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HEE #28

A company is starting a digital transformation effort that will require significant changes in how IT operates.

The CIO hired consultants to assess the IT department, and they identified a number of improvements that would increase customer
value.

‘Which approach would BEST prioritize improvement outcomes?

A. Prioritize outcomes that reduce waste the most, which will ensure efficient use of the organization's resources

B. Prioritize outcomes that impact staff the least, which will help staff develop confidence in making improvements

C. Prioritize outcomes that move the organization closer to its vision, which will maximize value for all stakeholders

D. Prioritize outcomes that can be achieved with the least effort, which will help create momentum for future improvements

Y. C

3.

DPI emphasizes that improvements should be prioritized based onstrategic alignment with the organizational vision. This ensures that
the most valuable outcommes are delivered first, maximizing stakeholder benefit. While "quick wins" (A), minimizing staff disruption
(B), and waste reduction (D) are important considerations, they are secondary tomoving closer to the strategic vision.

(Reference: ITIL 4 Strategist DPI, section on "Prioritizing improvements - alignment with vision and strategy")
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HAE #29

The manager of a team of highly skilled professionals often handles challenging problens personally in an effort to demonstrate
expertise.

Which TWO are the MOST LIKELY consequences of this behaviour?

* Decisions take longer

* Employee morale improves

* Decisions are made quickly

* Employee morale suffers

A.land 4
B.1and2
C.2and3
D.3and 4

HE: A

MY

DPI governance principles highlight that when managers centralize decisions and problem-solving, it creates bottlenecks(delays in
decision-making) and reduces team empowerment, leading tolower morale. Thus, options 1 (decisions take longer) and 4 (employee
morale suffers) are the consequences. The behaviour underminesdelegation of authority and staff empowerment, which DPI stresses
as essential for effective governance and oversight.

(Reference: ITIL 4 Strategist DPI, section on "Delegation of authority and empowerment of teains")

EAE #30
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. Keep it sinple and practical

C. Focus on value

D. Collaborate and promote visibility

HEe. D

ME:

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")

EAE #31
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. 5% reduction in number of complaints to the service desk by the end of the year

C. 10% increase in resolution of wi-fi incidents within target time by the end of quarter 3
D. Increase in wi-fi service reliability by the end of quarter 2

He: C

Y.

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")

A2 #32

An organization recently established a continual improvement team to promote and enable continual improvement throughout the
SVS. The members of the team are discussing the team's role in continual improvement across the organization.

Which is the BEST description of the team's role in this situation?

e A The team should be the central point of responsibility for the identification, proposal, and implementation of all
improvements

B. The team should ensure that everyone in the organization is empowered and trained to identify and propose improvements
C. The team should ensure that every improvement initiative strictly follows the steps in the ITIL continual improvement model
D. The team should focus on the improvement of the 'continual improvement' practice

He: B

LR

According to DPI, thecontinual improvement team's role is to promote a culture of improvementacross the organization. Their
purpose is not to own every improvement but toempower all staff'to recognize and propose improvements. By enabling knowledge,
training, and cultural reinforcement, they encourage everyone to participate. Options A and C are too narrow, and D is too rigid
since the continual improvement model isguidance, not a strict sequence.

(Reference: ITIL 4 Strategist DPI, section on "Continual improvement culture and responsibilities')
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