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ITIL 4 Specialist: Create, Deliver and SupportExam Sample Questions (Q60-
Q65):
NEW QUESTION # 60 
An organization has received complaints from customers regarding incident resolution times. The organization is using value stream
mapping to visualize the activities involved in restoring service following an outage. The team has designed an optimized flow that
begins with the incident being generated by a monitoring tool and ends when service is restored. Leadership is concerned that this
approach has failed to provide the insight needed to reduce delays. Which is the BEST action the team can take to address
leadership's concern?

A. Compare the map to actual activities
B. Introduce additional sources of demand
C. Determine where work is sitting in queues
D. Automate repeatable work activities

Answer: C

Explanation:
The best action is to determine where work is sitting in queues (A). The ITIL 4 Specialist: Create, Deliver and Support study guide
(Section 2.3.1) explains that value stream mapping should identify bottlenecks, such as queues, to optimize flow and reduce delays.
This addresses leadership's concern by providing actionable insights into delay causes. Option C is useful but less specific; option D
automates after identifying issues; and option B would exacerbate delays.
Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 2.3.1 - Value Stream Mapping and Bottleneck Analysis.

NEW QUESTION # 61 
An organization has many team members who work independently and spend time on the work which interests them the most.
Which recommendation is MOST applicable to this situation?

A. Hold regular meetings focusing on problem solutions
B. Promote a culture of learning and development
C. Encourage informal teams across the organization
D. Incorporate the organization's vision into the team culture

Answer: D

Explanation:
Incorporating the organization's vision into the team culturealigns individual efforts with organizational goals, ensuring that team
members focus on work that contributes to overall success rather than personal interests.

NEW QUESTION # 62 
Which is a reason why an organization should create competency profiles for each role?

A. To plan the professional development of team members
B. To plan to fill all the mandatory ITIL roles
C. To ensure that IT specialists have pi-shaped skill profiles
D. To ensure that technical skills are included in each profile

Answer: A

Explanation:
Creating competency profileshelps the organizationplan the professional development of team members, ensuring that skills and
capabilities align with current and future needs.

NEW QUESTION # 63 
A managed service provider manages an organization's suppliers, provides some delivery functions to the organization, and
coordinates service integration and management between the organization and its suppliers.
Which model is this an example of?



A. Service integration as a service
B. Single provider
C. Retained service integration
D. Service guardian

Answer: A

Explanation:
This is an example of service integration as a service (D). The ITIL 4 Specialist: Create, Deliver and Support study guide (Section
3.1.4) defines this model as: "A service integration approach where a third party coordinates and manages services, including
supplier relationships and integration, on behalf of the organization." This matches the scenario where the provider handles supplier
management and service coordination. Option A (retained service integration) involves internal retention; option B (single provider)
implies full delivery; and option C (service guardian) is not a recognized ITIL model. The guide further notes:
"This model enhances value streams by ensuring seamless service delivery across multiple parties." Reference: ITIL 4 Specialist:
Create, Deliver and Support, Section 3.1.4 - Service Integration Models.

NEW QUESTION # 64 
Which is an example of a divisional organizational structure?

A. An organization which has a different business unit for each of its products
B. An organization which uses a grid of reporting relationships
C. An organization which has arranged its teams in a hierarchical authority structure
D. An organization which does not have a layered management structure

Answer: A

Explanation:
Anorganization with a different business unit for each of its productsis an example of adivisional organizational structure, where
divisions are typically based on products, services, or markets.

NEW QUESTION # 65
......
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