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Peoplecert ITIL 4 Specialist: Create, Deliver and Support Sample Questions
(Q44-Q49):
NEW QUESTION # 44 
A service provider is struggling to ensure timely incident resolution. The reports show that the majority of incidents that can be
resolved without implementing a change are resolved on time.
However, if an incident resolution requires a change, it is almost never implemented within the agreed incident resolution time. What
is the BEST approach for the service provider to improve the situation?

A. Review the change authorization procedures
B. Review the incident management process
C. Review the incident resolution targets
D. Review the incident resolution value stream

Answer: D

NEW QUESTION # 45 
An organization with established processes for managing incidents, changes, and problems, receives a high volume of calls from
users complaining that their issues are not being resolved efficiently. What should the organization do FIRST to start to improve the
situation?

A. Encourage teams to collaborate so they can focus on value for users
B. Use value stream mapping to help understand the end-to-end flow of user support
C. Improve the integration of tools to ensure there are no gaps between processes
D. Review skills and competencies of user support staff to ensure they have the required capability

Answer: B

NEW QUESTION # 46 
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. Unit
B. System
C. Integration
D. Acceptance

Answer: C

NEW QUESTION # 47 
A service provider is struggling to meet the incident resolution objectives for some incidents.
Reports generated by the service management tools show that the resolution time is often longer than agreed in three types of
situation: incident resolution requires a change to be implemented, incident resolution involves the internal software development
team, incident resolution involves an external supplier. What should the service provider do to improve the situation?

A. Review the incident management practice
B. Review the change enablement practice
C. Review the incident resolution targets
D. Review the incident resolution value stream

Answer: D



NEW QUESTION # 48 
What approach can ensure testing happens earlier in the development lifecycle?

A. Service integration and management
B. Robotic process automation
C. Shift-left
D. Managing work as tickets

Answer: C

NEW QUESTION # 49
......
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