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Question 1

Question Type: MultipleChoice

An organization is encouraging its staff to work from home instead of the office. This has caused
changes to how and

when users access services.

Which aspect of 'managing demand and opportunities' would provide a better understanding of this
situation?

Options:

A- Introducing component capacity management
B- Introducing differential charging

C- Building a customer business case

D- Analysing patterns of business activity

Answer:
D

Explanation:

The aspect of 'managing demand and opportunities' that would provide a better understanding of
changes in how and when users access services due to working from home is 'Analysing patterns of
business activity.' ITIL 4 explains that understanding patterns of business activity (PBA) helps in
predicting demand for services and ensuring that resources are allocated appropriately to meet the
varying needs of users.

Question 2

Question Type: MultipleChoice

A service provider is launching a new service. What is an appropriate method to encourage the
demand for this service?
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Options:

A- Introduce a freeze period before the deadline.
B- Add a cancellation fee to the order.

C- Set an early-bird price.

D- Increase the overall price of the service.

Answer:
C

Explanation:

to create incentives that encourage early adoption and generate demand. An early-bird pricing
strategy is particularly effective in this context.

Early-Bird Price:

Setting an early-bird price provides a discount or special pricing for those who sign up or purchase the
service early. This strategy creates a sense of urgency and encourages early adoption, which can help
in gaining initial traction for the service.

Incorrect Options:

A: Introducing a freeze period before the deadline can create urgency but might also cause frustration
if customers feel pressured.

B: Adding a cancellation fee could discourage customers rather than encourage demand, as it adds a
potential cost burden.

D: Increasing the overall price generally decreases demand rather than encouraging it, especially for
new services.

Conclusion: The most appropriate method to encourage demand for a new service is to set an early-
bird price, making option C the correct answer.

Question 3

Question Type: MultipleChoice

A service provider is losing its customers at a rapid pace. The Service Manager wants to understand
the reason and asks to draw out the customer journey for this. Why is this a good idea?
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Options:

A- The service provider will be able to get optimal value out of the service it is delivering.

B- The customer's risks will be removed when using the service.

C- The service provider will be able to identify and understand specific customer's behavior and
outcomes.

D- The customer will have cheaper services because of the customer journey.

Answer:
C

Explanation:

Drawing out the customer journey is essential in this scenario because it allows the service provider to
analyze and understand the specific behaviors and outcomes that are leading to customer attrition.
The customer journey map provides a visual representation of the entire customer experience, from
initial engagement to the end of their interaction with the service. This process helps in identifying
pain points, unmet needs, and areas where the service may be falling short.

In ITIL 4, understanding and managing the customer journey is integral to the Engage and Design &
Transition activities within the Service Value Chain (SVC). The Engage activity focuses on
understanding stakeholder needs and ensuring continued engagement, while Design & Transition
ensures that the service meets the requirements of the stakeholders and delivers the expected
outcomes. By mapping out the customer journey, the service provider can align their service offerings
more closely with customer expectations, thereby improving satisfaction and reducing churn.

This approach is also supported by the ITIL 4 guiding principle of 'Focus on Value', which emphasizes
the importance of understanding what is valuable to customers and aligning services accordingly.
Mapping the customer journey enables the service provider to identify what customers value most and
adapt the service to meet those needs effectively.

Question 4

Question Type: MultipleChoice

After onboarding, the customers can access the service provider's mobile network. What is this an
example of?

Options:
A- Provision of access to resources
B- Interaction with operant service provider resources
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C- Joint Service actions
D- Transfer of goods

Answer:

Explanation:
Provision of Access to Resources:

This involves enabling users to use specific services, applications, or resources provided by the service
provider. In this case, allowing customers to access the mobile network is a clear example of granting
access to a resource.

Incorrect Options:

B: Interaction with operant service provider resources refers to how users engage with the active,
operational aspects of the service, but this is more about the ongoing use rather than the initial access
provision.

C: Joint Service actions involve collaborative activities between the service provider and the user, not
merely providing access.

D: Transfer of goods implies a physical exchange of products, which is not relevant in the context of
accessing a mobile network.

Question 5

Question Type: MultipleChoice

Which statement about the end-to-end customer journey is CORRECT?Which approach would be BEST
aligned to the 'design thinking' methodology at this initial 'empathy' stage?

Options:

A- It reflects an overall perception

B- It involves optimizing touchpoints
C- It focuses on achieving outcomes
D- It represents a pre-determined path

Answer:
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Explanation:

The correct statement about the end-to-end customer journey is that 'It reflects an overall perception.'
ITIL 4 explains that the customer journey encompasses the entire experience a customer has with a
service provider, from initial contact to final service delivery and beyond. It is about the overall
perception and experience rather than just optimizing individual touchpoints.
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