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Improve (DPI) real questions files are professional and high passing rate so that users can pass the exam at the first attempt. High
quality and pass rate make us famous and growing faster and faster.

ITIL ITIL4-DPI Exam Syllabus Topics:

Topic Details

¢ Organization Change Management:This section of the exam measures skills of IT Service Managers and
Topic 1 explains the role of organizational change management in IT service management.

¢ Communication and Collaboration: This section of the exam measures skills of IT Service Managers and
focuses on improving communication and collaboration across departments and stakeholders. It highlights

Topic 2
P how better interaction supports the successful delivery of IT services.

¢ Continual Improvement: This section of the exam measures skills of Compliance Officers and explores the
principles of continual improvemment. It encourages the use of data, feedback, and structured practices to

Topic 3 . .
P enhance services and adapt processes over time.

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

Topic 4
ope standards, and policies are followed consistently to maintain accountability.

o Key Concepts: This section of the exam measures skills of IT Service Managers and covers the essential
ideas of ITIL 4 Direct, Plan, and Improve. It introduces the importance of creating value by balancing

Topic 5
P outcomes, costs, and risks within IT service management.

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

Topic 6
ope optimize the overall delivery of value.

¢ 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 7 . . .
P evaluate the efficiency and effectiveness of IT services and processes.

ITIL 4 Strategist: Direct, Plan and Improve (DPI) Sample Questions (Q21-
Q26):

NEW QUESTION # 21

An organization is transitioning to a new customer relationship management (CRM) system with the aim of expanding its customer
base and increasing customer retention. The new cloud-based system will be used both internally and by an outsourced call centre.
This high-cost, high-priority initiative has many critics who are concerned with lack of resources.

Which stakeholder's support for this initiative is MOST needed to obtain necessary resources and overcome concerns?

A. Service Level Manager

B. Call Centre Manager

C. Drrector of Sales

D. Information Security Manager

Answer: C

Explanation:

InITIL 4 DPIgovernance ensures that high-cost, high-priority initiatives align with strategic direction.

For initiatives that affectcustomer base and retention,executive sponsorship is crucialto secure resources and overcome resistance.
TheDirector of Salesis the key stakeholder since this system directly impacts sales growth and customer management. While service
level, security, and call centre roles are important operationally, only executive-level oversight ensures the initiative is prioritized and
funded.

(Reference: ITIL 4 Strategist DPI, section on "Governance at multiple levels - Strategic oversight and sponsorship")


https://www.prepawaypdf.com/ITIL/ITIL4-DPI-practice-exam-dumps.html

NEW QUESTION # 22

An organization has determined that a significant percentage of incidents have delayed resolutions because they are escalated to the
wrong team, and need to be reassigned before they can be resolved. They plan to improve the flow of work by improving the
accuracy of incident escalation.

What is this an example of?

A. Collecting feedback

B. Organizational change management
C. Addressing the four dimensions

D. Elimnation of waste

Answer: D

Explanation:

ITIL DPI appliesLean principlessuch as theelimination of waste. Repeated reassignments and delays in incident handling represent a
form of waste in workflow. Improving accuracy of escalation removes unnecessary handoffs and accelerates resolution, optimizing
flow. This aligns with Lean-inspired waste elimmnation. OCM (D) is about managing people through change, not fixing workflow
mefliciencies.

(Reference: ITIL 4 Strategist DPI, section on "Lean principles - elimnate waste and optimize flow")

NEW QUESTION # 23

The IT organization of a large company has an existing improvement programime. Individual IT divisions have fully embraced
continual improvement. The business has seen areas of improved performance, but the improvements do not last long.
Which action BEST maintains long-term improvement?

A. Developing a value stream map for the continual improvement effort to better understand how it is working
B. Starting all immprovement efforts with a clear understanding of the current and desired future state

C. Establishing a strong governance capability to help build a culture of continual improvement

D. Developing a business case for continual improvement and asking for support from senior management

Answer: C

Explanation:

In DPI, sustainable continual improvement requires embedding it into theorganization's governance structures. Governance ensures
accountability, decision-making, and cultural reinforcement that prevents improvements from being short-lived. Option A is part of
the continual improvement model but does not ensure sustainability. Option B helps with finding, not culture. Option D is useful for
visualization but not long-term adoption. Onlystrong governanceembeds continual improvement as anongoing culture.

(Reference: ITIL 4 Strategist DPI, section on "Governance and continual improvement culture')

NEW QUESTION # 24

A service provider has a small technical support team, who are based in a remote location and provide support to a critical service.
The support group have a reputation for providing excellent service. Head office, who control budget decisions, are implementing an
improvement project for the service.

‘What should the service provider do FIRST to identify the support team's involvement in the project?

A. Intiate a discussion with the support group to understand their preferred method of comnumication
B. Agree a method for involving the support team in financial decisions

C. Inform the support team that they will receive regular email updates

D. Use the same method of communication as agreed with all project stakeholders

Answer: A

Explanation:

DPI's OCM guidance emphasizesengaging stakeholders earlyand ensuring communication methods are tailored to their needs. By
first discussing preferred communication methods with the remote support team (B), the organization ensures their active involverment
and reduces the risk of disengagement. Option A is one- way communication. Option C is irrelevant (they don't make financial
decisions). Option D assumes one-size- fits-all, which contradicts DPI's principle ofStakeholder-specific commumnication.

(Reference: ITIL 4 Strategist DPI, section on "OCM - stakeholder engagement and communication planning')



NEW QUESTION # 25

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

Which are TWO effective controls that could improve compliance?

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

* Establish a communication 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

A. land 4
B.1and2
C.3and 4
D.2and 3

Answer: A

Explanation:

In DPI,controls are mechanisis to ensure conpliance 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 mechanisms in governance")

NEW QUESTION # 26
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