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AE #49

An organization is planning to improve the existing service and wants to understand its current performance before making any
changes. According to the principle 'Start where you are,' what could an organization consider when observing current performance
of the service?

A. Involve people who have little or no prior knowledge of the service

B. Identify who the consumer is and why they use the service

C. Select the right message and method to communicate with stakeholders
D. Avoid applying risk management when reusing existing processes

HE: B

Y.

The principle 'Start where you are' emphasizes assessing the current state before making changes. Identifying who the consumer is
and why they use the service helps the organization understand existing value, performance, and context, enabling informed decisions
based on real conditions rather than assumptions.

EE #50
Which BEST explains why an organization might choose to engage external suppliers?

A. To minimize reliance on third-party providers

B. To obtain capabilities that are difficult to develop internally

C. To remove the need for oversight, governance, and internal management
D. To maintain greater control and visibility over service delivery

od
m

: B

HAE #51
Which of the following BEST describes an outcome in a service relationship?

A. A result achieved by a stakeholder through the use of at least one output

B. A specific task completed by the service provider as part of service delivery
C. A tangble or intangible deliverable created during a service activity

D. A software product provided to the consumer by the service provider

HE. A
A,

An outcome in a service relationship is a result achieved by a stakeholder through the use of one or more outputs, representing the
value realized from the service rather than the deliverables thenselves.

EE #52
Why do ITIL practice guides follow a standardized structure across all practices?

A. To limit the flexibility of practice adoption

B. To ensure all practices are implemented in the same sequence

C. To make it easier for organizations to understand and apply different practices
D. To enforce uniform tooling and technology choices

He: C

Y.

ITIL practice guides use a standardized structure to make the guidance easier to understand, compare, and apply across different
organizational contexts. That is why option A is correct. A consistent structure helps learners and practitioners quickly locate key
areas such as purpose, key concepts, workflows, measures, roles, competencies, information and technology, and capability
development. This improves usability without forcing identical implementation. ITIL does not require organizations to implement



every practice in the same sequence, nor does it prescribe one mandatory set of tools. In fact, ITIL strongly supports adaptation to
context. The standard format provides clarity and coherence while still allowing flexibility. This is especially helpful in product and
service management, where many practices interact and need to be understood as part of a broader management system.

HEE #53
Which dimension of product and service management promotes conducting safe-to-fail experiments in complex situations?

A. Value streams and processes
B. Organizations and people

C. Information and technology
D. Partners and suppliers

HE: B

Y.
The organizations and people dimension promotes conducting safe-to-fail experiments in complex situations by fostering a culture
that encourages learning, collaboration, adaptability, and informed decision-making within teans and across the organization.
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