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EAE #39

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

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

C. Collect feedback fiom both organizational and IT leadership from each region

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

He:. D

Y.

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

EE #40

An organization uses an external service provider to develop and support a critical application. They have asked the supplier to
make improvements as users have been complaining that the application is difficult to use.

‘What would be a suitable SMART KPI for measuring this improvement?

A. Customer satisfaction with the application measured by using net promoter score increases by 5% each year

B. A significant number of user interface improvements implemented over the next six months

C. Usability of the application evaluated by the application manager improves from "poor" to "good" over the next six months
D. User satisfaction with the application measured in a monthly survey increases by 30% over the next six months

HE: D

Y.

In DPI, KPIs must beSMART(Specific, Measurable, Achievable, Relevant, Time-bound). Option B is the only one that fully meets
SMART criteria:

* Specific (user satisfaction with the application),

* Measurable (30% increase),

* Achievable (reasonable improvement target),

* Relevant (directly tied to usability),

* Time-bound (six months).

Options A and D lack measurable objectivity, while C is too broad and long-term.

(Reference: ITIL 4 Strategist DPI, section on "Measurement and reporting - setting SMART objectives and KPIs")

AE #41

A retailer is considering introducing a new virtual reality feature to its online presence. Recognizing this is a significant effort requiring
new skills and technology, the CIO has asked the operations manager to assess the impact to the organization.

Which assessment method would work BEST in this situation?

A. Customer satisfaction analysis
B. Gap analysis

C. SLA achieverment analysis

D. Process maturity assessment

3

o

: B

ME:

In ITIL DPI,gap analysisis used to compare the current state against the desired future state. Since the retailer is adoptingnew
technology and skills, gap analysis identifies capability shortfalls and resource needs to support the change. Customer satisfaction
analysis (A) and SLA analysis (C) measure service performance, not organizational readiness. Process maturity assessment (D)
examines process capability but not the holistic gap to achieve new capabilities.

(Reference: ITIL 4 Strategist DPI, section on "Assessment methods - gap analysis for change nitiatives')

A2 #42
Which BEST describes a value stream?

A. A structured approach to organizational change, so that staff members feel valued
B. A flexible and simple guide that supports improvement initiatives

C. Steps that add value to a unit of work being processed in the service value chain
D. The way an organization applies specific resources to tasks

He: C

Y.

DPI defines avalue streamas "a series of steps an organization undertakes to create and deliver products and services to consurers.'
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")

HEE #43

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. SLA achieverment

B. Change readiness

C. Customer/user satisfaction

D. Strengths, weaknesses, opportunities, threats (SWOT)

HE: D

Y.

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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