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HP#23

A service provider has developed a strategy to increase its revenue by launching a new cloud storage service.
This strategy is being cascaded down to the technical tearns.

Which is a relevant objective that will support the strategy?

A. Increase profit by launching new wi-fi services into new geographic markets
B. Design and implement new infrastructure by the end of quarter 2

C. Average number of storage access failures per month

D. Achieve a 10% increase in service requests fulfilled i the target time

IEf#: B

R -

ITIL DPI emphasizes thatobjectives must cascade logically from strategy into actionable plans. Since the strategic goal is to launch
anew cloud storage service, the technical objective must directly support that initiative. "Design and implement new infrastructure by
the end of quarter 2" is aligned, measurable, and time- bound. The other options either do not directly relate to the cloud service (B,
C) or are ongoing operational metrics (A), not strategic enablers.

(Reference: ITIL 4 Strategist DPI, section on "Cascading objectives and alignment with strategy")

H #24
Which describes 'scope of control?

e A The extent to which a manager can direct the actions of team members

¢ B. The set of risks that are owned and assessed by a department manager

e C. The number of managers to whom an individual must provide regular reports
e D. The content of a service improvement plan

EfE: A

fi .-

In DPI,scope of controlrefers to theauthority and influence a manager has over people and activities. It defines how far their
decision-making power extends-essential for ensuring clarity in governance and accountability. It is not about risks owned (B),
reporting relationships (D), or specific improvement content (A).

(Reference: ITIL 4 Strategist DPI, section on "Governance structures - scope of control vs. span of control")

R #25

An organization is making a major improvement to how they create and deliver IT services. They need to collect feedback about
what issues staff have with the improvement.

Which is an appropriate method for this?

A. Provide managers with the tools they need to manage people through the change
B. Send frequent email updates explaining the importance of the change

C. Provide responses to fiequently asked questions (FAQ) on a website

D. Ask managers to provide information about staff attitudes to the change

IEf#E: A

AR :

In DPI, effective OCM requiresequipping managers with tools and methodsto gather feedback and support their teams. This
enablesdirect two-way communicationand trust-building. Options A, B, and C are one-way communication or indirect channels,
which limit genuine feedback. DPI emphasizes thatline managers are closest to employeesand play a key role in gauging attitudes,
resistance, and suggestions.

(Reference: ITIL 4 Strategist DPI, section on "Organizational change management - feedback and manager involverment")



HH #26

A legacy financial system requires the user to manually enter the time and date of transactions to meet regulatory requirements. A
recent internal audit has shown that these fields are often blank.

Which are TWO efective controls that could improve compliance?

* Modify the application to automatically add the current date and time when a transaction is entered

* Establish a commumication plan to remind users of the importance of including the date and time on transactions

* Develop a goals cascade so that all staff know their role in achieving company goals

* Create a report showing non-compliant records and take appropriate action to correct them

e A 3and4
e B land4
e C.land2
e D.2and3

Ef#: B

R -

In DPI,controls are mechanisis to ensure compliance and mitigate risks. Modifying the system to auto- capture date/time (1) is
apreventive control, while reporting and correcting non-compliant records (4) is a detective control. Together, these are effective
and practical. Commumication plans (2) and goals cascades (3) improve awareness but do not guarantee compliance. DPI stresses
thattechnical and reporting controls are stronger than relying on human reminders.

(Reference: ITIL 4 Strategist DPI, section on "Controls - preventive and detective mechanisns in governance')

B #27
Which type of plan would outline the organizational vision for a multi-year infrastructure expansion?

e A Tactical
¢ B. Strategic
e C. Project
¢ D. Operational

IEf#: B

e«

According to ITIL DPI, planning occurs atstrategic, tactical, and operational levels. Astrategic plandefines long-term direction,
includingmulti-year infrastructure expansionthat aligns with business goals. Tactical plans break this down into departmental
objectives, while operational plans manage day-to-day execution.

Project plans are temporary and specific but not long-term vision documents.

(Reference: ITIL 4 Strategist DPI, section on "Planning levels - strategic, tactical, operational)
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