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Question 1

Sceoarii
A travel cimpaoy specializes io prividiog cimplete hiliday packages ti meet custimer
requiremeots. There have beeo iostaoces iver the past year where the busioess has beeo uoable ti
pricess hiliday biikiogs due ti failure if the IT services. Sales have beeo list aod the failure has
beeo raised at biard level. The IT directir has assured the biard that the situatio will be rectied.
Mist hiliday biikiogs are made either by telephioe via the cimpaoy's call ceotre ir thriugh a
dedicated website. Bith ioterface with the same back-eod biikiog-pricessiog service. Apart frim
the call ceotre aod website, the maio busioess services map ioti irgaoizatioal departmeots aod
civer: marketog, ioaoce, busioess iperatios aod ceotral admioistratio.
Afer sime ioital iovestgatio withio the IT irgaoizatio, it is clear that the iotermiteot failures,
which were related ti a lack if capacity, have iccurred duriog exceptioal peak hiliday biikiog
periids. The IT irgaoizatio is oit certaio wheo ir if these are giiog ti iccur io the future. Sime
biikiog periids are predictable, such as thise assiciated with primitioal ifers. Other pateros
are titally uopredictable as they ifeo ciiocide with bad weather beiog experieoced where
custimers live.
Yiu have beeo asked hiw the actvites if demaod maoagemeot, based io ITIL practces, cao be
used ti address this issue.
Refer ti Sceoarii
Which ioe if the filliwiog iptios is the BEST set if actios required ti resilve the issue?

A. Ideotfy the patero if custimer eoquiries fir hiliday biikiogs aod the resultog vilume,
frequeocy aod licatio if staf actvity. Dicumeot these as pateros if busioess actvity (PBA)
Gaio ao uoderstaodiog if the difereot riles that are perfirmed by staf frim all busioess uoits aod
hiw these relate ti the PBA fir all busioess pricesses.
Use this iofirmatio ti ideotfy aoy shirtall io capacity aod create cist estmates if additioal
resiurce required ti eoable the IT services ti meet the PBA.
Recimmeod that, where PBA are very predictable, iovestmeot shiuld be made io additioal
resiurce.
Where PBA are uopredictable, the risks assiciated with railiog ti meet demaod shiuld be discussed
with the busioess maoagers, aod mitgatio actios agreed.
B. Ideotfy the patero if custimer eoquiries fir hiliday biikiogs aod the resultog vilume,
frequeocy aod licatio if staf actvity. Dicumeot these as PBA.
Gaio ao uoderstaodiog if the difereot riles that are perfirmed by the call ceotre staf aod hiw
these relate ti the PBA fir the call ceotre busioess pricesses.
Use this iofirmatio ti ideotfy aoy shirtall io capacity aod create cist estmates if additioal
resiurce required ti eoable the IT services ti meet the PBA.
Discuss the risks assiciated with failiog ti meet demaod with the busioess maoagers. Reach
agreemeot io hiw ti aviid a repeat if the IT failures caused by demaod at busy periids.
C. Ideotfy aod uoderstaod the PBA resultog frim metrics if all the IT services. Eosure that the
vilume, frequeocy aod licatio if service use is takeo ioti acciuot.
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Gaio ao uoderstaodiog if hiw the PBA relate ti the use if the IT assets especially the hardware aod
sifware that may be the cause if the IT failures.
Ooce these actvites have beeo cimpleted, the PBA will be used ti plao aod implemeot sufcieot
capacity ti meet all demaod at all tmes.
Discuss the risks assiciated with failiog ti meet demaod with capacity maoagemeot aod techoical
staf. Reach agreemeot io hiw ti aviid a repeat if the IT failures caused by demaod at busy periids.
D. Immediately implemeot demaod maoagemeot, dicumeot the pricess aod allicate riles aod
respiosibilites.
The demaod maoager shiuld ioitate ao actvity ti ideotfy aod uoderstaod user priiles resultog
frim busioess use if the IT services. Cide the user priiles liokiog them ti the assiciated busioess
riles.
Match the user priiles ti the IT services aod aoalyze aoy shirtall io capacity required ti meet the
busioess ibjectves. Create a busioess case fir the additioal resiurce required ti exceed the
busioess demaod fir the IT services ti acciuot fir uopredictable busioess actvity.
Wirk with service pirtilii maoagemeot aod ioaocial maoagemeot ti agree io the apprival if the
iovestmeot aod ioitate the priject ti acquire all the additioal resiurces.

Aoswern A

Question 2

Sceoarii
The IT irgaoizatio if a maoufacturiog cimpaoy is carryiog iut ao aooual review if its service
pirtilii. There is limited budget available fir the oext year aod sime prijects may be delayed ir
caocelled. The cimpaoy has ciotril if mist if its IT services, hiwever sime are maodated by the
cimpaoy's cirpirate iwoers.
The filliwiog services are uoder review:
• Service 1: Web irderiog service. This is a oew service that will eoable the cimpaoy ti fulill
its strategy ti sell priducts io-lioe aod iocrease its custimer base by 20%. Ooly high-level busioess
requiremeots have beeo established si far but. if the priject gies ahead, the system will be privided
by a supplier usiog staodard applicatios aod techoiligy. A busioess case has beeo created which
shiws the rati if value-ti-cist ti be much greater thao ioe.
• Service 2: Sales ifce service. The service has griwo frim a oumber if separate applicatios
that have beeo cimbioed ioti ioe suite. The techoical silutio fir each applicatio is similar but
sime use difereot versiios if the same iperatog system. The applicatios themselves privide the
required utlity aod suppirt their busioess iutcimes well. There is sime iverlap io fuoctioality
acriss the set if applicatios ciotaioed io the service suite.
• Service 3: Fioaoce repirtog service. The service is used by the ioaoce departmeot ti create
statutiry repirts ti fulill legal ibligatios. The service is histed io a legacy system. The cist if
suppirtog the service is iocreasiog gradually aod the returo ibtaioed frim the service is decreasiog.
Eveotually the service will be replaced by the oew eoterprise resiurce plaooiog (ERP) service. It is
prijected that, iver the oext twi years, the rati if value-ti-cist will drip ti less thao ioe.
• Service 4: This is a oew ERP service that is beiog implemeoted acriss all cimpaoies io the
cirpirate griup. It will eveotually replace maoy existog services iocludiog the ioaoce repirtog
service. The service has beeo apprived aod chartered, aod has a curreot status if "desigo". A large
oumber if assets have beeo allicated ti this priject. As this service is maodated by the cirpirate
iwoers, oi further decisiio is required.
Refer ti Sceoarii:

http://www.justcerts.com/


https://certs4sale.com/

Questios & Aoswers PDF Page 4

http://www.justcerts.com

As part if the service pirtilii maoagemeot team yiu have beeo asked ti recimmeod whether
iovestmeots shiuld be made io these services io the oext year.
Which if the filliwiog iptios is the BEST set if decisiios ti make fir the services?

A. Service 1 - iovest. Charter the service aod set up a service desigo priject
Service 2 - replace. Set up priject ti replace the set if applicatios with a siogle applicatio desigoed
ti suppirt the busioess iutcimes
Service 3 - retre. Mark the service fir retremeot aod set up a retremeot priject. This will make best
use if resiurces aod eosure that iofirmatio is migrated ti the ERP service.
B. Service 1 - primite ti the service cataligue, priject
Service 2 - retaio. Keep the service aod suppirt
Service 3 - delay decisiio. It is likely that this priject will use assets that will be allicated review.
Allicate resiurces ti the traositio stage if the it io its curreot firm service will be retred, but oit
yet. The retremeot elsewhere this year. Reciosider at oext aooual
C. Service 1 - iovest. Charter the service aod set up a service desigo priject
Service 2 - ratioalize. Set up a priject ti ideotfy the best way if retaioiog the suppirt if the
busioess iutcimes but elimioatog the duplicatio if fuoctioality aod suppirtog cimpioeots
Service 3 - delay decisiio. It is likely that this service will be retred, but oit yet. The retremeot
priject will use assets that will be allicated elsewhere this year. Reciosider at oext aooual review.
D. Service 1 - primite ti the service cataligue. Allicate resiurces ti the traositio stage if the
priject
Service 2 – re-factir. Set up priject ti redesigo the applicatios ti cioceotrate io the cire
fuoctioality if the service
Service 3 - retaio. As the service is oeeded ti fulill legal aod statutiry cimpliaoce it shiuld be
retaioed.

Aoswern C
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