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B #12
Which BEST describes a value stream?

e A. A structured approach to organizational change, so that staff members feel valued
e B. The way an organization applies specific resources to tasks

e (. Steps that add value to a unit of work being processed in the service value chain
e D. Aflexible and simple guide that supports improvement initiatives

Eff: C
i

DPI defines avalue streamas "a series of steps an organization undertakes to create and deliver products and services to consurers."
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It describeshow value is created and flowsthrough the service value chain. Option A directly reflects this definition. Options B, C,
and D refer to resources, guidance, or change management, not the definition of value strears.
(Reference: ITIL 4 Strategist DPI, section on "Value stream mapping - definition and purpose")

HRE#13
Which is a result of an organization following the local laws of a country where it operates?

e A Improved compliance
¢ B. Improved governance
e C. Increased value

e D. Increased risk

EfE: A

A -

DPI highlights thatcompliancerefers to meetinglegal, regulatory, and policy requirements. By following local laws, the organization
ensuresimproved compliance. Governance (A) is the system of oversight but does not automatically result from law adherence. Risks
(B) are reduced, not increased, by compliance. Value (D) is indirectly supported but not guaranteed. Thus, compliance is the direct
outcone.

(Reference: ITIL 4 Strategist DPI, section on "Governance, risk, and conmpliance (GRC)")

HPH #14

A service provider is inplementing a new self-service portal for users to request access to IT services. The portal will be made
available to 5000 users across 50 sites.

Which is the BEST guidance for producing guidelines for users of the self-service portal?

¢ A. Produce simple guidelines for users of the self-service portal for access requests, making it clear who to contact for
exceptions

¢ B. Provide guidelines for using the self-service portal for access requests to the service desk staff'so that they can help users

¢ C. Provide guidelines outlining the difference from previous methods of requesting access to IT services

¢ D. Circulate detailed guidelines to users for using the self-service portal to request access to IT services

EfE: A

fi .-

DPI and the guiding principle"Keep it simple and practical'stress that guidance should beclear, concise, and user-friendly. With 5000
users, simple guidelines prevent confusion and reduce support overhead.

Explicit nstructions onwho to contact for exceptionsensures smooth adoption. Options A and D risk overwhelming users with detail,
while B shifts responsibility to the service desk instead of empowering users.

(Reference: ITIL 4 Strategist DPI, section on "Organizational change management - communication and adoption support')

HH #15

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. The risks to the toolset vendors of not selecting their product

B. A description of how the guiding principles will be used to implement the toolset
C. An evaluation of organizational constraints on the use of the toolset

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

IEf: C

A -

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')

HH #16

An internet service provider has recently acquired a smaller competitor and has performed an analysis of internal and external factors
affecting both companies. The competitor was acquired because of their popularity in the market due to excellent service levels. The
management are about to integrate the staff'and practices of the two organizations and would like to ensure that this is successful.
Which assessment method is BEST for them to adopt?

¢ A. Change readiness

¢ B. SLA achieverment

e (. Strengths, weaknesses, opportunities, threats (SWOT)
¢ D. Customer/user satisfaction

Ef#: C

R -

DPI highlightsSWOT analysisas a key assessment tool for mergers, acquisitions, or major integrations.

SWOT helps organizations understandinternal capabilities (strengths/weaknesses)andexternal market factors (opportunities/threats).
This is critical when combining practices and cultures to ensure strengths are leveraged and weaknesses are mitigated. Customer
satisfaction (B) and SLA analysis (D) are narrow operational measures. Change readiness (C) is useful but does not fully assess
strategic alignment.

(Reference: ITIL 4 Strategist DPI, section on "Assessment methods - SWOT analysis in organizational change")
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