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R #92
Which is a method for value-driven, data-driven and user-centered service design?

A. Stakeholder analysis
B. The MoSCoW method
C. Balanced scorecard

D. Design thinking

IEf#: B
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Explanation

Differential charging is a mechanism that allows the service provider to charge different prices for the same service depending on
some pre-defined parameters, such as time of day, location, demand, etc. This way, the service provider can optimize the use of
resources and encourage or discourage the consumption of the service at certain times or places. For exanmple, a telecom operator
may charge more for a phone call during peak hours than during off-peak hours. This is different from other charging mechanisis,
such as:

Cost: The service provider charges the customer the exact amount of money that it costs to deliver the service, without any profit
margin or overhead.

Cost plus: The service provider charges the customer the cost of delivering the service plus a fixed percentage or amount of profit.
Market price: The service provider charges the customer the price that is determined by the supply and demand of the service in the
market, regardless of the actual cost of delivering the service. References:

Service financial management: ITIL 4 Practice Guide, section 2.2.1

Charging and ITIL Financial Management - What are the options?, section "Internal services - Living on the safe side"

HM #93
Which practice guarantees that users have a range of access channels to choose from to report problems?

A. Service level management
B. Service desk

C. Change enablement

D. Incident management

Ef#: B
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Comprehensive Explanation:

The Service Desk is responsible for:

* Providing a single point of contact

* Ensuring users can reach support via multiple channels, such as:
* Phone

* Email

* Web portals

* Chatbots

* Self-service

This ensures users have multiple ways to report issues and seek help.
Thus, Option A is correct.

E R #94
Which termis used to define "any component that needs to be managed in order to deliver an IT service'?

A. A change
B. AnIT asset

C. Anevent
D. A configuration item

IEfE: D
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Comprehensive Explanation:

A Configuration Item (CI) is defined as:

Any component that must be managed in order to deliver an IT service.
Thus, Option C fits the exact ITIL 4 definition.

HH #95
An organization wants to introduce a new service. There are many teams that will contribute to the design, development and
transition of the service. Which approach should the organization follow when creating a value stream for this new service?



A. Create separate value streams for practices, people, tools and suppliers, to ensure that 'four dimensions' are considered
equally

B. Create one value stream for the entire project, to enable and end-to-end, holistic vision of the service

C. Create separate value streams for every project phase, to ensure that each milestone is achieved in a Agjle manner

D. Create one value stream for each team, to allow the teans to focus on their different objectives

IEf%: B
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Explanation

The organization should follow the approach of creating one value stream for the entire project, to enable an end-to-end, holistic
vision of the service. A value streamis a series of steps that an organization undertakes to create and deliver products and services
to consumers. A value stream should cover the whole service value chain, from the demand to the value delivery. Creating one value
stream for the entire project helps to ensure that the service is aligned with the customer needs, expectations, and outcomes, and that
the value is co-created by the provider and the consumer. Creating one value stream also helps to identify the value, waste, and
opportunities for improvement in each step, and to optimize the service delivery process. The other options are not correct, as they
would result in fragmented, incomplete, or inconsistent value streams. Creating separate value streams for practices, people, tools
and suppliers would not consider the 'four dimensions' equally, but rather isolate them from each other. Creating separate value
strears for every project phase would not ensure that each milestone is achieved in an Agile manner, but rather create gaps and
delays between the phases. Creating one value stream for each team would not allow the teams to focus on their different objectives,
but rather create silos and conflicts among the teans. References:

ITIL 4 & swarming - finding the right people & process | Axelos]

Swarming vs Tiered Support Models Explained - BMC Software2

What ITSM Practitioners Need to Know About Value Stream Mapping3

ITIL 4 Value Streans: do the right things for customer | Axelos4

HM #96

An organization is experiencing difficulties with the way it resolves incidents. The service desk staff are often unsure which tears to
escalate an incident to. The incident is then passed between different teans until it reaches the correct team. Also, the service desk
analyst does not always know the correct type of nformation and level of detail which will be required by the team that resolved the
issue. The organization is considering moving away froma formally organized system of tiered support groups. Which is an
alternative to this structure that would help to improve the situation?

A. Swarming

B. Robotic process automation
C. Continuous integration

D. Data analytics

EE: A

R e«

Explanation

Swarming is an alternative to the tiered support structure that would help to improve the situation. Swarming is a workflow
management method that features in ITIL 4 Specialist: Create, Deliver and Support. It is designed for organizations that support
complex systens or services. Swarming involves stakeholders working together to resolve the issue, rather than escalating it through
different levels of support. Swarming can be used to identify the responsible group for the next action, or a swarm might be
responsible for resolution.

Swarming is a technique to more effectively resolve complicated and complex issues, which typically require more than one person
or group to complete an activity effectively. Swarming can also help to disseminate knowledge and experience among the support
staff; and reduce the queues and delays caused by the escalation process. The other options are not relevant to the situation. Data
analytics is the process of analyzing data to generate insights and support decision making. Robotic process automation is the use of
software robots to automate repetitive and rule-based tasks. Continuous integration is a software development practice that involves
merging code changes frequently and testing them automatically. References:

ITIL 4 & swarming - finding the right people & process | Axelos1

Swarming vs Tiered Support Models Explained - BMC Software2

B #97
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