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B #17
What is the BEST way of demonstrating that user feedback is
taken seriously, and is appropriately acted upon, in order to encourage more feedback in future?

Ef#:

A -
Regularly provide updates about service improvements made as a result of user feedback

HM #18
A service provider is about to engage in a partnership with a large retailer. They will integrate the retailer ' s systems for online

shopping.
How can the ' relationship management ' practice contribute to this initiative?

¢ A. By negotiating and agreeing with the retailer the service targets for the integrated systems

¢ B. By establishing the communication channels required to support the online shopping services
¢ C. By encouraging behaviours that are consistent with the shared values of both organizations

¢ D. By developing an understanding of the patterns of usage of the online shopping services

Ef#: C

fEEL -

Relationship management is concerned with establishing and nurturing links between organizations at a strategic and collaborative
level. In a partnership, shared trust, aligned behaviours, and mutual understanding are essential to co-creating value successfully.
A is more closely related to service level management. B could be part of operational coordination, but it is narrower than
relationship management. D relates more to analytics, service design, or business analysis. C best matches the role of relationship
management in enabling healthy collaboration between organizations.

This also fits ITIL's broader view that many services depend on third parties and that effective relationships with partners and
suppliers are important to practice success .

R #19

An organization has ntroduced software engineering practices such as continuous integration and continuous delivery in order to
accelerate the delivery of its innovative new products and services. The organization needs to balance these new ways of working
and continued compliance with internal and external policies.

Which practice would MOST help the organization to achieve this?

A. Problem management

B. Risk management

C. Monitoring and event management
D. Service validation and testing

IEfE: B
R B«

HVIT is not only about speed. It also includes assured conformance, meaning the organization must move quickly while remaining
compliant, secure, and governed. Risk management is the practice most directly concerned with understanding, assessing, and
controlling uncertainties that could affect objectives, including regulatory and policy-related risks.

Service validation and testing is important for quality, but it is not the broadest practice for balancing delivery speed with compliance
requirements. Monitoring and event management helps detect operational conditions.
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Problem management deals with causes of incidents. Risk management is the best overall fit for making CI
/CD acceptable in a controlled and policy-aligned way.
So D is the best answer.

ER#20
Which is an example of results-based measurement and reporting?

A. Measuring and reporting the customer satisfaction with closed incidents
B. Tracking the number of unresolved incidents over a period of time

C. Documenting the time taken to resolve incidents

D. Logging the total number of incidents raised by customers

EfE: A

HEA#21
Which concept would MOST help to ensure that information needed to identify problems is available?

A. Valuable investments
B. Agile

C. Safety culture

D. Design thinking

EfE: C

A -

A safety culture encourages openness, reporting, learning, and the sharing of operational concerns without fear of blame. In order to
identify problens effectively, organizations need people to surface incidents, near misses, weak signals, and operational risks. That
only happens reliably where people feel safe to speak up.

Design thinking helps with understanding user needs. Valuable investments is an objective related to value realization. Agile supports
iterative delivery, but it is not the strongest concept for ensuring candid information flow around operational issues.

A'is correct because problem identification depends heavily on transparent reporting and psychological safety.
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