ITIL-4-Transition! & A& L X} & - ITIL-4-Transition
=EEE]

Siheom L 2EAY spgsean

oiE, 22l 10007 0] 22 AEEO| ME SHE FHD MEE T FAT + U=R

ITIL¥TIL-4 Transition A& ¥ i

TiL 4 Manaqing Professions Transiton Exam 2248 B3

B2 & & OlITIL ITIL-4-TransitionA | & & WA 5t24 1 St=0| AIRCHHIYHE ¥ X[ Rt Al 4L/ CH ITIL ITIL-4-
Transition= Z & 7 015} 24 HAITIL ITIL-4-Transion E = M| & Ct2 ol HZEEE HEF FEstAIH 2SO0l
AZZ L ch ITIL ITIL-4- Transiton A HCHHIH Z = ITHAH 0| 2% AlZhSoH SAE HEIHEL ot =E AT
i x| 0| R} = 2LC.

Bl 2 AtO|E O MITIL @1 B ITIL-4-Transition 218 A B CHHIAIE & M35t Y&LICH IS0l M ItcertkrE MEHE £
£ 2ITIL QI BITIL-4-TransitonAl & S 1t o] X|E ol LB Z&LICH Ttcertkr= A UM EEZHMEMIEE 8o A
HEHZHIEE #E35= M

>> ITIL4-Transition®! Z Al 8] HX X 2 <<

=2 MZS28 KESHE ITIL-4-TransitionQISAIEH He X2 HEX =2

Itcertkri= CHE 2|AHE 0| O|F X| R 8t ItcertkrBF 2| Of 2 S'HE 0| S 71X & LICHItcertkrITIL ITIL-4-
Transition® Z = ™2 2l A X|L|0{E QITIL ITIL-4-TransitionA| & 2 £ 4{0|F o ME{o| E EX|E 0|1 XX|B Of <
7tz e HED HHER Eo{/UE FE7tol= YUt T4 E 2 B K| Itcertkrt M &[S 8 =2 ITIL ITIL-4-
TransitonE Z o] 21 H'HEE O35t OFAESHH K AU 15Ho 2 gAe & At

ITIL 4 Managing Professional 18t Algl2 £E X7} ITIL4 ZH YT E AA AlLtE2|20 M8 1 1T MH|A 2|9
& JHg 0t gheoll CHE XAl BHSE S22 HWILELICH O] AR 407H2] Z{ 2] EX|2 0|F0{x{ USH,
90E St FIMELICH Aol CHEt 814 M4E 70%0|0H, Al ME3Xoz gt #t £ EXHE ITIL 4 Managing
Professional Mg At H B S So{r&LICH O] AIAZ 2 ™ MAM2 2 QIHE|H, IT HH|A g2lof CHEt M2 x[AS
HEIMXEII et ZEo|M £2 7t x|& ELiC.

Z| &l ITIL 4 Managing Professional ITIL-4-Transition F 2 & & Al (Q79-
Q84):

HE#79
What BEST describes the relationship between planning and risk?

A. Planning should always consider risks and how to mitigate them

B. Risk management is the exclusive domain of dedicated risk managers

C. Planning focuses on what needs to be accomplished, risk management is part of how work is to be performed
D. Planning is a high level function, risk management is a tactical activity
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Which two stakeholders co-create value in the service relationship?

A. The mvestor and consumer
B. The investor and supplier
C. The consumer and provider
D. The provider and supplier

HE: C

MY

According to ITIL 4, value is co-created by two stakeholders in the service relationship: the consumer and the provider. The
consurrer is the person or organization that defines the requirements for a service and takes responsibility for the outcomes of service
consumption. The provider is the person or organization that provides services to consumers. Value is co-created when the
consumrer and the provider collaborate and communicate to ensure that the service meets the consumer's needs, expectations, and
outcomes. Value is not delivered by the provider alone, but rather emerges from the interactions between the provider and the
consurrer. The other options are not correct, as they do not involve the consumer and the provider. The supplier is a person or
organization that provides goods or services to the provider, but does not directly co- create value with the consumer. The investor
is a person or organization that provides finding or resources for the provider, but does not directly co-create value with the
consurrer. References:

* ITIL 4 and value co-creation | Axelos1

* ITIL 4 - from creating value to co-creating value | Axelos2

* What is co-creation in ITIL 4? - QRP International - Belgum3

* Deriving Value Through Cocreation: ITIL And Other Best Practices Frameworks4

HE #81

The CIO of a large multi-national organization has noticed that the whole IT department are performing poorly. The CIO is
committed to changing the behaviour patterns of their staff to improve performance across the whole IT department.
Which of the following will BEST help to improve staff behaviour?

A. Running safe to fail experiments that provide learning opportunities

B. Comparing the cost of delay’ between work items to ensure that financially valuable work is prioritized
C. Adopting Kanban boards to visualise the flow of work across software development teans

D. Implementing CI/CD toots to deploy software quickly
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A legacy financial system requires the user to manually enter the time and date of the transaction to meet regulatory requirements. A
recent internal audit has shown that these fields are often blank.

Which are effective controls that could improve compliance?

1. Modify the application to automatically add the current time and date when transaction is entered

2. Establish a communication plan to remind users of the importance of time and date on transactions

3. Develop a goals cascade so all staff know their role in achieving company goals

4. Create a report showing non-compliant records and take action to correct

A.2and3
B.1and 4
C.land2
D.3and4
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According to ITIL 4, an effective control environment is one that ensures that the organization's objectives are achieved in a reliable
and compliant manner1. Effective controls are the mechanisis that prevent, detect, or correct errors, fraud, or non-compliance in
the organization's processes and activities2. Some of the characteristics of effective controls are that they are aligned with the
organization's goals, policies, and standards, they are proportionate to the level of risk, they are consistent and transparent, they are
regularly monitored and reviewed, and they are responsive to changes and improvements3.

In the scenario given, the legacy financial system requires the user to manually enter the time and date of the transaction to meet



regulatory requirements, but these fields are often blank. This indicates a lack of compliance and accuracy in the financial reporting
process, which could expose the organization to legal, financial, or reputational risks. Therefore, some effective controls that could
improve compliance are:

* Modify the application to automatically add the current time and date when transaction is entered. This is a preventive control that
reduces the risk of human error or omission by ensuring that the required information is always captured and recorded in the system
This control also enhances the efficiency and reliability of the process by eliminating the need for manual nput.

* Create a report showing non-compliant records and take action to correct. This is a detective and corrective control that identifies
and resolves any instances of non-compliance or inaccuracy in the financial records. This control also provides feedback and
evidence for the performance and effectiveness of the process and the controls.

The other options are not efective controls for improving compliance in this scenario because they do not directly address the root
cause of the problem or provide a specific solution. Establishing a commumnication plan to remind users of the importance of time and
date on transactions is a good practice, but it does not guarantee that the users will follow the instructions or comply with the
requirements. Developing a goals cascade so all staff know their role in achieving company goals is a strategic activity, but it does
not specify how the financial reporting process or the legacy system will be improved or controlled. Therefore, the best answer is D.
1 and 4. References:

* 1: ITIL 4 Managing Professional: Transition Module | Axelos

* 2: ITIL 4 Managing Professional Transition Course Online - Simplilearn

* 3: ITIL 4 MP Transition: a transformed framework | Axelos

* 4: Internal Controls for Better Compliance | Reducing Risk

* 5: Internal Controls: The Definitive Guide for Risk and Compliance Professionals - RiskOptics

* 6: How to Establish an Effective Control Environment

EE #83
Which is an example of results-based measurement and reporting?

A. Measuring and reporting the number of supplier-related interruptions to a service
B. Measuring and reporting the customer satisfaction with closed incidents

C. Measuring and reporting the cost of providing a service to customers and users
D. Measuring and reporting the number of hours worked by service desk employees

He. B

MH.

Explanation

Results-based measurement and reporting is a method of measuring and reporting the outcomes and value delivered by products and
services, rather than the activities and outputs involved in their creation and delivery12. Results-based measurement and reporting
focuses on the achieverment of objectives and the satisfaction of stakeholders, rather than the consumption of resources and the
completion of tasks12.

An exanmple of results-based measurement and reporting is measuring and reporting the customer satisfaction with closed incidents.
This is because customer satisfaction is an indicator of the value and quality of the incident management practice and the service
provided to the customers. Customer satisfaction reflects the extent to which thecustomers' expectations and needs have been met
by the resolution of the incidents. Customer satisfaction can also influence the customer loyalty, retention, and advocacy for the
service provider34.

The other options are not examples of results-based measurement and reporting, because they measure and report the inputs and
outputs of the service delivery, rather than the outcomes and value. Measuring and reporting the number of hours worked by service
desk employees, the number of supplier-related interruptions to a service, and the cost of providing a service to customers and users
are all examples of activity-based or output-based measurement and reporting. These metrics do not indicate the effectiveness or
efficiency of the service delivery, nor the satisfaction or value perceived by the customers and users12.

References: 1: ITIL 4 Create, Deliver and Support, AXELOS, 2019, p. 29-30 2: Measurement and reporting management: ITIL 4
Practice Guide, AXELOS, 2020, p. 5-6 3: ITIL 4 Direct, Plan and Improve, AXELOS,

2019, p. 97-98 4: Reporting on value in service management, AXELOS, 2021, 3
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