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B #25
Which is an example of industry disruption?

¢ A. A software provider has developed a new satellite navigation system for the serf-driving cat market that has become the
system of choice for car manufacturers

¢ B. A mobile phone provider has adopted a new operating model in response to threats from the competition which has
resulted In the provider becoming the market leader

¢ C. A service provider has launched a new app to support collaboration that is easy to use, and is popular with consumers
from many markets

¢ D. An organization transitioned a large number of its services to a cloud provider to remain competitive In their market

EfE: A

TR

A software provider has developed a new satellite navigation system for the self-driving car market that has become the system of
choice for car manufacturers is an example of industry disruption. Industry disruption is about creating new markets or value
propositions that challenge or replace existing ones. The software provider has created a new value proposition for the self-driving
car market that has disrupted the existing satellite navigation systems and gained a competitive advantage. Reference: ITIL 4 Leader:
Digital and IT Strategy, page 37-38

HM #26
An organization is reviewing its internal and external sources of finance to understand how much money is available from each

source.
Which concept BEST explains the focus of this review?

A. Freemium models

B. Funding mix

C. Operating expenditure
D. Capital expenditure

iIFf@#: B

R #27
What is the FIRST step in creating a measurement and evaluation system?

A. Defining the objectives

B. Selecting metrics and measurement tools

C. Creating a system of key performance indicators
D. Identifying success factors

M
R

: A

H #28

An organization is using custommer journeys to help it increase market relevance. It monitored the journey taken by one specific user
of their product, and made changes to ensure that the user had a great end-to-end experience. It measured average user satisfaction
before and after making changes, and found little improvement.

Which aspect of the customer journey does the organization also need to consider?

A. Current-state
B. Purpose

C. Personas
D. Touchpoints

Ef: C

HR #29



An organization identified activities that are performed by many different people who follow detailed procedures to ensure they carry
out all the steps. The procedures are very clear, and if staff follow the exact steps in the procedure then the results are always good,
but this takes a lot of time.

A. Technology replacement modernization
B. Simple automation

C. Complex automation

D. Intelligent automation

IEf#: B

TR

Simple automation is about using technology to automate repetitive and standardized tasks that follow clear and detailed procedures.
This can help reduce human errors, save time and resources, and improve efficiency and quality. Reference: ITIL 4 Leader: Digital
and IT Strategy, page 63
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