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B #27
‘Which of the following BEST describes an operating model?

A. A conceptual and visual representation of how an organization co-creates value with its customers

B. A recommendation that guides an organization's actions and decisions in all circumstances

C. A set of rules that ensures consistent decision-making and accountability within the organization

D. A set of organizational resources designed for performing specific work or achieving a particular objective

EfE: A

R -

The ITIL Version 5 glossary defines an operating model as "a conceptual and/or visual representation of how an organization co-
creates value with its customers and other stakeholders, as well as how the organization runs itself." Option D matches this definition
most closely, so it is the correct answer. The other options describe different ITIL concepts. Option A sounds more like

governance, policy, or control mechanisis.

Option B describes a guiding principle, since ITIL says guiding principles are recommendations that can guide an organization in all
circumstances. Option C describes a management practice, which ITIL defines as a set of organizational capabilities designed for
performing work or accomplishing an objective. The operating model is broader than any individual practice or policy because it
shows the overall way the organization functions and creates value. Since the official wording explicitly uses "conceptual and/or visual
representation” and "co-creates value," option D is the exact and verified choice according to the ITIL 5 Foundation glossary.

HM #28
What is the PRIMARY purpose of the ' acquire ' activity?

A. Provide services and manage user onboarding

B. Resolve incidents and fulfil recovery procedures
C. Secure and allocate necessary resources efficiently
D. Create functional prototypes for testing

Ef#: C

fE R
The primary purpose of the acquire activity is to secure and allocate the necessary resources efficiently, so option B is correct. In



ITIL, value creation depends on having the right people, technologies, suppliers, components, information, and services available
when needed. The acquire activity supports this by sourcing, obtaining, and allocating resources in line with strategy, architecture,
and operational demand. It may involve procurement, supplier coordination, access arrangements, or other forns of resource
acquisition. Incident recovery belongs more to support. User onboarding belongs to deliver. Creating prototypes belongs to design.
Acquire is important because value streans cannot perform effectively if critical resources are missing, delayed, poor in quality, or
misaligned with requirements. It helps ensure that the organization has the inputs needed to build, operate, and improve products and
services.

B #29
The purpose of the "deliver" activity is to:

A. Resolve incidents and ensure disaster recovery

B. Develop and integrate functional solutions

C. Provide services and manage user onboarding/oftboarding
D. Align service offerings with organizational strategy

EfE: C

A -

The correct answer is D. In the ITIL Product and Service Lifecycle, the "deliver" activity is concerned with providing services to
users and customers and managing their onboarding and offboarding, Delivery focuses on ensuring that users can access and
consume the agreed services, that service levels are managed, and that service interactions support value creation. Option A is
ncorrect because aligning products and service offerings with organizational strategy is the purpose of the "discover" activity. Option
B is incorrect because developing, integrating, and testing digital products is the purpose of the "build" activity. Option C is incorrect
because resolving incidents and performing disaster recovery procedures is the purpose of the

"support" activity. The deliver activity is therefore the lifecycle activity most directly concerned with ongoing service provision to
consurrers, including user onboarding and oftboarding, service level fulfilment, and enabling service consumption in line with
agreements and expectations.

B #30

What influences whether a service is perceived as valuable by a consumer?

A. The extent to which the positive effects of the service outweigh the negative ones
B. The amount of money the service provider invests in resources

C. The number of providers delivering the service to the consumer

D. The service provider ' s ability to minimize their operational costs

EE: A

L2

A service is perceived as valuable when its positive effects outweigh its negative effects for the consumer.

That is why option C is correct. In ITIL, value is not defined only by what the provider delivers. It depends on the consumer's
perception of benefits, usefulness, and importance. Consummers evaluate whether the service helps them achieve desired outcomes
while optimizing associated costs and risks. Even a technically strong service may be seen as low value if it is hard to use, unreliable,
expensive, or creates unwanted effort.

Conversely, a service with well-balanced utility, warranty, sustainability, and experience may be seen as highly valuable. Provider
mvestment or internal efficiency alone does not determine value. ITIL places emphasis on outcomes and stakeholder perception,
which is why consumer judgment about net positive effect is central.

HH #31
A printer is delivered to a customer, while ongoing maintenance and support are provided by the supplier.
‘Which combination of service interactions is shown in this situation?

A. Access to resources and service actions
B. Transfer of goods and service actions
C. Service offering and service actions

D. Transfer of goods and service journey



IEf#: B

A -

This situation shows transfer of goods and service actions, so option C is correct. The printer being delivered to the customer is an
example of transfer of goods because a physical item is provided to the consumer. The ongoing maintenance and support are service
actions because they involve activities carried out by the supplier to help the customer use the printer successfully and maintain
service performance. Access to resources would apply if the customer were mainly using provider-owned resources under agreed
terms, such as software access or shared infrastructure. A service journey is broader and refers to the end-to-end experience across
interactions. ITIL identifies these interaction patterns to help organizations understand how value is co-created in different service
relationships. In this case, both a physical transfer and ongoing provider activity are clearly present.

B #32
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