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EE #96
‘Which statement about user communities is CORRECT?

A. Every user commumnity should have at least one super-user

B. Informal user commumities should be disbanded and merged mto official groups

C. Communities set up by users may be recognized and supported by service providers
D. User commumities are created by service providers to mnvestigate the cause of problems
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Y.

User communities are groups of people who share a common interest or need related to a service or product.

They can be formal or informal, online or offline, and may be initiated by service providers or users themselves. User commumities
can provide valuable feedback, insights, and support for service providers, as well as enhance the user experience and satisfaction.
Therefore, service providers may recognize and support user commumities that are set up by users, as long as they respect their
autonomy and do not interfere with their activities. User communities are not created by service providers to investigate the cause of
problens (option A), nor should they be disbanded or merged into official groups (option C). User communities may or may not
have super-users, who are users with advanced skills or knowledge who can help other users, but this is not a requirement for every
user community (option D). References: ITIL 4 Foundation, page 77; ITIL 4 Specialist: Drive Stakeholder Value, page 33.

AE #97
Which is an example of results-based measurement and reporting?

¢ A. Measuring and reporting the number of hours worked by service desk employees
¢ B. Measuring and reporting the number of supplier-related interruptions to a service
¢ (. Measuring and reporting the customer satisfaction with closed incidents

¢ D. Measuring and reporting the cost of providing a service to customers and users

e C

EE #98

An organization is experiencing difficulties with the way it resolves incidents. The service desk staff are often unsure which teans 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 information 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. Continuous integration

B. Swarming

C. Robotic process autormation
D. Data analytics

3
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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 fiequently and testing them automatically. References:

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

* Swarming vs Tiered Support Models Explained - BMC Software2

HEE #99
Which guiding principle would help the MOST in breaking down silos and elimating conflicting goals?

A. Start where you are
B. Optimize and automate

C. Progress iteratively with feedback
D. Collaborate and promote visibility

9. D
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Y.

Collaborate and promote visibility is the guiding principle that would help the most in breaking down silos and eliminating conflicting
goals. This principle encourages working together across boundaries and sharing information and knowledge with relevant
stakeholders. By doing so, the organization can achieve a common understanding of the vision, objectives, and progress of the
service value system. This also helps to avoid duplication of work, reduce errors, and improve efficiency and effectiveness.
Collaborate and promote visibility also fosters a culture of trust, openness, and learning, which are essential for continual
improvement and innovation. References:

* ITIL 4 Foundation: ITIL 4 Edition, section4.3.4

* 6 reasons why ITIL 4's guiding principle of collaborate and promote visibility is important, section

"Collaboration and value co-creation”

EE #100
A software development team is intending to develop many new applications and services. They will need contributions from various
practices to achieve this. How should these activities be combined?

A. A value stream should be designed to include activities from all practices that are needed

B. Practices should operate as suppliers to each other, using guidance form the 'supplier management' practice

C. The software development manager should define requirements for all practices and ensure that they contribute to the over
all service

D. Each pratice should define the outputs it will produce and the required inputs it needs to succeed

He: A
3.
Explanation

A value streamis a way of describing how an organization responds to specific types of demand and opportunity, by combining and
integrating various activities from different practices. A value streamis based on the service value chain, which is a flexible operating
model that outlines the key activities required to facilitate value creation through the delivery and management of products and
services. The service value chain consists of six activities: plan, improve, engage, design and transition, obtain/build, and deliver and
support. Each activity can be supported by one or more practices, which are sets of organizational resources and capabilities that
help perform work or accomplish an objective. By designing a value stream that includes activities from all practices that are needed,
the software development team can ensure that they are creating value for their customers and users, as well as capturing value for
themselves and other stakeholders. A value stream also helps to optimize the use of resources, eliminate waste, and improve
efficiency and effectiveness.

References:

ITIL 4 Foundation: ITIL 4 Edition, section4.2.1

ITIL 4 Value System: Chain and Stream Differences | SysAid, section "Value Streams"
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