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PRI #25
Which is part of the 'focus on value' guiding principle?

A. Identifying activities that can be achieved in smaller iterations
B. Understanding what services help the service consumer

C. Assessing services to identify parts that can be reused

D. Reducing the number of steps in the customer experience
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PRI #26

Which TWO of the following statements are MOST associated with the optimize and automate' guiding principle?
1. It is important to assess which method of commumication is appropriate 'or each type of stakeholder.

2. Conplex systens should be designed with an understanding of how the components' parts are related.

3. Organizations should consider whether technology could improve the eficiency o' manual processes.

4 Tt is important to understand the organization's objectives when assessing the impact of potential improvements.

A.2and 3
B.1and2
C.3and 4
D. 1 and 4
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Explanation

You need to use all of your resources as effectively and efficiently as you can. This means that you should automate wherever you
can, and use people only for tasks that can't be automated. It also means that you need to think carefully about what you can
autormate and about the circumstances where only a person will do; and about simplifying those processes you do decide to
automate to eliminate wasteful or inefficient steps.

You should always optimize the work BEFORE you automate it, as automating something that is inefficient or ineffective may just
result in you doing the wrong thing faster!

https//www.sysaid.comyblog/itil'the- 7- guiding- principles-of-itil-4-practical-advice- to-help- you-make-decisions

i =8 #27
Which is the MOST LIKELY way of resolving major incidents?

A. A support team following detailed procedures for investigating the incident
B. The service desk identifying the cause and a resolution

C. Users establishing a resolution using serf-help

D. A temporary team working together to identity a resolution

ZX: D
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The incident management practice ains to minimize the negative impact of incidents by restoring normal service operation as quickly
as possiblel. A major incident is an incident that has a significant impact or urgency for the business and requires a high level of
coordination and resources to resolve2. The most likely way of resolving major incidents is by forming a temporary team working


https://www.pdfexamdumps.com/ITIL-4-Foundation_valid-braindumps.html

together to identify a resolution, such as a major incident team or a swarming team3. The other statements are not true because:
Users establishing a resolution using self-help: Self-help is an option for users to resolve their own incidents with minimal or no
assistance from the service provider, but it is not suitable for major incidents that require urgent and expert attention3.

The service desk identifying the cause and a resolution: The service desk is responsible for logging, categorizing, prioritizing, and
escalating incidents, but it may not have the skills or authority to identify the cause and a resolution for major incidents that involve
multiple teams or suppliers3.

A support team following detailed procedures for investigating the incident: A support team may follow detailed procedures for
nvestigating the incident, but it may not be able to resolve major incidents that require cross-fimctional collaboration or escalation3.
Reference: ITIL Foundation - ITIL 4 Edition, page 14; ITIL 4 - A Pocket Guide, page 32; ITIL 4 Practice Guide: Incident
Management, page 8.

i 8 #28
Which of'the following statements about 'outcomes' is TRUE?

A. An outcome depends on at least one output to deliver a result

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

ER: A

R RE RS :

An outconre is a result for a stakeholder enabled by one or more outputs1. Outputs are tangble or intangible deliverables of an
activityl. For exanple, a service provider may produce a report (output) that helps a customer make a decision (outcomne)2.
Reference: ITIL Foundation - ITIL 4 Edition, page 3; ITIL 4 - A Pocket Guide, page 13.

R RE #29

What can be described as an operating model for the creating and management of products and services?

A. Governance

B. Guiding principles
C. Practices

D. Service value chain

ZX: D

fRRERR A
Explanation/Reference: https://www.thinkhdi.convlibrary/supportworld/2019/evolution-iti-new-operating-model-itil-4.aspx
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