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H #22
Which guiding principle helps an organization to understand the impact of an altered element on other elements in a system?

e A Keep it simple and practical
¢ B. Think and work holistically
e (. Start where you are

e D. Focus on value

Ef#: B
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HP#23
‘Which statement about 'continual improvement' is CORRECT?

A. 'Continual improvement' should have minimal interaction with other practices

B. All improvement ideas should be logged in a single 'continual improvement register’

C. Everyone in the organization is responsible for some aspects of 'continual improvement'
D. A single team should carry out 'continual improvement' across the organization
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H #24
Staffin an IT organization are very busy, mostly carrying out tasks that add little or no value to the organization or its customers.

Which guiding principle recommends that the unnecessary work should be eliminated?

A. Progress iteratively with feedback
B. Keep it simple and practical

C. Star: where you are

D. Think and work holistically

Ef#: B
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https/assyst.ifs.comyblog/the- 7- guiding-principles-of-itil-4-0

Don't over-engmeer solutions. Think about what you can do now.

Like focus on value, this principle is heavily focused on the prevention of waste. Waste correlates with complexity. Higher
complexity means there are more opportunities for waste to creep into a system

Focus on delivering the desired outcome, not building the most elegant and elaborate solution. Use the minimum number of steps to
deliver that outcome, ensuring you are not over-processing (delivering quality above and beyond what is required).

R #25
Which statement about the purpose or the Monitoring and event management practice is TRUE?

¢ A. Support the agreed quality of a service by handling all pre-defined, user-initiated service requests in an effective and user-
friendly manner

e B. Systematically observe services and service components and record and report selected changes of state identified as
events

¢ C. Maximize the number of successful service and product changes by ensuring that risks have been properly assessed,
authorized and managed within a schedule

¢ D. Minimize the negative impact of incidents by restoring normal service operation as quickly as possible

IEf#: B
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The purpose of the monitoring and event management practice is to systematically observe services and service components and
record and report selected changes of state identified as events1. This practice helps to identify and prioritize any issues or
opportunities for improvement in the delivery or support of services2. The other statements describe the purposes of different
practices: incident management (A), service request management (B), and change enablement (D)3. References: ITIL Foundation -
ITIL 4 Edition, page

14; ITILA - A Pocket Guide, page 31; ITIL4 Practice Guide: Monitoring and Event Management, page 7.

HR #26

‘Which practice ensures that service actions, that are a normal part of service delivery, are effectively handled?

e A. Problem management
¢ B. Incident management
e (. Service request management



¢ D. Service level management
EfE: C
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Explanation

A service request is defined as a request froma user or a user's authorized representative that initiates a service action which has
been agreed as a normal part of service delivery.

The purpose of the service request management practice is to support the agreed quality of a service by handling all pre-defined,
user-initiated service requests in an effective and user-friendly manner. Service request management is dependent upon well-
designed processes and procedures, which are operationalized through tracking and automation tools to maximize the efficiency of
the practice. To be handled optimally, service request management should follow these guidelines:

Service requests and their fulfilment should be standardized and automated to the greatest degree possible.

Policies should define which service requests will be fulfilled with limited or even no additional approvals so that fulfilment can be
streamlined.

The expectations of users regarding fulfilment times and costs should be clearly set, based on what the organization can realistically
deliver.

Opportunities for improvement should be identified and implemented to produce faster fulfilment times and take advantage of
automation.

httpsy//www.bme.com/blogs/itil-service-request-management/
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