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P& #57
A customer is 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. Providing information to users about how to contact the service desk
B. Ensuring that user access rights are revoked for all services

C. Identifying and making request for outstanding payments for the service
D. Creating training schedules for users on how to use the service
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Which is an example of results-based measurement and reporting?

A. Measuring and reporting the number of hours worked by service desk employees
B. Measuring and reporting the number of supplier-related interruptions to a service
C. Measuring and reporting the customer satisfaction with closed incidents

D. Measuring and reporting the cost of providing a service to customers and users
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Explanation

Results-based measurement and reporting is a method of measuring and reporting the outcomes and value delivered by products and
services, rather than the activities and outputs involved in their creation and deliveryl2. Results-based measurement and reporting
focuses on the achieverment of objectives and the satisfaction of stakeholders, rather than the consumption of resources and the
completion of tasks12.

An exanmple of results-based measurement and reporting is measuring and reporting the customer satisfaction with closed incidents.
This is because customer satisfaction is an indicator of the value and quality of the incident management practice and the service
provided to the customers. Customer satisfaction reflects the extent to which thecustomers' expectations and needs have been met
by the resolution of the incidents. Customer satisfaction can also influence the customer loyalty, retention, and advocacy for the
service provider34.

The other options are not examples of results-based measurement and reporting, because they measure and report the inputs and
outputs of the service delivery, rather than the outcomes and value. Measuring and reporting the number of hours worked by service
desk enployees, the number of supplier-related interruptions to a service, and the cost of providing a service to custormers and users
are all examples of activity-based or output-based measurement and reporting. These metrics do not indicate the effectiveness or
efficiency of the service delivery, nor the satisfaction or value perceived by the customers and users12.

References: 1: ITIL 4 Create, Deliver and Support, AXELOS, 2019, p. 29-30 2: Measurement and reporting management: ITIL 4
Practice Guide, AXELOS, 2020, p. 5-6 3: ITIL 4 Direct, Plan and Improve, AXELOS,

2019, p. 97-98 4: Reporting on value in service management, AXELOS, 2021, 3
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What is the MOST LIKELY reason for an organization to delay a transformation to high velocity?

A. The organization needs to maintain high levels of mformation security
B. The organization needs high levels of IT service availability

C. The organization is not ready for a cultural change

D. The organization is facing rapidly changing customer needs
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Explanation

The most likely reason for an organization to delay a transformation to high velocity is that the organization is not ready for a cultural
change. High velocity IT requires a significant shift in the mindset, values, and behaviors of the organization and its people, as well as
the adoption of new ways of working, such as agile, lean, and DevOps. These changes can be challenging and disruptive for some
organizations, especially those that have a traditional, hierarchical, or siloed culture. Therefore, the organization may need to assess
its readiness and willingness for a cultural change before embarking on a transformation to high velocity IT. This reason is supported
by the following references:

ITIL 4 Specialist: High-velocity IT explores the ways in which digital organizations and digital operating models function in high
velocity environments1 ITIL 4 High-velocity IT: the digital enterprise2 ITIL4 Specialist: High Velocity IT3

P& #60
What is the MOST LIKELY reason for an organization to delay a transformation to high velocity?

A. The organization needs to maintain high levels of information security
B. The organization needs high levels of IT service availability

C. The organization is not ready for a cultural change

D. The organization is facing rapidly changing customer needs
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‘Which guiding principle would help the MOST in breaking down silos and elimating conflicting goals?

ER:

A. Optimize and autormate

B. Collaborate and promote visibility
C. Start where you are

D. Progress iteratively with feedback

B
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