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QUESTION 896 
What can be described as an operating model for the creation and management of products and services? 
 

A. Governance 

B. Service value chain 

C. Guiding principles 

D. Practices 

 
Answer: B 
 
QUESTION 897 
Which activity is part of the 'continual improvement' practice? 
 

A. Handling compliments and complaints from users to identify improvements 

B. Improving relationships with and between stakeholders 

C. Prioritizing nd reating business cases for improvement initiatives 

D. Identifying the cause of unplanned interruptions to service 

 
Answer: C 
 
QUESTION 898 
Which is a low risk change that has been pre-approved so that no additional authorization is needed? 
 

A. A standard change 

B. A change model 

C. An emergency change 

D. A normal change 

 
Answer: A 
 
QUESTION 899 
Which describes the 'plan' value chain activity? 
 

A. It ensures a shared understanding of the current status and vision for all products and services 
across the organization 

B. It ensures that services are delivered and supported according to agreed specifications and 
stakeholders expectations 

C. It ensures that service components are available when and where they are needed, and meet 
agreed specifications 

D. It ensures continual improvement of products, services, and practices across all value chain 
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activities 

 
Answer: A 
 
QUESTION 900 
Which phase of problem management includes analysing incidents to look for patterns and trends? 
 

A. Problem identification 

B. Problem control 

C. Error control 

D. Post-implementation review 

 
Answer: A 
 
QUESTION 901 
Which statement about the 'optimize and automate' guiding principle is CORRECT? 
 

A. Activities should be automated before they are optimized 

B. Automation is best applied to non-standard tasks 

C. Technology eliminates the need for human intervention 

D. Automation frees human resources for more complex activities 

 
Answer: C 
 
QUESTION 902 
What is defined as any financially valuable component that can contribute to the delivery of a service? 
 

A. Configuration item 

B. Product 

C. IT asset 

D. Event 

 
Answer: C 
 
QUESTION 903 
Which MOST helps an organization adapt ITIL concepts so that they apply to the organization's specific 
circumstances? 
 

A. Continual improvement 

B. Service value chain 

C. Practices 

D. Guiding principles 

 
Answer: A 
 
QUESTION 904 
What is the MAIN benefit of 'problem management'? 
 

A. Restoring normal service as quickly as possible 

B. Reducing the number and impact of incidents 

C. Maximizing the number of successful changes 

D. Managing workarou ds and known errors 

 
Answer: D 
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QUESTION 905 
Which guiding principle discourages 'silo activity'? 
 

A. Focus on value 

B. Start where you are 

C. Collaborate and promote visibility 

D. Keep it simple and practical 

 
Answer: C 
 
QUESTION 906 
Which practice facilitates operational communication between the service provider organization and users in the service 
consumer organization? 
 

A. Service level management 

B. Relationship management 

C. Service desk 

D. Monitoring and event management 

 
Answer: C 
 
QUESTION 907 
Which dimension considers the application of artificial intelligence to service management? 
 

A. Organizations and people 

B. Information and technology 

C. Partners and suppliers 

D. Value streams and processes 

 
Answer: B 
 
QUESTION 908 
Which type of change is MOST LIKELY to be initiated as part of the 'service request management' practice? 
 

A. A normal change 

B. An emergency change 

C. A standard change 

D. A change model 

 
Answer: C 
 
QUESTION 909 
Which benefit is MOST aligned with the guiding principle 'progress iteratively with feedback'? 
 

A. Service providers are able to respond more quickly to customer needs 

B. Bottlenecks in the service provider's workflow are identified. 

C. The complexities of the service provider's IT systems are identified. 

D. The service provider gains a better understanding of the customer experience. 

 
Answer: A 
 
QUESTION 910 
Which costs are included in the value proposition of a service? 
 

A. Additional expense that the service consumer has because they are using the service 
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B. Money that the service consumer no longer needs to spend because they are using the service 

C. Tangible or intangible results for the service consumer because they are using the service 

D. The benefits, usefulness. and importance of the service that are perceived by the service 
consumer 

 
Answer: D 
 
QUESTION 911 
Which practice provides a communications point for users to report operational issues, queries and requests? 
 

A. Incident management 

B. Continual improvement 

C. Service desk 

D. Relationship management 

 
Answer: C 
Explanation: 
The purpose o the service desk practice is to capture demand for incident resolution and service requests. It should 
also be the entry point and single point of contact for the service provider with all of its user It provides a clear path for 
users to report issues, queries, and requests, and have them acknowledged, classified, owned, and actioned. 
https://www.bmc.com/blogs/itil-service-desk/ 
 
QUESTION 912 
Which BEST describes the purpose of the 'improve' value chain activity? 
 

A. To organize a major improvement initiative into several smaller initiatives 

B. To make new and improved services and features available for use 

C. To ensure a shared understanding of the vision and improvement direction for all products and 
services 

D. To continually improve all products and services across all value chain activities 

 
Answer: D 
Explanation: 
"The purpose of the improve value chain activity is to ensure continual improvement of products, services, and 
practices across all value chain activities and the four dimensions of service management." 
 
QUESTION 913 
Identify the missing word in the following sentence. A [?] is the addition, modification, or removal of anything that could 
have a direct or indirect effect on services 
 

A. problem 

B. risk 

C. change 

D. configuration item 

 
Answer: C 
 
QUESTION 914 
Which dimension is MOST concerned with skills, competencies, roles and responsibilities? 
 

A. Organizations and people 

B. Information and technology 

C. Partners and suppliers 

D. Value streams and processes 

 
Answer: D 

https://www.braindump2go.com/
https://www.braindump2go.com/itilfndv4.html
https://www.braindump2go.com/itilfndv4.html
https://www.braindump2go.com/itilfndv4.html
https://www.braindump2go.com/itilfndv4.html
https://www.braindump2go.com/itilfndv4.html
https://www.braindump2go.com/


Braindump2go  Guarantee All Exams 100% Pass One Time! 

 ITILFNDv4 Exam Dumps  ITILFNDv4 Exam Questions   ITILFNDv4 PDF Dumps   ITILFNDv4 VCE Dumps 

https://www.braindump2go.com/itilfndv4.html 

Explanation: 
Value streams and processes focus mainly on those areas which ensure integration and coordination of various actions 
and parts which contribute towards better value creation for the organization. This dimension is more concerned about 
the way the organization has organized the activities or processes and how it enables and ensures the value creation 
across all stakeholders. https://www.knowledgehut.com/tutorials/itil4-tutorial/itil-four-dimensions-it-service-management 
 
QUESTION 915 
Which practice improves customer and user satisfaction by reducing the negative impact of service interruptions? 
 

A. Service request management 

B. Service level management 

C. Incident management 

D. Change management 

 
Answer: C 
Explanation: 
The purpose of incident management is to minimize the negative impact of incidents by restoring normal service 
operation as quickly as possible. Incident management can have an enormous impact on customer and user 
satisfaction, and the perception of those stakeholders of the service provider. 
https://www.bmc.com/blogs/itil-incident-management/ 
 
QUESTION 916 
Which of the four dimensions include, the knowledge bases needed to deliver and manage services? 
 

A. Organizations and people 

B. Information and technology 

C. Partners and suppliers 

D. Value streams and processes 

 
Answer: B 
Explanation: 
This includes the information and echnology needed to deliver services (servers, storage, networks, databases, etc.) as 
well as the information and technology needed to manage those services (ITSM tools, knowledge bases, configuration 
information, etc.). 
https://www.sysaid com/blog/entry/everything-you-officially-need-to-know-about-itil-4 
 
QUESTION 917 
Which statement about the 'continual improvement model' is CORRECT? 
 

A. Organizations should work through the steps of the model in the sequence in which they are 
presented 

B. The low of the model helps organizations to link improvements to its goals 

C. The model is applicable to only certain parts of the service value system 

D. Organizations should use an additional model or method to link improvements to customer value 

 
Answer: A 
 
QUESTION 918 
Which describes a CORRECT approach to change authorization? 
 

A. Changes included in the change schedule are pre-authorized and do not need additional 
authorization 

B. formal changes should be assessed and authorized before they are deployed 

C. Emergency changes should be authorized by as many people as possible to reduce risk 

D. formal changes are typically implemented as service requests and authorized by the service desk 
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Answer: B 
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