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68. Frage

An organization with established processes for managing incidents, changes, and problemns, receives a high volume of calls from
users complaining that their issues are not being resolved efficiently. What is the FIRST step the organization should take to start to
improve the situation?

A. Review skills and competencies of user support staff to ensure they have the required capability
B. Use value stream mapping to help understand the end-to-end flow of user support

C. Inprove the integration of tools to ensure there are no gaps between processes

D. Encourage teans to collaborate so they can focus on value of users

Antwort: B

Begrindung;

Value stream mapping is a technique that helps to understand the end-to-end flow of user support, from the demand to the value
delivery. It is a tool that features in ITIL 4 Specialist: Create, Deliver and Support. Value stream mapping can help to identify the
steps, activities, roles, responsibilities, tools, and outcomes involved in the user support process. It can also help to identify the value,
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waste, and opportunities for improvement in each step. Value stream mapping can help the organization to optimize the user support
process and enhance the customer experience. Therefore, using value stream mapping is the first step the organization should take to
start to improve the situation. The other options are not the first steps, but they could be considered after the value stream mapping is
done. Reviewing skills and competencies of user support staff, improving the integration of tools, and encouraging teams to
collaborate are all possible actions that could result from the value stream mapping analysis, but they are not the first step to
understand the problemand the current state of the user support process. References:

* ITIL 4 & swarming - finding the right people & process | Axelos1

* Swarming vs Tiered Support Models Explained - BMC Softwarel

* What ITSM Practitioners Need to Know About Value Stream Mapping?

69. Frage
‘Which BEST describes the primary role of a governing body?

A. To establish and regularly review the goals cascade throughout the organization

B. To annually review and approval of IT projects to maximize business value

C. To establish and regularly review the effectiveness of risk management and internal controls
D. To develop and regularly review IT measures and metrics

Antwort: A

Begrindung;

Explanation

According to ITIL 4, the primary role of a governing body is to evaluate, direct, and monitor the organization's activities, including its
service management. One of the key activities of the governing body is to establish and regularly review the goals cascade
throughout the organization, which is a mechanism to align the objectives and activities of different levels of the organization with the
overall vision and mission. The goals cascade helps to ensure that the organization is delivering value to its stakeholders and
customers, and that the service management practices are aligned with the strategic direction and governance framework.

Therefore, the best answer is A. To establish and regularly review the goals cascade throughout the organization. The other options
are not the primary role of a governing body, but rather some of the possible activities or responsibilities that the governing body may
delegate or oversee. For example, option B. To develop and regularly review IT measures and metrics, may be part of the
monitoring activity of the governing body, but it is not the main purpose of its role. Option C. To annually review and approval of IT
projects to maximize business value, may be part of the directing activity of the governing body, but it is not the only or the most
frequent task that it perforns. Option D. To establish and regularly review the effectiveness of risk management and internal controls,
may be part of the evaluating activity of the governing body, but it is not the core fimction of its role. References:

Chapter 9: The SVS: Governance - ITIL 4 Essentials: Your essential ...1 Building governance, risk and compliance with ITIL 4 |
Axelos2 Roles and Responsibilities in ITIL and ITSM | ITIL 4 Role Types3

70. Frage
‘When an organization has initiated an IT transformation project, which 'organizational change management' activity should it carry out
FIRST?

A. Create a clear picture of what is changing and why it is valuable

B. Develop a value stream map of the desired future changes

C. Create corrective action plans for staff who are resistant to the change
D. Commumicate areas of waste that can be eliminated

Antwort: A

Begriindung;

Explanation

The correct answer is A because creating a clear picture of what is changing and why it is valuable is the first step in organizational
change management. Organizational change management is the practice of ensuring that changes are effectively and smoothly
implemented, and that the lasting benefits of change are achieved.

Creating a clear picture of the change nvolves defining the vision, scope, objectives, and benefits of the change, and commumnicating
themto the stakeholders. This helps to create a sense of urgency, alignment, and commitment for the change, and to overcome
resistance and ambiguity.

The other options are not correct because they are not the first activity in organizational change management.

Developing a value stream map of the desired future changes (option B) is a useful technique to identify and optimize the flow of
value, but it is not the first activity. It requires a clear understanding of the change and its value proposition, which is established in



option A. Creating corrective action plans for staff who are resistant to the change (option C) is a reactive and punitive approach to
change management, which can create more resentment and distrust. It is not the first activity, nor the best practice, in organizational
change management.

Communicating areas of waste that can be elimmnated (option D) is a part of the lean approach to service management, which ains to
optimize value by reducing waste and inefficiencies. However, it is not the first activity in organizational change management, as it
does not address the vision, scope, objectives, and benefits of the change, which are essential for creating a clear picture of the
change.

References:

ITIL 4 Managing Professional Transition Module Sample Paper - English, Question 3, Page 5 ITIL 4 Managing Professional:
Transition Module | Axelos, Section "What is the ITIL 4 Managing Professional Transition Module?", Paragraph 3 ITIL 4 Managing
Professional Transition Course Online - Simplilearn, Section "Course Overview", Paragraph 2

[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.1, Page 146

[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.2, Page 147

[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.3, Page 148

[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.4, Page 149

[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.5, Page 150

[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.6, Page 151
[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.7, Page 152
[ITIL 4 Foundation: ITIL 4 Edition], Chapter 7, Section 7.2.8, Page 153

71. Frage
A software development team makes many hundreds of small changes every week.
Who can BEST make the decision of whether to accept each change?

A. The IT change manager

B. The other members of the software development team
C. The sponsor in the service consumer organization

D. The software development manager

Antwort: B

Begrindung;

Explanation

According to ITIL 4, change enablement is the practice of ensuring that risks are properly assessed, authorizing changes to proceed,
and managing a change schedule in order to maximize the number of successful IT changes. ITIL 4 recognizes that changes can vary
in size, complexity, and risk, and therefore proposes different types of changes that require different levels of authorization and
control. One of'these types is standard change, which is a low-risk, pre-authorized change that is well understood and follows an
agreed procedure. Standard changes are typically delegated to the service provider or the service consumer, depending on the
nature of the change. For exanple, a software development team that makes many hundreds of small changes every week can be
authorized to approve and implement these changes themselves, as long as they follow the agreed change model and comply with the
relevant policies and standards. This way, the software development team can benefit from faster and more efficient change delivery,
while mnimizing the overhead and bureaucracy of the change enablement process. Therefore, the best answer is D. The other
members of the software development team, as they can act as the change authority for standard changes within their scope of work.
References:

ITIL 4 Change Management Process | Blog | Digital.ail

ITIL 4's Move from Change Management to Change Enablement2

72. Frage
Which practice guarantees that users have a range of access channels to choose fromto report problens?

A. Change enablement

B. Incident management

C. Service desk

D. Service level management

Antwort: C

Begriindung;
Comprehensive Explanation:



The Service Desk is responsible for:

* Providing a single point of contact

* Ensuring users can reach support via multiple channels, such as:

* Phone

* Email

* Web portals

* Chatbots

* Self-service

This ensures users have multiple ways to report issues and seek help.
Thus, Option A is correct.
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