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Our ITIL4-DPI qualification test closely follow changes in the exam outline and practice. In order to provide effective help to
customers, on the one hand, the problems of our ITIL4-DPI test guides are designed fitting to the latest and basic knowledge. For
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ITIL ITIL4-DPI Exam Syllabus Topics:

Topic Details

Topic 1
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
evaluate the efficiency and effectiveness of IT services and processes.

Topic 2
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
outcomes, costs, and risks within IT service management.

Topic 3
Risk Management: This section of the exam measures skills of IT Service Managers and provides an
understanding of risk management in IT services. It focuses on helping organizations anticipate, minimize,
and respond effectively to potential disruptions or losses.

Topic 4
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,
standards, and policies are followed consistently to maintain accountability.
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Topic 5
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
how better interaction supports the successful delivery of IT services.

Topic 6
Continual Improvement: This section of the exam measures skills of Compliance Officers and explores the
principles of continual improvement. It encourages the use of data, feedback, and structured practices to
enhance services and adapt processes over time.

Topic 7
Organization Change Management:This section of the exam measures skills of IT Service Managers and
explains the role of organizational change management in IT service management.

ITIL 4 Strategist: Direct, Plan and Improve (DPI) Sample Questions (Q11-
Q16):
NEW QUESTION # 11 
Which type of plan would outline the organizational vision for a multi-year infrastructure expansion?

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

Answer: A

Explanation:
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")

NEW QUESTION # 12 
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. Reduce time to resolve the underlying cause of incidents
B. 10% increase in calls resolved without escalation by end of the year
C. Accelerate service request fulfilment by the end of quarter 2
D. Increase average time to answer phones by 5%

Answer: B

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 # 13 
A service provider has experienced a number of problems with their cloud storage service that have caused service outages.
Problem management has successfully identified the cause of each incident, but further improvements to the service are considered
necessary.
Which is the BEST example of using the 'continual improvement model' to guide improvements to the service?

A. Use the model to restore and recover the cloud storage service each time the service fails



B. Use the model to identify and prioritize improvements to the cloud storage service
C. Use the model to identify and compare improvements to the 'problem management' practice
D. Use the model to assess and authorize changes to improve the cloud storage service

Answer: B

Explanation:
Thecontinual improvement modelis applied to evaluate, prioritize, and implement improvements across services, practices, and
processes. Here, the focus is thecloud storage service, not just the practice of problem management. Option B reflects the model's
purpose-identify improvement opportunities, assess priorities, and act to prevent recurrence of failures. Options A, C, and D
misapply the model to either specific practices or operational recovery, not holistic improvement.
(Reference: ITIL 4 Strategist DPI, section on "Applying the continual improvement model to services and practices")

NEW QUESTION # 14 
What is the difference between a policy and a control?

A. Policies focus on organizations and people, controls focus on information and technology
B. A policy is a type of control that states what management expects
C. A control is a type of policy that directs staff behaviour
D. Policies are defined by governance, controls are defined by management

Answer: D

Explanation:
In ITIL 4 DPI,policiesare the high-level expectations, rules, or guidelines that are defined by the organization' sgoverning body. They
establish the framework for decision-making and behaviour.Controls, on the other hand, are management mechanisms used to
enforce policies and ensure compliance. Thus, policies come from governance, while controls are implemented bymanagementto
enforce those policies.
(Reference: ITIL 4 Strategist DPI, section on "Policies, controls, and guidelines - governance vs.
management responsibilities")

NEW QUESTION # 15 
An organization recently established a continual improvement team to promote and enable continual improvement throughout the
SVS. The members of the team are discussing the team's role in continual improvement across the organization.
Which is the BEST description of the team's role in this situation?

A. The team should ensure that every improvement initiative strictly follows the steps in the ITIL continual improvement model
B. The team should be the central point of responsibility for the identification, proposal, and implementation of all
improvements
C. The team should ensure that everyone in the organization is empowered and trained to identify and propose improvements
D. The team should focus on the improvement of the 'continual improvement' practice

Answer: C

Explanation:
According to DPI, thecontinual improvement team's role is to promote a culture of improvementacross the organization. Their
purpose is not to own every improvement but toempower all staff to recognize and propose improvements. By enabling knowledge,
training, and cultural reinforcement, they encourage everyone to participate. Options A and C are too narrow, and D is too rigid
since the continual improvement model isguidance, not a strict sequence.
(Reference: ITIL 4 Strategist DPI, section on "Continual improvement culture and responsibilities")

NEW QUESTION # 16
......
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