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R #59

‘Which governance activity is focused on ensuring adherence with policies and strategic direction?

e A. Evaluate
e B. Discover
e C. Monitor
e D. Direct

Ef: C

iR

Monttor is the governance activity focused on ensuring adherence with policies, expectations, and strategic direction, which makes
option C correct. In ITIL governance, evaluate is used to assess stakeholder needs, environmental conditions, and performance
information. Direct is used to establish direction, priorities, and policies. Monitor checks whether actual performance, behavior, and
results align with what has been directed and required. It is therefore the activity most closely associated with oversight, compliance,
assurance, and accountability. Discover is not one of the governance activities in the ITIL Value System Monitoring is essential
because strategy and policies only create value when the organization confirns they are being followed and that the intended
outcomes are being achieved. This keeps governance connected to performance, risk, and continual improvement.

] #60

How does ' access to resources ' support value co-creation in a service interaction?

A. By limiting resource use to internal teams

B. By allowing consumers to use provider resources

C. By transferring responsibility for resources to consumers
D. By replacing service actions with automation

EM: B
R

Access to resources supports value co-creation by allowing consummers to use provider resources under agreed terms, which makes
option A correct. In ITIL, not every service interaction requires transfer of ownership or direct provider action every time.
Sometimes the value comes from enabling consummers to access applications, data, infrastructure, knowledge bases, or equipment
that remain under provider control. The consumer gains the ability to use these resources to achieve outcomes without needing to
own and manage all of them directly. This helps optimize costs, risks, and effort. It does not mean transferring responsibility for all
resources to the consumer, nor does it imply restricting usage to internal teams. It also does not eliminate service actions entirely,
because support and other activities may still be needed. Access to resources is one important form of service relationship.

E #61
How do ' utility ' and ' warranty ' together support value co-creation?

A. Utility ensures the service is fit for purpose, while warranty ensures it is fit for use
B. Utility focuses on cost control, while warranty focuses on risk avoidance

C. Utllity ensures the service is fit for use, while warranty ensures it is fit for purpose
D. Utility and warranty apply only to products, not services

IEfE: A

AR :

Utility and warranty together support value co-creation because utility makes the service fit for purpose and warranty makes 1t fit for
use, so option D is correct. Utility answers the question, "What does the service do?" It refers to the finctionality that helps
consummers meet a need or remove a constraint. Warranty answers,

"How well does the service perform?" It covers assurance such as availability, capacity, continuity, and security. A service may offer
useful fimetionality, but if it is unreliable or unavailable, it will still fail to create value. Likewise, a stable service with no useful
functionality does not help consumers achieve outcomes. ITIL uses both ideas together to explain service quality and service levels.
Combined, they help ensure that services are both useful and dependable in real-world use.

HR #62



‘Which concept is illustrated when an employee is granted permission to the company ' s new file-sharing platform for daily use?

® A. Access to resources
e B. Utility

e C. Goods

e D. Warranty

Ef#: B

fiR e«

The best answer is utility because the question describes a service providing functionality that meets a need.

Granting an employee permission to use a file-sharing platform enables them to store, access, and collaborate on information for
daily work. In ITIL, utility is about what the service does and whether 1t is fit for purpose.

The platformi's usefulness lies in giving the employee the capability they need. Access to resources may seem close, but the focus of
the question is the practical value of the service capability being made available.

Warranty would concern how well the platform performs, such as availability or security. Goods are physical or digital iterms
transferred to the consumer. Since this example highlights useful finctionality that supports work, utility is the strongest and most
accurate answer.

HM #63
What is the role of a governing body in an organization?

A. It manages the technical details of digital products directly

B. It is accountable for performance and compliance at the highest level
C. It is responsible for day-to-day operations

D. It focuses exclusively on financial reporting

Ef#: B

L2

The governing body is accountable at the highest level for the organization's performance and compliance, so option A is correct. In
ITIL, governance ensures that the organization is directed and controlled in a way that aligns with stakeholder expectations, legal and
regulatory obligations, and strategic objectives. The governing body does not usually perform day-to-day operations or manage
technical product details directly. Instead, it evaluates the environment and stakeholder needs, directs priorities and policies, and
monitors performance and conformance. Financial reporting may be one concern, but governance is much broader and includes
value creation, risk, compliance, ethics, and strategic oversight. This high-level accountability is essential because it connects
leadership intent with responsible management and assures stakeholders that the organization is being guided appropriately.
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