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Question 1
Question Type: MultipleChoice

Which of the following is an input to the 'user query handling' process?

Options:
A- Improvement initiatives
B- Categorized user queries
C- Recorded and categorized user queries
D- Guidelines and procedures for triage

Answer:
C

Explanation:
In the 'user query handling' process, the input that initiates the process is recorded and categorized
user queries. Once queries from users are logged and properly categorized, they can be processed
according to the guidelines and procedures in place.

Categorized user queries are an essential input because they allow the system to triage and direct
them to the appropriate resources or resolutions.

Improvement initiatives and guidelines for triage are not direct inputs but rather supportive
components or outputs used for process enhancement and decision-making during query handling.

Question 2
Question Type: MultipleChoice

An organization is designing a value stream for restoring service to users.

At which step in value stream mapping should the user touchpoints be identified?

Options:
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A- Identify the scope of the values stream analysis
B- Reflect on the value stream map
C- Create a 'to be' value stream map
D- Define the purpose of the value stream from the business standpoint

Answer:
A

Explanation:
In value stream mapping, user touchpoints are identified when the scope of the value stream analysis
is being defined. This initial step is critical because it outlines the start and end points of the value
stream and helps identify all key interactions, including those where users engage with the service.

Defining the scope ensures that all critical user interactions (touchpoints) are identified and included
in the analysis, which is essential for ensuring the value stream meets user needs efficiently.

Other steps like creating a 'to be' value stream map and reflecting on the value stream map come
later in the process and focus more on optimization and future state mapping.

Question 3
Question Type: MultipleChoice

Which of the following automation tolls will help to integrate service desk with other practice in the
service provider's value streams?

Options:
A- Survey tools
B- Workflow management tools
C- Reporting tools
D- Work prioritization tools

Answer:
B

Explanation:
Workflow management tools help integrate the service desk with other practices in the service
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provider's value streams by automating and managing the flow of tasks and information across
different ITIL practices. These tools ensure that incidents, service requests, and changes flow
seamlessly between the service desk and other functions such as incident management, problem
management, and change enablement.

Workflow management tools ensure that tasks are assigned, monitored, and completed efficiently,
promoting integration between service desk operations and other processes within the organization's
service value system.

Survey tools and reporting tools are used for gathering feedback and generating insights, but they
don't actively manage or integrate workflows between practices.

Work prioritization tools assist in task prioritization but don't facilitate integration between different
practices in the value stream.

Question 4
Question Type: MultipleChoice

Which of the following describes the purpose of the service desk practice desk practice?

Options:
A- To ensure that the demand tor incident resolution and service requests is captured
B- To minimize the negative impact of incidents by restoring normal service operation as quickly
possible
C- To reduce the likelihood and impact of incidents by Identifying, actual and potential causes of
incidents
D- To systematically observe services and service components, and record and report selected
changes of state

Answer:
A

Explanation:
The primary purpose of the service desk practice, according to ITIL 4, is to capture demand for
incident resolution and service requests. The service desk acts as the communication point for IT
users, ensuring that their issues and requests are recorded and handled. This function is critical for
maintaining service quality and efficiency, as it allows the organization to quickly respond to incidents
and ensure user needs are met.
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Option B describes the purpose of incident management, not the service desk.

Option C refers to problem management, which focuses on identifying and reducing potential causes
of incidents.

Option D describes monitoring and event management, which involves systematically observing
services and components.

Question 5
Question Type: MultipleChoice

How can partners and suppliers support the service desk practice?

Options:
A- By providing change enablement tools
B- By providing trained resources to work in service desk teams
C- By outsourcing the development of II services
D- By providing consultancy on how to customize the IT services

Answer:
B

Explanation:
The service desk practice in ITIL 4 is the single point of contact between the service provider and the
users, focusing on incident resolution and service request management. Partners and suppliers can
support this practice by providing trained resources to work in service desk teams. This aligns with the
''Partners and Suppliers'' dimension of service management, which emphasizes that external
organizations can supply expertise, resources, or technology that help the service provider meet its
objectives.

ITIL encourages collaboration with external partners when the internal organization lacks the
necessary resources or expertise. Providing trained resources enhances the service desk's ability to
efficiently resolve incidents and handle requests, ensuring continuity and service quality.

Other options, such as providing change enablement tools or outsourcing IT services, do not directly
support the service desk in its role of handling incidents and requests.

https://prepbolt.com/


https://prepbolt.com/

Thank You for trying ITIL-4-Specialist-
Monitor-Support-Fulfil PDF Demo

To try our ITIL-4-Specialist-Monitor-Support-Fulfil
practice exam software visit link below

https://prepbolt.com/ITIL-4-Specialist-Monitor-Support-Fulfil.html

Start Your ITIL-4-Specialist-Monitor-
Support-Fulfil Preparation

Use Coupon “SAVE50” for extra 50% discount on the purchase of
Practice Test Software. Test your ITIL-4-Specialist-Monitor-Support-

Fulfil preparation with actual exam questions.

https://prepbolt.com/ITIL-4-Specialist-Monitor-Support-Fulfil.html
https://prepbolt.com/

