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HAE #57
Which of the following statements about 'outcomes' is TRUE?

A. The delivery of products to a stakeholder is enabled by outcomes

B. Outcomes provide assurance to stakeholders regarding the performance of a service
C. The level of expenses regarding a technology for a service is defined by an outcome
D. An outcome depends on at least one output to deliver a result
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Comprehensive and Detailed Explanation From Exact Extract of ITIL 4 Managing Professional Transition:
InITIL 4, an outcone is defined as:

"A result for a stakeholder enabled by one or more outputs."

Key points:

* Outcomes depend on outputs - outputs are the deliverables, outcomes are the results enabled by them
* Option A is reversed; outcomes do not enable delivery of products.

* Option B refers to costs, not outcomes.

* Option D describes warranty, not outcomes.

Therefore, Option C is the accurate ITIL 4 definition.

EHE #58
An organization is implementing new technology that will significantly improve how they interact with their customers.
Which term BEST describes this situation?

A. IT transformation
B. High velocity IT
C. Digital transformation

D. Digital organization
qH: C
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Explanation

Digital transformation is the process of using digital technologies to create new or modify existing business processes, culture, and
customer experiences to meet changing business and market requirements1. It is not just about implementing new technology, but
also about changing the way an organization operates and delivers value to its customers. High velocity IT is one of the four
dimensions of service management in ITIL

4, which refers to the rapid delivery and operation of IT-enabled products and services that can continuously evolve2. Digital
organization and IT transformation are not specific terms defined in ITIL 4, but they could be related to digital transformation in
some contexts. References:

ITIL 4 and Digital Transformation

[ITIL 4 Foundation: High Velocity IT]

HE#59
Which practice guarantees that users have a range of access channels to choose from to report problems?

A. Incident management

B. Service level management
C. Service desk

D. Change enablement
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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.



EE #60
‘Which high velocity IT objective considers an organization's ability to continue providing business services when disruptive events
affect its digital products?

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

D. Assured conformance

HE: A
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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 mvolve 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

EAE #ol
Which BEST describes the primary role of a governing body?

A. To develop and regularly review I'T measures and metrics

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

C. To establish and regularly review the effectiveness of risk management and internal controls
D. To annually review and approval of IT projects to maximize business value

2
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According to ITIL 4, the primary role ofa 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 Responsibilities in ITIL and ITSM | ITIL 4 Role Types3
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