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PRI #69
In service relationships what is a benefit of identifying consumer roles?

A. Tt enables effective stakeholder management
B. It enables a common definition of value

C. It provides shared service expectations

D. It removes constraints from the customer

BE: A

fi R «
Identifying consumer roles in service relationships is a benefit because it helps the service provider to understand the needs,
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expectations, and responsibilities of each type of consumer. This enables effective stakeholder management, which is the process of
identifying, analyzing, planning, and communicating with the people or groups involved in or affected by a service. By knowing the
consurrer roles, the service provider can tailor the service offerings, agreements, and interactions to suit each role and create value
for them. For example, the service provider can communicate with the customer (the person who defines the requirements and pays
for the service) about the service strategy and value proposition, while commumnicating with the user (the person who uses the
service) about the service features and feedback. The sponsor (the person who authorizes the budget and supports the service) can
also be involved in the decision-making and governance of the service. By identifying and managing the consumer roles, the service
provider can build trust, collaboration, and alignment with the consurmers and deliver better service outcomes. References: 1, 2, 3

i =8 #70
A customrer is retiring a service and has terminated the contract for the service with the service provider. The service provider will
continue to deliver other services to the customer. Which should the service provider include in the plans to off board the service?

A. Providing information to users about how to contact the service desk
B. Identifying and making request for outstanding payments for the service
C. Creating training schedules for users on how to use the service

D. Ensuring that user access rights are revoked for all services

ZX: B

PR #71

Information that is needed to resolve problemns is difficult to obtain because IT staff are worried that they will be blamed for
mistakes.

Which concept can MOST help to resolve this?

A. Design thinking
B. Valuable mvestments

C. Agle
D. Safety culture

ZX: D

e

Safety culture is a concept that refers to the shared beliefs, perceptions, and values in relation to risks within an organization. A
safety culture encourages people to be open and honest about their mistakes, learn from them, and improve their performance. A
safety culture also fosters trust, collaboration, and visibility among IT staff, which can help to obtain the information needed to
resolve problems. According to ITIL 4, safety culture aligns with the guiding principle of "collaborate and promote visibility", which
states that "working together across boundaries produces results that have greater buy-in, more relevance to objectives, and
mcreased likelihood of long-term success" 1. Safety culture is also one of the key elements of the high- velocity IT approach, which
ains to enable organizations to thrive in the digital era 23. References:

* ITIL 4 Information security and risk management practices: embedding safety culture and behaviour

* Safety cultures and happy employees

* The importance of Safety Culture in the success of IT

PR #72
Which is an example of a digital organization?

A. An organization which uses IT to support its operational processes
B. An organization which uses IT to change its strategic direction

C. An organization which has undergone an IT transformation

D. An organization which uses IT to improve its 'service desk' practice

£%: B

PR #73
‘Which value chain activity ensures that products deliver stakeholder expectations for quality?



A. Design and transition
B. Plan
C. Obtain/build

D. Engage
BZE: A

i RE R -

Explanation

The value chain activity that ensures that products and services continually meet stakeholder expectations for quality, costs and time
to market is design and transition. This activity involves the following steps12:

Defining the requirements and specifications of the products and services based on the demand and feedback from the customers
and other stakeholders.

Designing the products and services according to the requirements and specifications, as well as the best practices and standards of
the organization and the industry.

Developing and testing the products and services to ensure that they meet the quality criteria and the expected outcomes.
Deploying and releasing the products and services to the customers and users, ensuring that they are ready for use and operation.
Validating and evaluating the products and services to ensure that they deliver the intended value and meet the stakeholder
expectations.

Transitioning the products and services from the development stage to the operational stage, ensuring that they are integrated with
the existing processes, systens and resources of the organization.

References: 1: ITIL 4 Create, Deliver and Support, AXELOS, 2019, p. 23-24 2: Value Chaimn Activity:

Design & Transition - Altervista, 3
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https://myportal.utt.edu.tt/ICS/icsfs/cf4fecfa-6c78-496a-9af4-5e74206f3380.pdf?target=c06c2fc4-9c79-4940-a9e9-df7b85075c7c
https://myportal.utt.edu.tt/ICS/icsfs/d3bf537b-80ba-40f6-9c45-d73d5f73f71b.pdf?target=6923f1d7-244f-4798-bf9c-8535f79fd88c

myportal.utt.edu.tt, Disposable vapes

BONUS!! 4 & T # VCESoft ITIL-4- Transition™ 5 & J& ) 5E 8 :  https/drive. google.com/open?id=1-
QxnqEBFmERETHkgbeP 1e4VMiyd9HITF


https://myportal.utt.edu.tt/ICS/icsfs/d677215f-5078-4aa3-a6eb-66cff1568686.pdf?target=7d29bc36-e5a5-45d5-bba2-451ed94d3ab2
https://frvape.com
https://drive.google.com/open?id=1-QxnqEBFmEnETHkqbcP1e4VMiy49H9Tf

