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QUESTION NO: 1
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Answer: C
Explanation:
The approach that may help is shift-left (C). The ITIL 4 Specialist: Create, Deliver and
Support documentation (Section 3.3.1) states: "The shift-left approach moves support
activities to frontline teams or users through self-service or enhanced first-line capabilities,
reducing resolution times by minimizing escalations to specialists." This directly addresses
the scenario, unlike option A (prioritization method), option B (team collaboration), or option D
(automation tool). The guide notes: "Shift-left enhances efficiency and user empowerment in
incident management." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section
3.3.1 - Shift-Left Approach.
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Answer: C

Explanation:

From theuser's perspective,swift restorationof critical services like apoint of sale
systemprovides immediate value by minimizing disruption and allowing normal operations to
continue.

QUESTION NO: 3
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Answer: D

Explanation:

Nearshoringinvolves sourcing services from a supplier in anearby countrywithsimilar working
hours, facilitating easier communication and collaboration.
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Answer: B

Explanation:

The best way is to prioritize queues using a combination of criteria to maximize value and
minimize risks (B).

The ITIL 4 Specialist: Create, Deliver and Support study guide (Section 4.2.3) states:
"Prioritization should balance impact, urgency, and value, ensuring efficient resource use and
timely resolution, especially in uneven demand scenarios." This approach adapts to
fluctuating query volumes, unlike option A which focuses on profit (less relevant for a charity),
option C which is costly and may not address root causes, or option D which restricts access.
The guide notes: "Dynamic prioritization enhances service desk resilience under variable
workloads." Reference: ITIL 4 Specialist: Create, Deliver and Support, Section 4.2.3 -
Prioritization in Service Desk Operations.
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Answer: B

Explanation:
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Integration testingfocuses on verifying how different applications and components work
together, helping to identify and prevent errors that occur when the new application affects
other systems.

QUESTION NO: 6
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Answer: A

Explanation:

Collaborationis fundamentally aboutfocusing on the organization's goals, ensuring that
different teams and individuals work together toward shared outcomes.
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Answer: B

Explanation:

Topic-based forumsenable structuredtwo-way communicationbetween users and the product
team, allowing users to ask questions and provide feedback directly.
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