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ITIL ITIL4-DPI Exam Syllabus Topics:

Topic Details
¢ Planning: This section of the exam measures skills of Compliance Officers and emphasizes the principles of
Topic 1 accurate planning, It ensures candidates understand how to define requirements and use proven methods to
deliver results effectively.

¢ Service Performance Metrics: This section of the exam measures skills of IT Service Managers and

. emphasizes the use of Key Performance Indicators. It highlights how to select, define, and apply metrics to
Topic 2 . . .
evaluate the efficiency and effectiveness of IT services and processes.

¢ Governance and Compliance: This section of the exam measures skills of Compliance Officers and focuses

Topic 3 on establishing governance structures that align with organizational needs. It also ensures that regulations,
standards, and policies are followed consistently to maintain accountability.

¢ Organization Change Management:This section of the exam measures skills of IT Service Managers and
Topic 4 explains the role of organizational change management in IT service management.
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NEW QUESTION # 10

An internet service provider has recently acquired a smaller competitor and has performed an analysis of internal and external factors
affecting both companies. The competitor was acquired because of their popularity in the market due to excellent service levels. The
management are about to integrate the staff'and practices of the two organizations and would like to ensure that this is successful.
‘Which assessment method is BEST for them to adopt?

A. Change readiness

B. SLA achieverment

C. Strengths, weaknesses, opportunities, threats (SWOT)
D. Customer/user satisfaction

Answer: C

Explanation:

DPI highlightsSWOT analysisas a key assessment tool for mergers, acquisitions, or major integrations.

SWOT helps organizations understandinternal capabilities (strengths/weaknesses)andexternal market factors (opportunities/threats).
This is critical when combining practices and cultures to ensure strengths are leveraged and weaknesses are mitigated. Customer
satisfaction (B) and SLA analysis (D) are narrow operational measures. Change readiness (C) is useful but does not fully assess
strategic alignment.

(Reference: ITIL 4 Strategist DPI, section on "Assessment methods - SWOT analysis in organizational change")

NEW QUESTION # 11
A company has a new, global line of business that has changed how the IT department supports the systens.

Recognizing the need for two-way communication for the required changes, I'T managers need better ways of obtamning feedback.
Which describes the BEST approach for establishing effective feedback channels?

A. Establish office hours where staff are encouraged to visit without appointments and discuss their concerns

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

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

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

Answer: D

Explanation:

DPI emphasizesusing existing, familiar, and effective communication channelsto encourage staff feedback and engagement. By
leveraging collaboration tools that teans already use (Option A), managers minimize resistance and maximize participation. Option B
is localized and limited in scale. Option C delays feedback until a project is implemented. Option D is one-way communication, not
mteractive.

(Reference: ITIL 4 Strategist DPI, section on "OCM - communication and feedback channels™)

NEW QUESTION # 12

An organization is drafting a plan to achieve its strategic goals and is ensuring that they consider the mvolvement of all appropriate
stakeholders at all levels in the organization.

Which guiding principle are they applying?

A. Keep it simple and practical

B. Think and work holistically

C. Focus on value

D. Collaborate and promote visibility

Answer: D

Explanation:

The DPI guidance emphasizescollaboration and visibilityas essential principles in planning. By ensuringall stakeholders at every level
are engaged, the organization promotes shared ownership and transparency.

"Focus on value" (A) targets alignment to business outcomes, '"Think and work holistically” (B) refers to systems thinking, and "Keep
it simple and practical” (D) ensures clarity. The scenario most directly reflects collaboration and visibility.

(Reference: ITIL 4 Strategist DPI, section on "Guiding principles - Collaborate and promote visibility")



NEW QUESTION # 13
A service provider is improving its 'service desk' practice and has established the success factor:"improved user satisfaction with the
service desk." Which is the BEST key performance indicator for measuring this?

A. Accelerate service request fulfilment by the end of quarter 2

B. Reduce time to resolve the underlying cause of incidents

C. 10% increase in calls resolved without escalation by end of the year
D. Increase average time to answer phones by 5%

Answer: C

Explanation:

DPI stresses that KPIs should directly measureprogress toward the defined success factor. Here, the success factor isimproved user
satisfaction with the service desk. Increasing the number of calls resolvedwithout escalation(Option B) directly contributes to
satisfaction: faster resolutions, fewer transfers, and better customer experience. Options A and C measure efficiency but not directly
user satisfaction. Option D worsens satisfaction by increasing wait times.

(Reference: ITIL 4 Strategist DPI, section on "Defining and measuring critical success factors and KPIs")

NEW QUESTION # 14
Which is a result of an organization following the local laws of a country where it operates?

A. Improved governance
B. Improved compliance
C. Increased risk

D. Increased value

Answer: B

Explanation:

DPI highlights thatcompliancerefers to meetinglegal, regulatory, and policy requirements. By following local laws, the organization
ensuresimproved compliance. Governance (A) is the system of oversight but does not autormatically result from law adherence. Risks
(B) are reduced, not increased, by compliance. Value (D) is indirectly supported but not guaranteed. Thus, conpliance is the direct
outcone.

(Reference: ITIL 4 Strategist DPI, section on "Governance, risk, and compliance (GRC)")
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