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ITIL ITIL-4-Foundation Exam Syllabus Topics:

Section Weight Objectives

- Incident Management

- Service Desk

Topic 1: ITIL Practices Overview 15% - Change Enablement

- Problem Management

- Service Level Management

- Collaborate and Promote Visibility
- Start Where You Are

- Think and Work Holistically

Topic 2: ITIL Guiding Principles 25% - Progress Iteratively with Feedback
- Keep It Simple and Practical

- Optimize and Automate

- Focus on Value

- Value and Value Co-creation

1 . . 0
Topic 3: Service Management Key Concepts 25% - Service Relationships and Stakeholders

- Information and Technology
- Partners and Suppliers

- Value Streans and Processes
- Organizations and People

Topic 4: Four Dimensions of Service Management 20%

- Service Value Chain
Topic 5: ITIL Service Value System (SVS) 15% - Governance
- Practices Overview
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EE2#94
Which of'the four dimensions' focuses on roles responsibilities and systems of authority?

A. Partners and suppliers

B. Organizations and people

C. Information and technology
D. Value streams and processes

He:. B

=R

Organizations and people is one of the four dimensions of service management that influence the effectiveness and efficiency of
service deliveryl. This dimension focuses on the roles, responsibilities, and systerms of authority that are needed to deliver and
support services2. This dimension also covers the culture, skills, competencies, and collaboration of the people involved in service
management3. Reference: ITIL Foundation - ITIL 4 Edition, page 8; ITIL 4 - A Pocket Guide, page 19; ITIL 4 Practice Guide:
Organizational Change Management, page 7.

HEE #95
Which is a purpose of the 'relationship management' practice?

A. To systematically observe services and service components

B. To identify, analyze, monitor, and continually improve links with stakeholders

C. To protect the information needed by the organization to conduct its business

D. To be the entry point and single point of contact for the service provider with all of its users

He: B

Y.
Reference:
httpsy//wiki.process-symphony.com.aw/framework/lifecycle/process/relationship-management-itil-4/

EAE #96
What is described by the service value system?

¢ A Services based on one or more products, designed to address needs of a target consumer group

¢ B. Joint activities performed by a service provider and a service consumer to ensure continual value
co-creation

¢ (. How all the components and activities of the organization work together as a system to enable value
creation

¢ D. How to apply the systens approach of the guiding principle think and work holistically

HE: C

HE#97
Which is part of the 'focus on value' guiding principle?

¢ A. Understanding what services help the service consumer
¢ B. Identifying activities that can be achieved in smaller iterations
¢ C. Reducing the number of steps in the customer experience
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¢ D. Assessing services to identify parts that can be reused
He: A

AE #98
‘Which statement about the 'continual improvement model' is CORRECT?

A. Organizations should use an additional model or method to link improvements to customer value

B. The model is applicable to only certain parts of the service value system

C. The low of the model helps organizations to link improvements to its goals

D. Organizations should work through the steps of the model in the sequence in which they are presented
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