— BT % ITIL4-DPLE 2 [ 78 il B -5 B O Y 5 ¥/
A /8ZAL — FOITIL4-DPI F L — Y > 7 %8

ITIL® 4 Fismia R

COw: aFoRzERcaRHS T Masier

mARHM
RREHM
b L

Raran

LAk
FIUFR

MARb - FIFF ALK

20264 TechdExam® H T ITILA-DPI PDFX > 7' & & UITILA-DPIRREE = > ¥ > O Rl 3t
F: https//drive.google.comYopen?id=10IHQIFkkectji2-yRGtSrFVkDoQsIha3

BHITILO ITILA-DPIE B #Hibt it . B KT 220 0BEDITIADPIERE L > M3 REtT 20495 E
FGeR->-TwiEd. REOEBERCL V., THOBE = — X RBECHBL TWET. 2OL L T,

BHOITIA-DPIA A F L > b AH D &3, THBRACENLTECOWTOLSHELEODVWTLET Z0NELEH Y
¥t A. ITIADPLEREBRRIREIX . ZEE BNITIA-DPERE I AR T 20 RBEL TWEEFL ET. BT 32

tEdY FEA.

ITIL ITIL4-DPI ;R A B D 4 RE S FH -

rEY Z

HH 1 B

FeEY 71

YRZEH: COv7yaryTlE,. [THy—ELRASA2—Yy—DAF)VEFHEL . [TH—E
ACBT BV A7 BHOMMBEZED £ 7. SV BEN LRI CEREZ FTHRIL. BRI
M2, MRS TEZEIIFRTIILCEREBENTWE T,

FEY 72

HE: CO¥2Z7ya>Tld,s a7 547 AEZJEORF LV EFHMAEL . EELEHEO R
RI#EHRL 7. ZERELEG2ERL. REOHI3FE+HVCTHRNCHEEZ LS 32
FEEHEML THWBZE5ERAL 7.

ey 273

ANFYRETAVTSAT YR CORBLI7Ya>Tl,. a3V 754A7AHBHFEDR
FUEFEL . ABO=— AL B AN F U ABEOBRCEREUNTET. £/, 3
HEALERFT 201, Rbl. B, 8RRV —RN—HL CHFShTWwaI Ly
ERL 7.

fEy 74

Y—EBANRT+—2YRAAMY 7R CORBLI/Y 3>, [TH—EXA2E2—Y v—
DAFVEREL.. FTEEHEEEE (KPD OFERHCESA*B& 3 7. [TH—ERES
D RADOMEM,EEFUMEEITMMET 27200 X Y 7 ADIEIR., EH. BAFECELALE
»hE T,

feEYZ5

I3z —vaveashL—yay: COLIYarTik. [Ty —EBAVA—Y v—
DRFNVEFFML. PR B L CEEZEMOII2Fr—varyeashiLr—yaryDn
LeEAEsHTET. FVHENLEII2=/r—vavBITHY—EBADRITELHIIKZ
EHCEREHRTET,

FEY Z6

NYa2—RAM)—ALvwvbEYZ: CORBLI/Ya>v TR, 37547V AHYEDR
FLEREL. NY2—R MY —Avy EYZDOERTESBEBELET. 7o A0IEW
ZMEREL,. V7 u—4MET 22 LT, AN MERESBRELTCEZ L%
~LET.



https://drive.google.com/open?id=1OlHQlFkkectji2-yRGtSrFVkDoQsIha3
https://www.xhs1991.com/ITIL4-DPI.html

o HMATEEE RBOCOL sy 3>y Tl ITH—EBR 22—V ¥y—0DXAFLEHEL.
ey 27 ITH— e 2BFHC BT 2BLEEFEHOKENCOOWTHBAL £ 7.

>> ITILA-DPL& % [ & <<

ITIL4-DPI b L — Y > 7 %38 . ITIL4-DPIAE & ¥

BRE 2 ITILITILA-DPIR E B AR EE s ROU s N 2D BRI E > TEELDTF . &% TecdExam
OITILITILA-DPIER BRI RE & SRR B D ERES k. - ORBEHFE L S VBRI L., da-BRBCEHV RS
Y NEBBZEEMGHL £ 3. ITILITIA-DPIERRAEC ST 2 EHEAH X 244D TechdExambs 5 B4 A
BLORBERSELELSAT. BERBOEEHME L THHEL £ 7,

ITIL 4 Strategist: Direct, Plan and Improve (DPI) 52 %€ ITIL4-DPI & 5 5 /&
(Q12-Q17):

H #12

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. Send frequent email updates explaining the importance of the change

B. Provide managers with the tools they need to manage people through the change
C. Ask managers to provide information about staff attitudes to the change

D. Provide responses to frequently asked questions (FAQ) on a website

Ef#: B

fERL:

In DPI, effective OCM requiresequipping managers with tools and methodsto gather feedback and support their teams. This
enablesdirect two-way commumicationand trust-building, Options A, B, and C are one-way commumication 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")

R #13
In an organization, IT teams are working on documented, structured, and systematic processes for all customer-facing work.
Which concept is this an example of?

A. A control

B. Arisk

C. A method

D. A balanced scorecard

Ef: C

AR :

In DPI, amethodis defined as a structured and systematic approach to performing work, ensuring consistency and repeatability.
Documented processes for customer-facing work represent methods applied to service management. Acontrolis something put in
place to manage risk, abalanced scorecardis a performance measurement tool, and ariskis a potential event. Hence, "method" is the
correct categorization.

(Reference: ITIL 4 Strategist DPI, section on "Policies, controls, and methods")

B #14
At the start of an organizational change initiative, the managers of an organization ensure that stakeholders know what the change is
supposed to achieve and encourage them to discuss it.
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‘Which organizational change management requirement does this MOST contribute to?

¢ A. Willing and prepared participants
¢ B. Strong and committed leadership
¢ (. Sustained improvement

¢ D. Clear and relevant objectives

Ef#: A

fiR e«

DPI emphasizes thatOCM must create willing and prepared participantsby providing clarity on the change's purpose and
encouraging open discussion. This builds trust, reduces resistance, and increases engagement. Objectives (A) and leadership (B) are
important but are managerial aspects, not participant readiness. Sustained improvement (D) occurs later. The direct outcome of early
communication and dialogue isprepared participants.

(Reference: ITIL 4 Strategist DPI, section on "Organizational change management - preparing participants')

B #15
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. 10% increase in calls resolved without escalation by end of the year
B. Accelerate service request fulfilment by the end of quarter 2

C. Reduce time to resolve the underlying cause of incidents

D. Increase average time to answer phones by 5%

Ef: A

fEEL:

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")

HH#16

An internal service provider is creating a business case to justify the purchase of a new service management toolset. The business
case includes several options from muiltiple vendors.

Which is MOST important to include in the business case?

A. An evaluation of organizational constraints on the use of the toolset

B. A description of how the guiding principles will be used to implement the toolset
C. The risks to the toolset vendors of not selecting their product

D. The techniques used to develop the service provider's strategy

IEf#: A

AR

DPI explains that a business case must include anevaluation of constraints(financial, technical, cultural, and organizational) that might
affect adoption of the solution. This ensures feasibility and realistic planning.

Option A (strategy techniques) is irrelevant here. Option B is vendor-focused, not organizational. Option D (guiding principles)
supports implementation but is not central to justifying the case.

(Reference: ITIL 4 Strategist DPI, section on "Business cases - evaluating options and constraints')
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