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QUESTION 1

A company has begun a new global line of business that has changed how IT supports the new systems. Recognizing
the urgent need for two-way communication on the required changes, IT managers are trying to find better ways to
obtain feedback than a standing agenda at staff meetings. 

Which describes the BEST approach for establishing effective feedback channels? 

A. Research how individual teams communicate internally and use the most popular collaboration tools to collect
feedback 

B. Establish office hours where staff are encouraged to drop by without appointments and discuss any concerns they
have 

C. Initiate a project to select and implement a collaboration tool to facilitate two-way communication with staff 

D. Publish a printed weekly newsletter that clearly and consistently communicates change 

Correct Answer: C 

 

QUESTION 2

Which can act as an operating model for an organization? 

A. The four dimensions of service management 

B. The service value chain 

C. The ITIL guiding principles 

D. Continual improvement 

Correct Answer: B 

 

QUESTION 3

A legacy financial system requires the user to manually enter the time and date of the transaction to meet regulatory
requirements. A recent internal audit has shown that these fields are often blank. Which are effective controls that could
improve compliance? 

1.

 Modify the application to automatically add the current time and date when transaction is entered 

2.

 Establish a communication plan to remind users of the importance of time and date on transactions 

3.

 Develop a goals cascade so all staff know their role in achieving company goals 
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4.

 Create a report showing non-compliant records and take action to correct 

A. 1 and 2 

B. 2 and 3 

C. 3 and 4 

D. 1 and 4 

Correct Answer: C 

 

QUESTION 4

An organization with established processes for managing incidents, changes, and problems, receives a high volume of
calls from users complaining that their issues are not being resolved efficiently. 

What is the FIRST step the organization should take to start to improve the situation? 

A. Use value stream mapping to help understand the end-to-end flow of user support 

B. Encourage teams to collaborate so they can focus on value for users 

C. Improve the integration of tools to ensure there are no gaps between processes 

D. Review skills and competencies of user support staff to ensure they have the required capability 

Correct Answer: A 

 

QUESTION 5

Information that is needed to resolve problems is difficult to obtain because IT staff are worried that they will be blamed
for mistakes. 

Which concept can MOST help to resolve this? 

A. Safety culture 

B. Design thinking 

C. Valuable investments 

D. Agile 

Correct Answer: A 
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