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EX:

LLEL

FE 1

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

FE2

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.

FE3

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.

FrE4

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.

FEES

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.

FEO6

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.

&7

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
optimize the overall delivery of value.
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R #32

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

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

C. Initiate a discussion with the support group to understand their preferred method of comnumication
D. Agree a method for involving the support team in financial decisions

ZER: C

f R A -

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”)

FIRE #33

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. A description of how the guiding principles will be used to implement the toolset
B. The techniques used to develop the service provider's strategy

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

D. An evaluation of organizational constraints on the use of the toolset

EX: D

Bt RE S -

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")

=8 #34
Which concept or activity involves reviewing data to identify what is working well and what needs to be done differently?

A. Improvement
B. Planning

C. Vision

D. Direction

ER: A

fE R A -

Thecontinual improvement modelin ITIL DPI explicitly requires reviewing data and performance outcomes to determine what is
successful and what requires adjustment. This is the essence ofimprovement-using measurement and feedback to guide future action.
Direction (A) and vision (D) are long-term guiding elements, while planning (B) organizes work. Onlyimprovementis about data-
driven reflection and adaptation.
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(Reference: ITIL 4 Strategist DPI, section on "Continual improvement model - steps to evaluate and adapt")

il /8 #35
A service provider has established the success factor of"improved availability of wi-fi service." Using the SMART model, which is
the BEST key performance indicator to use to measure this?

A. 5% increase i user satisfaction scores for the wi-fi service

B. Increase in wi-fi service reliability by the end of quarter 2

C. 10% increase in resolution of wi-fi incidents within target time by the end of quarter 3
D. 5% reduction in number of conmplaints to the service desk by the end of the year

E&R:. C

R -

SMART KPIs must beSpecific, Measurable, Achievable, Relevant, and Time-bound. Option A is specific towi-fi availability,
measurable (10% increase), achievable, relevant, and time-bound (by end of Q3). Options B and C measure perceptions
(complaints/satisfaction) but are indirect. Option D lacks a measurable percentage or defined metric. DPI stresses that success
factors should be measured byclear, objective performance outcomes, not just subjective satisfaction.

(Reference: ITIL 4 Strategist DPI, section on "Defining and measuring critical success factors and KPIs")

=8 #36

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 elimnating repeated work.

What is this an example of?

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

C. Building value chains on effective practices

D. Establishing clear objectives for assessments

ER: A

i EER

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")
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