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ITIL 4 Strategist: Direct, Plan and Improve (DPI) 32 5 I1TIL4-DPI & 5 [ &
(Q34-Q39):

A #34
What is the difference between a policy and a control?

A. A control is a type of policy that directs staff behaviour

B. Policies are defined by governance, controls are defined by management

C. A policy is a type of control that states what management expects

D. Policies focus on organizations and people, controls focus on information and technology

IEf#: B

fEERA -

In ITIL 4 DPILpoliciesare the high-level expectations, rules, or guidelines that are defined by the organization' sgoverning body. They
establish the framework for decision-making and behaviour.Controls, on the other hand, are management mechanisms used to
enforce policies and ensure compliance. Thus, policies come from governance, while controls are implemented bymanagementto
enforce those policies.

(Reference: ITIL 4 Strategist DPI, section on "Policies, controls, and guidelines - governance vs.

management responsibilities™)

B #35

In an organization, a service desk team employs experienced staff who have worked there for many years and have good
relationships with support teans. The organization has a good improvement culture, and staff are encouraged to use their experience
and identify improvements. They are developing a new policy for handling incidents.

Which is the BEST approach for this new policy?

A. Inplement the policy for service desk staff before informing other affected support teams

B. Ensure that all teans involved in incident resolution collaborate in the development of the policy
C. Engage with stakeholders to ensure that as much detail as possible is included in the policy

D. Ensure that any identified exceptions are excluded from the policy to improve clarity

Ef#: B

A -

DPI emphasizes thatpolicies must be co-created and supported across all stakeholdersto be effective. By ensuring all teans nvolved
in incident resolution collaborate in developing the policy, the organization promotesbuy-in, shared ownership, and alignment.
Excluding exceptions (A) may cause operational issues, C undermines collaboration, and D risks overcomplication. Collaborative
designis a principle of both OCM and DPI governance.



(Reference: ITIL 4 Strategist DPI, section on "Policy creation - stakeholder involvement and collaboration')

M #36

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 business case for continual improvement and asking for support from senior management

¢ B. Developing a value streammap for the continual improvement effort to better understand how it is working
e (. Starting all improvement efforts with a clear understanding of the current and desired future state

¢ D. Establishing a strong governance capability to help build a culture of continual improvement

Ef#: D

A -

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")

B #37
Which is a result of an organization following the local laws of a country where it operates?

A. Increased risk

B. Improved compliance
C. Increased value

D. Improved governance

IEf#: B

fEEL:

DPI highlights thatcompliancerefers to meetinglegal, regulatory, and policy requirements. By following local laws, the organization
ensuresimproved compliance. Governance (A) is the system of oversight but does not automatically result from law adherence. Risks
(B) are reduced, not increased, by compliance. Value (D) is indirectly supported but not guaranteed. Thus, compliance is the direct
outcone.

(Reference: ITIL 4 Strategist DPI, section on "Governance, risk, and compliance (GRC)")

E Y #38

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. Gap analysis

B. Customer satisfaction analysis
C. SLA achieverment analysis

D. Process maturity assessment

IEf#E: A

AR :

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 initiatives')
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