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¢ Service Performance Metrics: This section of the exam measures skills of IT Service Managers and
EX 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.

e 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

FE2 . .
# optimize the overall delivery of value.
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¢ Organization Change Management:This section of the exam measures skills of IT Service Managers and
FRE3 explains the role of organizational change management in IT service management.

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

¢ Key Concepts: This section of the exam measures skills of IT Service Managers and covers the essential
S ideas of ITIL 4 Direct, Plan, and Improve. It introduces the importance of creating value by balancing
outcores, costs, and risks within IT service management.

¢ Planning: This section of the exam measures skills of Compliance Officers and emphasizes the principles of
T 6 accurate planning, It ensures candidates understand how to define requirements and use proven methods to
deliver results effectively.

¢ Communication and Collaboration: This section of the exam measures skills of IT Service Managers and
T focuses on improving communication and collaboration across departments and stakeholders. It highlights
how better interaction supports the successful delivery of IT services.
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il /8 #39

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?

A. Developing a value stream map for the continual improverment effort to better understand how it is working
B. Establishing a strong governance capability to help build a culture of continual improvement

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

D. Starting all immprovement efforts with a clear understanding of the current and desired future state

EX: B

i RE B -

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")

i RE #40

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?
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A. Use the model to assess and authorize changes to improve the cloud storage service

B. Use the model to identify and compare improvements to the 'problem management' practice
C. Use the model to restore and recover the cloud storage service each time the service fails
D. Use the model to identify and prioritize improvements to the cloud storage service

EX: D

i RE R -

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")

P& #41
In an organization, IT teams are working on documented, structured, and systematic processes for all customer-facing work.
Which concept is this an example of?

A. Arisk

B. A method

C. A balanced scorecard
D. A control

ZX: B

fE AR A«

In DPI, amethodis defined as a structured and systematic approach to performing work, ensuring consistency and repeatability.
Documented processes for customer-facing work represent methods applied to service management. Acontrolis something put in
place to manage risk, abalanced scorecardis a performance measurement tool, and ariskis a potential event. Hence, "method" is the
correct categorization.

(Reference: ITIL 4 Strategist DPI, section on "Policies, controls, and methods")

PR #42

An organization has IT divisions distributed globally. As the organization has grown, it has become difficult to align the activities of
the IT divisions with the organization's objectives.

How can the organization ensure that all IT activities are aligned with the organization's objectives?

¢ A. Prioritize risk mitigation strategies in alignment with the organization's risk appetite

e B. Establish increasingly detailed objectives at each level of the organization that align directly with the objectives of the layer
above

¢ C. Put conmpliance controls in place to ensure that all centres of expertise are following the same practices

e D. Collect feedback from both organizational and IT leadership from each region

Z%: B

fE R A -

In DPIalignment is achieved through cascading objectives: breaking down high-level organizational goals into increasingly detailed
objectives at each layer of the organization. This ensures thatevery division, team, and activity is aligned to the overall strategic vision.
Compliance controls (A) only enforce uniformity, not alignment. Risk prioritization (B) is important but narrower in scope. Collecting
feedback (D) helps communication but does not ensure systematic alignment.

(Reference: ITIL 4 Strategist DPI, section on "Cascading objectives and alignment of organizational layers")

PR #43

Which statement describes the influence of services on service consumers' outcomes, costs, and risks?

e A Services remove risks from service consumers without introducing new ones
e B. A service should introduce fewer costs than it removes
e (. The key benefit of services is to reduce costs and risks



¢ D. Services can negatively affect some outcomes while supporting others
EZ: D

it RE S B -

DPI explains that servicesinfluence consumer outcomes, costs, and risksin complex ways. They may enable desired outcomes while
also introducing new costs and risks. Thus, services cansupport some outcomes and negatively affect others. They never remove all
risks (contradicts B), cost reduction is not the sole benefit (contradicts C), and D oversimplifies the cost-value relationship.
(Reference: ITIL 4 Strategist DPI, section on "Understanding value, outcomes, costs, and risks")
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