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The RealExamFree ITIL ITIL4-DPI exam questions are being offered in three different formats. These formats are ITIL4-DPI web-
based practice test software, desktop practice test software, and PDF dumps files. All these three RealExamFree ITIL4-DPI Exam
Questions format are important and play a crucial role in your ITIL 4 Strategist: Direct, Plan and Improve (DPI) exam preparation.
With the ITIL4-DPI exam questions you will get updated and error-free ITIL4-DPI exam questions all the time.

ITIL ITIL4-DPI Exam Syllabus Topics:

Topic Details

Topic 1
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.

Topic 2
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.

Topic 3
Key Concepts: This section of the exam measures skills of IT Service Managers and covers the essential
ideas of ITIL 4 Direct, Plan, and Improve. It introduces the importance of creating value by balancing
outcomes, costs, and risks within IT service management.

Topic 4
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.

Topic 5
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.

Topic 6
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.

Topic 7
Service Performance Metrics: This section of the exam measures skills of IT Service Managers and
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.

ITIL 4 Strategist: Direct, Plan and Improve (DPI) Sample Questions (Q32-
Q37):
NEW QUESTION # 32 
A service provider is implementing a new self-service portal for users to request access to IT services. The portal will be made
available to 5000 users across 50 sites.
Which is the BEST guidance for producing guidelines for users of the self-service portal?

A. Provide guidelines outlining the difference from previous methods of requesting access to IT services
B. Provide guidelines for using the self-service portal for access requests to the service desk staff so that they can help users
C. Produce simple guidelines for users of the self-service portal for access requests, making it clear who to contact for
exceptions
D. Circulate detailed guidelines to users for using the self-service portal to request access to IT services

Answer: C

Explanation:
DPI and the guiding principle"Keep it simple and practical"stress that guidance should beclear, concise, and user-friendly. With 5000
users, simple guidelines prevent confusion and reduce support overhead.
Explicit instructions onwho to contact for exceptionsensures smooth adoption. Options A and D risk overwhelming users with detail,
while B shifts responsibility to the service desk instead of empowering users.
(Reference: ITIL 4 Strategist DPI, section on "Organizational change management - communication and adoption support")
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NEW QUESTION # 33 
A service provider has developed a strategy to increase its revenue by launching a new cloud storage service.
This strategy is being cascaded down to the technical teams.
Which is a relevant objective that will support the strategy?

A. Increase profit by launching new wi-fi services into new geographic markets
B. Achieve a 10% increase in service requests fulfilled in the target time
C. Design and implement new infrastructure by the end of quarter 2
D. Average number of storage access failures per month

Answer: C

Explanation:
ITIL DPI emphasizes thatobjectives must cascade logically from strategy into actionable plans. Since the strategic goal is to launch
anew cloud storage service, the technical objective must directly support that initiative. "Design and implement new infrastructure by
the end of quarter 2" is aligned, measurable, and time- bound. The other options either do not directly relate to the cloud service (B,
C) or are ongoing operational metrics (A), not strategic enablers.
(Reference: ITIL 4 Strategist DPI, section on "Cascading objectives and alignment with strategy")

NEW QUESTION # 34 
A small service provider is experiencing growth and success. Currently, all important decisions are made by a small executive group.
This creates delays because some members of the group are often unavailable.
Which is the BEST approach for establishing an authority structure for decision-making within the service provider organization?

A. Refer decisions to line managers, who will escalate cases to the executive group when appropriate
B. Allow people to make decisions about their work, and use training and automation to mitigate the risks
C. Ensure that technical decisions are made by the operational staff who can define the risks
D. Keep high-risk decisions within the executive group, but define a policy for delegating other decisions

Answer: D

Explanation:
DPI emphasizesgovernance by defining clear decision-making authority. High-risk or strategic decisions should remain with
executives, but less critical decisions must bedelegatedthrough policies to appropriate levels of management. This prevents
bottlenecks and ensures accountability while balancing governance oversight. Options A and B may reduce delays but lack
structured governance, while D risks insufficient control.
(Reference: ITIL 4 Strategist DPI, section on "Delegation of decision-making and governance structures")

NEW QUESTION # 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 in user satisfaction scores for the wi-fi service
B. 10% increase in resolution of wi-fi incidents within target time by the end of quarter 3
C. Increase in wi-fi service reliability by the end of quarter 2
D. 5% reduction in number of complaints to the service desk by the end of the year

Answer: B

Explanation:
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")



NEW QUESTION # 36 
An organization is drafting a plan to achieve its strategic goals and is ensuring that they consider the involvement of all appropriate
stakeholders at all levels in the organization.
Which guiding principle are they applying?

A. Think and work holistically
B. Focus on value
C. Keep it simple and practical
D. Collaborate and promote visibility

Answer: D

Explanation:
The DPI guidance emphasizescollaboration and visibilityas essential principles in planning. By ensuringall stakeholders at every level
are engaged, the organization promotes shared ownership and transparency.
"Focus on value" (A) targets alignment to business outcomes, "Think and work holistically" (B) refers to systems thinking, and "Keep
it simple and practical" (D) ensures clarity. The scenario most directly reflects collaboration and visibility.
(Reference: ITIL 4 Strategist DPI, section on "Guiding principles - Collaborate and promote visibility")

NEW QUESTION # 37
......
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