A customer receives advice froma helpdesk agent

e C. A cloud user accesses shared online storage

¢ D. A teamattends a virtual training session

EM: A
s

Transfer of goods involves the provision of ownership of physical items from the service provider to the consurmer. Supplying new
laptops represents the transfer of tangble goods as part of the service offering.

HMA #96
Which is the purpose of the 'transition’ activity?

A. To create prototypes and specifications for products and services

B. To develop, integrate and test digital products

C. To seamlessly introduce new products into operational environment

D. To ensure continual alignment of product roadmap with needs of service consumers

Ef#: C

fER L2
The purpose of the transition activity is to ensure that new or changed products and services are introduced into the operational
environment in a controlled and seamless manner, minimizing risk and disruption.

B #97
Which of the following is NOT one of the steps in value stream mapping?

A. Mapping a 'to-be' value stream

B. Value stream management

C. Value stream identification

D. Mapping of the 'as-is' value stream

IEf#: B

fi .-

Value stream management is not one of the actual steps in value stream mapping, so option D is correct. In ITIL, value stream
mapping typically includes identifying the value stream, mapping the current or "as-is" flow, analyzing bottlenecks and waste, and
often designing an improved or "to- be" flow. These activities help an organization understand how work, information, and artifacts
move across teams to create value. Value stream management is broader than mapping, It includes the ongoing governance,
monitoring, optimization, and improvement of value streams over time. In other words, mapping is an important technique within the
wider discipline of managing value streams. ITIL treats mapping as a way to visualize and analyze workflows, while management
ensures performance, adaptation, and continual improvement of those workflows.

HH #98
Which aspect of an Official ITIL Practice Guide describes the roles, competencies, and responsibilities needed for a specific
practice?

A. Capability assessment and development
B. General information

C. Organizations and people

D. Partners and suppliers

Ef: C



The organizations and people aspect of an Official ITIL Practice Guide describes the roles, competencies, and responsibilities
needed for a specific practice, so option C is correct. This reflects the Four Dimensions model, where organizations and people
focuses on leadership, structure, culture, roles, skills, and communication. In a practice guide, this aspect helps organizations
understand what human capabilities and accountabilities are necessary to apply the practice effectively.
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