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(Q20-Q25):

HM #20
Which type of plan would outline the organizational vision for a multi-year infrastructure expansion?

e A Strategic

¢ B. Operational
e C. Tactical

¢ D. Project

Ef: A

A :

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')

A #21
When planning a new service, which three factors should be considered when defining the value that the service will create?

A. Cost, risks, and outcomes

B. Goals, success factors, and key performance indicators
C. Efliciency, effectiveness, and outcomes

D. Measures, methods, and metrics

EfE: A

AR

The DPI guidance highlights thatvalue is defined by outcomes achieved, costs optimized, and risks reduced. When creating a new
service, organizations must assess:

* Costs(resources required to deliver the service),

* Risks(potential threats to performance and adoption),

* Outcomes(the results and benefits expected).

This reflects the ITIL service value system's definition of co-creating value between provider and consumer.

(Reference: ITIL 4 Strategist DPI, section on "Value creation and value drivers")

HA #22

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

B. Starting all improvement 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 value stream map for the continual improverment effort to better understand how it is working

Ef: C

R

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')

HM #23
Which type of plan would outline the organizational vision for a multi-year infrastructure expansion?

e A Strategic

¢ B. Operational
e C. Tactical

¢ D. Project

Ef: A

R :

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)

B #24

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. Ask managers to provide information about staff attitudes to the change

e (. Provide managers with the tools they need to manage people through the change
¢ D. Send frequent email updates explaining the importance of the change

EfE: C

R

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 commumication 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 involverment")
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