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HE#79
Which BEST describes the primary role of a governing body?

¢ A To establish and regularly review the effectiveness of risk management and internal controls
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¢ B. To develop and regularly review IT measures and metrics
¢ C. To annually review and approval of IT projects to maximize business value
¢ D. To establish and regularly review the goals cascade throughout the organization
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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 performs. 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 function 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 Responsbilities in ITIL and ITSM | ITIL 4 Role Types3

R #80
A customer s retiring a service and has terminated the contract for the service with the service provider. The service provider will
continue to deliver other services to the customer. Which should the service provider include in the plans to off board the service?

A. Ensuring that user access rights are revoked for all services

B. Identifying and making request for outstanding payments for the service
C. Providing information to users about how to contact the service desk
D. Creating training schedules for users on how to use the service
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Explanation

The correct answer is D. Identifying and making request for outstanding payments for the service. This is because the service
provider should ensure that the financial obligations of the customer are fulfilled before the service is terminated. The service provider
should also update the billing and accounting records, and close any open invoices or disputes related to the servicel2.

A: Ensuring that user access rights are revoked for all services is not the correct answer, because the service provider should only
revoke the user access rights for the service that is being retired, not for all services. The service provider should also ensure that the
customer data and assets related to the service are securely deleted or transferred, and that the service provider staff are reassigned
or released12.

B: Providing information to users about how to contact the service desk is not the correct answer, because the service desk is not
relevant for the service that is being retired. The service provider should provide information to users about how to access alternative
or replacement services, if any, and how to provide feedback or complaints about the service retirement process12.

C: Creating training schedules for users on how to use the service is not the correct answer, because the service is being retired, not
mtroduced. The service provider should not nvest any resources or efforts in training users on how to use a service that will no
longer be available. The service provider should mstead focus on communicatingthe service retirement plan and timeline, and
managing the expectations and emotions of the users12. References:

ITIL 4 Managing Professional Transition Module Sample Paper - English, page 10, question 3, answer D ITIL 4 Managing
Professional Transition Module Candidate Syllabus - English, page 11, learning outcome 1.5

HR #81

An organization supports the users of its services using a tiered structure. There are many specialists in the second- and third-line
resolution teams who have worked for the organization for a long time. The organization is in the process of deploying many changes
to services. This is likely to result in a large number of complex incidents. In addition, there are long backlogs of work for the second
and third-line resolution teams to complete.

Which is the BEST approach or technique to resolve this situation?



A. Swarming

B. An information model

C. Machine learning

D. Service integration and management

EfE: A
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Swarming is a technique to more effectively resolve complicated and complex issues, which typically require more than one person
or group to complete an activity effectivelyl. Swarming involves stakeholders working together to resolve the issue, rather than
escalating it through a tiered structure?. Swarming can reduce the time to resolution, improve the customer experience, and enhance
the knowledge sharing and collaboration among the support teams3. Swarming is also a concept used in Agile and DevOps
methodologies, which are part of the ITIL 4 framework4.

Service integration and management (SIAM) is a management methodology that can help coordinate multiple service providers and
ensure consistent and seamless service delivery to the customers. However, SIAM is not a technique to resolve complex incidents
within an organization, but rather a way to manage the relationships and interactions among different service providers.

Machine learning is a branch of artificial intelligence that enables systens to learn from data and improve their performance without
explictt programming, Machine learning can help automate some aspects of service management, such as incident classification,
routing, and resolution. However, machine learning is not a technique to resolve complex incidents that require human intervention
and collaboration.

An information model is a representation of concepts, relationships, constraints, rules, and operations to specify the semantics of
something. An information model can help define and structure the data and information used in service management, such as
configuration items, incidents, problemns, changes, etc.

However, an information model is not a technique to resolve complex incidents, but rather a way to organize and manage the
information.

Therefore, the best approach or technique to resolve the situation described in the question is swarming.

1: ITIL 4 Foundation, page 77 2: ITIL 4 & swarming - finding the right people & process | Axelos 3:

Swarming vs Tiered Support Models Explained - BMC Software 4: ITIL 4 Specialist: Create, Deliver and Support, page 33 : ITIL
4 Foundation, page 81 : ITIL 4 Specialist: High- Velocity IT, page 36 : ITIL 4 Specialist: High- Velocity IT, page 37 : TTIL 4
Foundation, page 83 : ITIL 4 Specialist: Create, Deliver and Support, page 35

A #82
‘Which practice requires skills such as empathy and emotional intelligence?

¢ A. Continual improvement

¢ B. Service request management
e C. Service desk

¢ D. Problem management

EfE: C
TR
Comprehensive Explanation:

The Service Desk is the single point of contact for users and must:

* Communicate effectively

* Show empathy

* Understand the user's emotional state

* Provide reassurance and support

ITIL emphasizes people skills as essential for service desk interaction.

H #83
‘Which high velocity IT objective considers an organization's ability to continue providing business services when disruptive events

affect its digital products?

A. Valuable investments
B. Resilient operations
C. Fast development

D. Assured conformance
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Explanation

Resilient operations is the high velocity IT objective that considers an organization's ability to continue providing business services
when disruptive events affect its digital products. Resilient operations ensure the availability, reliability, and performance of the digital
products and services, as well as the ability to recover quickly from failures and incidents. Resilient operations also nvolve proactive
practices such as technical debt management, chaos engineering, and site reliability engineering, which aim to improve the quality and
resilience of the digital solutions. References:

ITIL 4 High-velocity IT (HVIT) - Your companion to the ITIL 4 Managing Professional HVIT certification, Chapter 7: Ensuring
resilient operations ITIL 4 Specialist: High- Velocity IT Training, Course Outline, Module 2: The digital product lifecycle
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