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Test your knowledge of the ITIL 4 Strategist: Direct, Plan and Improve (DPI) (ITIL4-DPI) exam dumps with VerifiedDumps ITIL
4 Strategist: Direct, Plan and Improve (DPI) (ITIL4-DPI) practice questions. The software is designed to help with ITIL 4
Strategist: Direct, Plan and Improve (DPI) (ITIL4-DPI) exam dumps preparation. ITIL ITIL4-DPI practice test software can be
used on devices that range from mobile devices to desktop computers.

ITIL ITIL4-DPI Exam Syllabus Topics:

Topic Details

Topic 1
Planning: This section of the exam measures skills of Compliance Officers and emphasizes the principles of
accurate planning. It ensures candidates understand how to define requirements and use proven methods to
deliver results effectively.

Topic 2
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.

Topic 3
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 4
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.
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ITIL 4 Strategist: Direct, Plan and Improve (DPI) Sample Questions (Q13-
Q18):
NEW QUESTION # 13 
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. Initiate a discussion with the support group to understand their preferred method of communication
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 involvement
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 communication.
(Reference: ITIL 4 Strategist DPI, section on "OCM - stakeholder engagement and communication planning")

NEW QUESTION # 14 
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. Provide responses to frequently asked questions (FAQ) on a website
B. Send frequent email updates explaining the importance of the change
C. Provide managers with the tools they need to manage people through the change
D. Ask managers to provide information about staff attitudes to the change

Answer: C

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

NEW QUESTION # 15 
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. Director of Sales
B. Service Level Manager
C. Information Security Manager
D. Call Centre Manager

Answer: A

Explanation:
In ITIL 4 DPI,governance 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")

NEW QUESTION # 16 
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 streams, it has been determined that several days could be removed from
the delivery time by eliminating repeated work.
What is this an example of?

A. Establishing clear objectives for assessments
B. Optimizing a workflow through the organization
C. Cascading goals through the organization
D. Building value chains on effective practices

Answer: B

Explanation:
In DPI,value stream mappingidentifies bottlenecks, redundancies, and delays. Eliminating 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")

NEW QUESTION # 17 
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. Increase average time to answer phones by 5%
C. Accelerate service request fulfilment by the end of quarter 2
D. Reduce time to resolve the underlying cause of incidents

Answer: A

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 # 18
......
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