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¢ Governance and Compliance: This section of the exam measures skills of Compliance Officers and focuses
T | on establishing governance structures that align with organizational needs. It also ensures that regulations,

standards, and policies are followed consistently to maintain accountability.

¢ Continual Improvement: This section of the exam measures skills of Compliance Officers and explores the
ET 0 principles of continual improverment. It encourages the use of data, feedback, and structured practices to
enhance services and adapt processes over time.
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¢ Service Performance Metrics: This section of the exam measures skills of IT Service Managers and
13 emphasizes the use of Key Performance Indicators. It highlights how to select, define, and apply metrics to
evaluate the efficiency and effectiveness of IT services and processes.

¢ Communication and Collaboration: This section of the exam measures skills of IT Service Managers and
4 focuses on improving communication and collaboration across departments and stakeholders. It highlights
how better interaction supports the successful delivery of IT services.

¢ Value Stream Mapping; This section of the exam measures skills of Compliance Officers and covers the
S use of value stream mapping. It shows how identifying process inefficiencies and improving workflows can
optimize the overall delivery of value.

¢ Risk Management: This section of the exam measures skills of IT Service Managers and provides an
TEE 6 understanding of risk management in IT services. It focuses on helping organizations anticipate, minimize,
and respond effectively to potential disruptions or losses.

¢ Key Concepts: This section of the exam measures skills of IT Service Managers and covers the essential
EN ideas of ITIL 4 Direct, Plan, and Improve. It introduces the importance of creating value by balancing
outcoes, costs, and risks within IT service management.
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Which statement describes the nfluence of services on service consumers' outcomes, costs, and risks?

A. A service should ntroduce fewer costs than it removes

B. Services can negatively affect some outcomes while supporting others

C. The key benefit of services is to reduce costs and risks

D. Services remove risks from service consumers without introducing new ones

EX: B
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DPI explains that servicesinfluence consumer outcomes, costs, and risksin complex ways. They may enable desired outcomes while
also introducing new costs and risks. Thus, services cansupport some outcomes and negatively affect others. They never remove all
risks (contradicts B), cost reduction is not the sole benefit (contradicts C), and D oversimplifies the cost-value relationship.
(Reference: ITIL 4 Strategist DPI, section on "Understanding value, outcomes, costs, and risks")

PR #16

A CIO has made value stream mapping a key part of an IT improvement effort. A value stream map for existing services is being
developed.

‘Which approach would produce the BEST results?

¢ A Hire an organizational change management consultant to identify the attitudes, behaviours, and cultural changes that are
required to make value streams more effective

¢ B. Ask stakeholders to document all value stream activities for which they are responsible, then assign team members to each
activity to develop improvements


https://www.vcesoft.com/ITIL4-DPI-pdf.html
https://tw.fast2test.com/ITIL4-DPI-practice-test.html

e C. Ask stakeholders to collaborate to optimize and eliminate waste, and establish metrics for measuring improvement
¢ D. Hire process consultants to develop process maps, and minimize the involvement of staff in the design of the future state of
the value stream

ER: C
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According to DPL, value stream mapping is collaborative. Stakeholders must work together to identify inefficiencies, optimize flow,
and agree on metrics to measure improvement. Option A removes staff engagement, leading to resistance. Option B limits
collaboration to documentation, not co-design. Option C addresses change attitudes, not mapping effectiveness.Collaboration +
waste elimination + measurement (Option D) reflects Lean/Agile influence in DPL

(Reference: ITIL 4 Strategist DPI, section on "Value stream mapping - collaborative optimization')

8 #17
‘Which BEST describes the relationship between planning and risk?

A. Risk management is the exclusive domain of dedicated risk managers

B. Planning should always consider risks and how to mitigate them

C. Plamning focuses on what needs to be accomplished, risk management is part of how work is to be performed
D. Planning is a high-level finction, risk management is a tactical activity

ZX: B
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In DPI,planning and risk management are inseparable. Every plan should consider uncertainties and include mitigation strategies.
Option B captures this integration directly. Option A is misleading; both planning and risk management happen at all levels. Option C
partially reflects the relationship but is incomplete. Option D contradicts DPI guidancerisk management is an organizational
responsibility, not just for specialists.

(Reference: ITIL 4 Strategist DPI, section on "Integration of planning and risk management')

FIRE #18
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. 10% increase i calls resolved without escalation by end of the year
C. Increase average time to answer phones by 5%

D. Reduce time to resolve the underlying cause of incidents

Z%: B
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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")

FIRE #19

An organization is mapping a value stream for an IT service. In the current map, the same activity is repeated multiple times. When
identifying opportunities to remove waste from the value streas, it has been determined that several days could be removed from
the delivery time by elimmnating repeated work.

What is this an example of?

A. Building value chains on effective practices

B. Optimizing a workflow through the organization
C. Cascading goals through the organization

D. Establishing clear objectives for assessments
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In DPI,value stream mappingidentifies bottlenecks, redundancies, and delays. Elimmnating repeated activities to save time is an
example ofworkflow optimization(Option C). This reflects Lean principles embedded in DPI - improving flow, reducing waste, and
enhancing efficiency. Cascading goals (A), effective practices (B), and objectives for assessments (D) are unrelated to workflow
waste elimination.

(Reference: ITIL 4 Strategist DPI, section on "Value stream mapping - optimizing workflow and eliminating waste")
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