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An organization is writing its test strategy in order to define the test levels and test types that are in scope for testing. In the past, the
organization has experienced service disruptions after some releases of a particular application. These disruptions were happening
because the application caused other applications to generate errors.

Which test level should the organization focus on to address this weakness?

A. System

B. Acceptance
C. Unit

D. Integration

ZX: D

it RE S B -
Integration testingfocuses on verifying how different applications and components work together, helping to identify and prevent
errors that occur when the new application affects other systerns.

=8 #61
A large organization is planning to integrate multiple systens into its existing I'T infrastructure. What approach should the organization
consider to achieve effective integration?

A. Inplementing point-to-point integration for each system

B. Adopting a 'big bang approach for all integrations simultaneously

C. Using incremental delivery for the integration of multiple components

D. Choosing direct integration with no predetermmned order for deployment

ER: C

fE AR A -

The organization should use incremental delivery for the integration of multiple components (C). The ITIL 4 Specialist: Create,
Deliver and Support study guide (Section 2.1.3) advocates incremental approaches to manage risk and ensure stability during
mtegration. The 'big bang’ approach (A) is risky; point-to-point (B) is complex; and no order (D) lacks structure.

Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 2.1.3 - Incremental Delivery in Integration.
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An organization wants to encourage its employees to suggest improvements to its practices. However, employees are reluctant to
suggest improvements because their suggestions have been ignored in the past. The employees do not trust their managers to be
open and transparent. Which concept should be applied to overcome this challenge?

A. A continual improvement culture

B. Shift-left

C. Working with a customer-oriented mindset
D. Workforce planning and management

BEE: A

fE R A -

The organization should apply a continual improvement culture (C). The ITIL 4 Specialist: Create, Deliver and Support study guide
(Section 3.4.1) defines this culture as one that fosters trust, encourages enployee input, and ensures suggestions are acted upon
through transparent processes, addressing the lack of trust and past neglect. This aligns with the service value system's focus on
ongoing enhancement. Option A is customer-focused but not employee-centric; option B relates to task shifting; and option D
addresses staffing, not cultural issues. The guide emphasizes leadership's role in building this culture.

Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.4.1 - Continual Improvement Culture.

PR #63
How should roles and competencies be managed to adapt to rapid technological changes and market demands?

¢ A. By making it easier for employees to focus on one role



¢ B. By focusing on increasing employees' technical experience
¢ (. By continually adapting roles to evolving organizational requirements
¢ D. By creating career paths dedicated to single technologies

ER: C

it RE S -

Roles and competencies should be managed by continually adapting them to evolving organizational requirements (C). The ITIL 4
Specialist: Create, Deliver and Support study guide (Section 3.3.2) advocates for flexible role definitions to respond to technological
and market shifts, ensuring the service value system remains effective. This approach supports skill development and role evolution,
unlike option A (rigid focus), option B (technology-specific paths), or option D (narrow technical emphasis). The guide emphasizes
adaptability as a core competency.

Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 3.3.2 - Adapting Roles and Competencies.
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A service desk manager is creating a job profile for a service desk team lead. The following requirements have been identified:
Ability to use company processes and tools, Leadership skills, Knowledge of service desk objectives. What is the MOST important
additional requirement for the job profile?

A. Experience of financial management

B. Commitment to continual improvement

C. Technical knowledge of the supported products

D. Knowledge of how to log incidents and service requests

ZX: B

BB -

The most important additional requirement is commitment to continual improvement (B). The ITIL 4 Specialist: Create, Deliver and
Support documentation (Section 4.1.2) identifies this as critical for a team lead to drive ongoing enhancements in service desk
performance, aligning with ITIL's continual improvement principle. This ensures the lead fosters a culture of progress, complementing
the given skills. Option A is operational and basic; option C is less relevant for a lead role; and option D, while usefill, is secondary
to improvement focus. The guide underscores leadership in improvement initiatives.

Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 4.1.2 - Leadership in Service Desk Roles.
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