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HE #67

A mobile app development company has implemented a new strategy in its software development process. Instead of large,
infrequent updates, it now releases smaller updates every two weeks. These updates are shaped by regular user reviews and
suggestions, which the company actively seeks and incorporates into each new version. Which guiding principle is this approach
MOST closely aligned with?

A. Focus on value

B. Think and work holistically

C. Progress iteratively with feedback
D. Optimize and automate
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EE #68

At xyz organisation, five specialized departments Incident Management, Change Enablement, Release Management, Service Desk
and Problem Management work with separate tools, processes and KPIs. Requests often stall at each handover, visibility is
fragmented, and accountability is unclear. Leadership wants to reorganize around value streans to elimmnate these barriers. Which
ONE organizational approach will best align with ITIL 4 recommendations and break down functional silos?

e A Centralize specialist skills into a single center of excellence to drive deep expertise
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¢ B. Minimize handover points by assigning end-to-end ownership to existing departments
¢ (. Strengthen hierarchical governance to enforce stringent SLAs between teans
¢ D. Form cross-functional, product-focused teans responsible for all stages of the service lifecycleright

HE: D

Y.

ITIL 4 emphasizes organizing around products or services rather than functions. Cross-functional, product-focused teans bring
together all necessary roles-design, build, operate and improve- within a single unit. This reduces handoffs, fosters shared goals,
improves Vvisibility and accelerates value delivery.

HEE #69
How should roles and competencies be managed to adapt to rapid technological changes and market demands?

A. By making it easier for employees to focus on one role

B. By continually adapting roles to evolving organizational requirements
C. By focusing on increasing employees' technical experience

D. By creating career paths dedicated to single technologies
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EE #70

A global IT service provider is migrating several mission-critical legacy applications to a cloud- native platform while its support team
struggles with a growing backlog of incident and service requests. Development, operations, and support each maintain separate
work queues, resulting in duplicated effort, handover delays, and unclear task priorities. As the Service Delivery Lead, which ONE
of the following actions would MOST effectively coordinate and prioritize work across all teans to ensure smooth migration and
timely support?

A. Conduct a detailed value stream mapping exercise to identify end-to-end process bottlenecks and handover delays

B. Implement a RACI matrix for all migration and support activities to clarify roles, responsibilities, and approval authorities
C. Establish a single, cross-functional Kanban board with work-m-progress (WIP) limits applied across development,
operations, and support streamsright

e D. Prioritize support tickets and migration tasks strictly according to their arrival time to ensure fairness

HE. C

M.

A unified Kanban board with WIP limits visualizes all ncoming work, highlights nterteam dependencies, enforces flow control, and
prevents any one queue from becoming overloaded.

This approach drives collaboration, reduces handover delays, and makes prioritization transparent across development, operations,
and support.

AE#7

An organization has found that a significant amount of rework is required, because tickets are escalated from the service desk team
to higher tiers of support. This rework causes delays and results in recurring incidents as service desk agents rarely see how incidents
are resolved. Which approach can be used to reduce this rework and its consequences?

A. Train agents to capture the information required by each support team
B. Use swarming to improve collaboration and validate information

C. Limit the use of'tickets to major and high-priority incidents

D. Validate the data, when tickets are being created by service desk agents
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