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NEW QUESTION # 41
Which statement about the reporting of service outcomes and performance is CORRECT?

¢ A. Customer satisfaction feedback should be mapped to service provider outcomes
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e B. Service performance metrics should be mapped to customer outcomes
¢ (. Return on investment (ROI) should be mapped to customer outcomes
e D. IT component scorecards should be mapped to service provider outcomes

Answer: B

NEW QUESTION # 42
Which is a type of digital transformation?

A. Creating products and services that include digital technology

B. Using an information system to process data and present it to users
C. Using robots to enable new ways of working

D. Converting data from analogue form to digital form

Answer: A

NEW QUESTION # 43

A financial services organization wants to adopt continuous delivery, but regulators require evidence that high- risk changes receive
additional scrutiny before release.

Which is the BEST way to support both rapid delivery and regulatory expectations?

A. Use change models with different controls based on risk
B. Apply the same approval path to every change

C. Reject continuous delivery for all regulated services

D. Delay all releases until a monthly governance meeting

Answer: A

Explanation:

HVIT does not mean removing control. It means applying appropriate control in ways that preserve flow wherever possible. Using
change models with different control paths based on risk is the best answer because it allows low-risk changes to move quickly
while ensuring that high-risk changes receive the scrutiny required by regulation.

A is unnecessarily restrictive. B reduces agility and ignores risk-based thinking, D creates delay and batch risk. Risk-based change
models are much more aligned with modern ITIL thinking and HVIT goals.

Therefore C is the correct answer.

NEW QUESTION # 44
After completing an online training course, the employees of an organization are better equipped to utilize digital systems.
‘Which mid-level goal is supported by this training?

A. Resilient operations
B. Co-created value

C. Fast development

D. Valuable nvestments

Answer: B

NEW QUESTION # 45
Which is often a feature of a service value system for a digitally enabled organization?

A. Detailed processes, procedures, and work instructions

B. Limited interaction between service providers and service consummers
C. Temporary project teans for product or service development

D. Separate value streans for each product and service



Answer: D

Explanation:

Digitally enabled organizations often structure work around products and services, with distinct value streams that support the
creation, delivery, support, and improvement of each ofering, This helps align activities to value and supports faster, more
responsive delivery.

A'is less typical in modem digital operating models, which often emphasize stable, cross-functional product teans rather than
temporary project teans. C is incorrect because digital organizations usually depend on more interaction and feedback, not less. D
may exist where needed, but highly detailed process control is not generally the defining feature of fast digital service value systemns.
B is the best answer because separate value streams for products and services are a common pattern in digitally enabled
organizations. The ITIL 4 practice-guide manual also emphasizes practices contributing to value streans and the service value chain .
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