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E R #54
Which is handled as a service request?

A. A compliment about an IT support team

B. An emergency change to inplement a security patch
C. An investigation to identify the cause of an incident
D. The failure of an IT service

IEf@E: D

B #55
Which is a key element of the 'think and work holistically’ guiding principle?

A. Understanding the methods applicable to complex systens

B. Using technology for standard tasks to give people time for complex activities
C. Eliminating metrics which do not contribute to achieving an objective

D. Assessing which procedures can be re-used when improving a service

EfE: A

R -

No service, practice, process, department, or supplier stands alone. The outputs that the organization delivers to itself, its customers,
and other stakeholders will suffer unless it works in an integrated way to handle its activities as a whole, rather than as separate
parts.

Taking a holistic approach to service management includes establishing an understanding of how all the parts of an organization work
together in an integrated way (remember the four dimensions of service management?), including having an end-to-end visibility of
how demand is captured and translated into outcomes. In a complex system, the alteration of one element can impact others and,
where possible, these impacts need to be identified, analysed and planned for.

To apply this principle successfully, consider this advice:

* Recognize the complexity of the systerms

* Collaboration is key to thinking and working holistically

* Where possible, look for patterns in the needs of and interactions between system elements

* Automation can facilitate working holistically

https//www.bme.comyblogs/itil- guiding-principles/

HM #56
Which is a result of applying the guiding principle 'progress iteratively with feedback'?

A. Understanding the customer's perception of value

B. Standardization of practices and services

C. The ability to discover and respond to failure earlier

D. Understanding the current state and identifying what can be reused

Ef: A
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What is a definition of a service improvement plan (SIP)?

e A. A formal plan to implement improvements to a service or process

¢ B. A formal plan to implement improvements to a customer's business processes

¢ C. An nput from financial management for IT services to service level management, detailing the budget plan
¢ D. An input from availability management to service level management, detailing the service design plan

Ef#: A
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HM #58
Which dimension is MOST concerned with skills, competencies, roles and responsibilities?

¢ A Organizations and people

¢ B. Partners and suppliers

e (. Value streans and processes
Value streams and processes focus mainly on those areas which ensure integration and coordination of various actions and
parts which contribute towards better value creation for the organization. This dimension is more concerned about the way the
organization has organized the activities or processes and how it enables and ensures the value creation across all
stakeholders.
https//www.knowledgehut.com/tutorials/itid- tutorial/itil- four-dimensions-it- service-management

¢ D. Information and technology

Ef#: C
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