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HEE #55
An organization's lead times and the flow of tasks across value streams are being impacted because tasks often sit waiting in queues.
‘Which technique can be used to overcome this challenge?

A. Limiting work-in-progress
B. Introducing a push system
C. Clarifying definition of done'
D. Increasing batch sizes
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EHE #56
What is the difference between the incident management and service desk practices?

A. Incident management restores service operation; service desk provides communication with users

B. Incident management resolves issues; service desk investigates the underlying causes of issues

C. Incident management manages interruptions to services; service desk monitors achieved service quality
D. Incident management resolves complex issues; service desk resolves simpler issues

HE: A

MY

Comprehensive Explanation:

The practices have different purposes:

Incident Management:

Focuses on restoring normal service operation as quickly as possible after interruptions.
Service Desk:

Acts as the single point of contact for users, ensuring communication, updates, and support.
Option A correctly captures these distinct roles:

* Incident management = restoration

* Service desk = commumication interface

AE#57

A company has begun a new global line of business that has changed how IT supports the new systens.

Recognizing the urgent need for two-way communication on the required changes, I'T managers are trying to find better ways to
obtain feedback than a standing agenda at staff meetings.

Which describes the BEST approach for establishing effective feedback channels?

A. Publish a printed weekly newsletter that clearly and consistently communicates change

B. Research how individual teanms comnumicate internally and use the most popular collaboration tools to collect feedback
C. Establish office hours where staff'are encouraged to drop by without appointments and discuss any concerns they have
D. Initiate a project to select and implement a collaboration tool to facilitate two-way communication with staff

HY. B
M.
Explanation

According to ITIL 4, one of the guiding principles is to progress iteratively with feedback. This means that IT service providers
should break down complex tasks or changes into manageable chunks, seek feedback after each tteration, and use the feedback to
improve and adapt their actions. Feedback is essential for co-creating value with customers and stakeholders, as well as for learning
and improving the quality of IT services.

Therefore, I'T managers should establish effective feedback channels that enable two-way communication with staff and other parties
mnvolved in the IT service delivery. The best approach for establishing effective feedback channels is to research how individual
teams communicate internally and use the most popular collaboration tools to collect feedback. This way, I'T managers can leverage
the existing communication preferences and habits of the staff, and avoid imposing a new tool or method that may not be suitable or
convenient for them By using the most popular collaboration tools, I'T managers can also ensure that the feedback is timely, relevant,
and accessible for all parties. This approach aligns with the ITIL 4 principle of collaborating and promoting visibility, which



encourages [T service providers to work together across boundaries, share information, and make use of diverse perspectives and
feedback. Therefore, the answer is A.

Research how individual teams communicate internally and use the most popular collaboration tools to collect feedback. The other
options are not the best approach for establishing effective feedback channels, because they either do not facilitate two-way
commumication, or do not consider the needs and preferences of the staff.

For example, option B. Establish office hours where staff'are encouraged to drop by without appointments and discuss any concerns
they have, may not be convenient or practical for staff who work remotely or have different schedules. Option C. Initiate a project to
select and implement a collaboration tool to facilitate two-way communication with staff; may take too long and may not match the
expectations or requirenents of the staff. Option D. Publish a printed weekly newsletter that clearly and consistently commumnicates
change, may not be effective or efficient for collecting feedback, as it is a one-way communication channel that does not allow for
immediate or interactive responses. References:

The 7 Guiding Principles of TTIL 4: Progress iteratively with feedback1 Guiding Principles of TTIL 4: Progress Iteratively with
Feedback?2 The customer journey and ITIL 43

EHE #58
What is the expected outcome from using a service value chain?

A. Customer engagement

B. Service value streams

C. The application of practices
D. Value realization

od
m
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HE#59
Which termis used to define "any component that needs to be managed in order to deliver an IT service'"?

A. Anevent
B. AnIT asset
C. A configuration item

D. A change
e C

HE:

Comprehensive Explanation:

A Configuration Item (CT) is defined as:

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