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Value Stream Mapping and Management: Teaches how to identify, map, and optimize value streans to
FRE 1 improve flow, reduce bottlenecks, and enhance delivery outcomes.
FHE Extension Module: Al Governance (Optional): An optional module addressing ethical, compliant, and

responsible Al adoption, covering risk, transparency, and regulatory considerations.

ITIL Management Practices: Introduces the purpose and core concepts of ITIL's 34 management
FE3 practices across General, Service, and Technical categories.

The ITIL Service Value System (SVS): Explains how guiding principles, governance, value chain activities,
FE 4 and continual improvement work together as one integrated framework.

Digital Product and Service Management Concepts: Covers how digital products and services create and
FES deliver value across their lifecycle in fast-changing, technology-driven environments.

The Four Dimensions of Product and Service Management: Ensures holistic service management by
FE6 examining People, Technology, Partners, and Value Streans as interconnected factors.

Continual Improvement Model: Covers the seven-step structured approach for driving and sustaining
&7 organizational improvement over time.
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¢ [TIL Guiding Principles: Introduces the seven universal principles that guide decision-making and
FrRE8 collaboration across any organizational context.
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PR #14
Which statement regarding a partnership relationship is TRUE?

A. It focuses on the operational and tactical levels, not on the strategic level

B. It focuses mainly on operational efficiency and uses standardized contracts
C. It involves bespoke services with a focus on innovation and growth

D. It provides commercial off-the-shelf services for a wide range of consumers

ZR: C

fE R A«

ITIL Version 5 describes partnership as a relationship in which two organizations work closely together to achieve common goals
and objectives. In its comparison of service relationship types, the most collaborative end of the spectrumis associated with
bespoke or custom services, stronger mutual dependency, higher trust, and a shared focus on innovation, growth, and long-term
objectives. The document contrasts this with more basic or transactional relationships, which tend to use standard contracts and
standardized services aimed at broad markets. This makes option D the correct answer. Option A reflects a more basic or
commercially standardized relationship rather than a partnership. Option B is incorrect because partnerships often extend into
strategic alignment, not just operational or tactical coordination. Option C describes mass-market, off-the- shelf service provision,
which ITIL associates with more standardized service relationships, not partnerships.

Because ITIL links partnerships with closer collaboration, shared goals, and often more bespoke arrangements, D is the exact
answer that best fits the official description.

P& #15
Which BEST describes the principle of "keep it simple and practical” ?

A. Solutions should be designed to handle exceptions through rules

B. Add as many steps as possible to ensure every exception is fully controlled

C. Every product should include as many features as possible to handle all exceptions
D. All exceptions must be addressed with unique and detailed processes

BR: A

fE R A«

The correct answer is A. The ITIL guiding principle "keep it simple and practical” states that organizations should always aimto
minimize the number of steps needed to acconplish an objective. ITIL Version 5 recommends applying outcome-based thinking and
eliminating any process, product, service, action, or metric that does not increase value or produce a useful outcome. ITIL also
warns that trying to create a specific solution for every exception often leads to over-complication. Designers should think about
exceptions, but they cannot practically cover them all with detailed procedures. Instead, they should design rules that can handle
exceptions generally. This makes option A the best answer. Options B, C, and D directly contradict the principle because they
encourage too many features, too many unique processes, and too many steps. ITIL emphasizes simplicity, value, autonomy, trust,
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and practical decision-making, especially in complex situations where rigid and overly detailed controls are often ineffective.

il =8 #16
A team is gathering customer feedback and measuring current service response times to understand its existing performance. Which
step of the ITIL Continual Improvement Model does this activity represent?

A. Where do we want to be?
B. Where are we now?

C. What is the vision?

D. Take action

EX: B

it RE S B -

This scenario describes an assessment of the current state, which ITIL places in Step 2 of the Continual Improvement Model:
"Where are we now?" The official text says that success depends on "a shared understanding of the starting point," and that a key
element in this step is a current state assessment. ITIL adds that this may include evaluating existing products and services, user
perception of value, workflows, skills, and available technology. It also says that current state assessments should be performed
through objective measurement whenever possible, and where measurement is limited, organizations can use stakeholder stories and
structured feedback. The question mentions both customer feedback and measured response times, which are exactly the kinds of
inputs ITIL associates with understanding the present baseline.

It is not Step 1, because the team is not defining the vision. It is not Step 3, because they are not yet describing the target state. It is
not "take action," because no improvement implementation is being described. The best and fully verified answer is therefore A.

I8 #17
Which of the following describes a sponsor within a consumer organization?

A. The role that defines the requirements for a service

B. A person or group that has its own functions and authorities
C. A person or group that authorizes a change

D. The role that authorizes the budget for service consumption

ZX: D

SR

The ITIL Version 5 glossary defines sponsor as "the role that authorizes budget for service consumption." This definition directly
matches option D, so D is the correct answer. In service relationships, the sponsor is an important role on the consumer side
because consumption of a service requires fnding approval and organizational commitment. ITIL distinguishes this role from others
mvolved in requirements, decision- making, or operational use. Option A is closer to the definition of an organization or group
structure, not sponsor. Option B refers more to change authorization and would relate to change enablement activities, not consumer
budgeting, Option C sounds more like a customer or business representative who defines needs or requirements, rather than the
sponsor role itself. Because ITIL uses very precise glossary language for the roles in service relationships, the exact match must be
preferred. Therefore, the verified answer is D: the sponsor is the role that authorizes the budget for service consumption.

PRI #18
AnIT support engineer assisting a user in configuring their laptop is an example of which concept?

A. Access to resources
B. Service actions

C. Transfer of goods
D. Sustainability

Z%: B

fE R A«

This is an example of service actions, which makes option B correct. In ITIL, service relationships can involve access to resources,
transfer of goods, and service actions. Service actions are activities performed by the provider, or jointly by provider and consumer,
to help users achieve outcomes. Assisting a user with configuring a laptop clearly involves active support and direct interaction, so it



fits the service actions category. It is not transfer of goods, because the key interaction is not about handing over a physical item. It is
not sustainability, which relates to environmental, social, and economic responsibility. It is also not simply access to resources,
because the engineer is doing more than just granting access. The assistance itself'is the value-creating action in this scenario.
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