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B #22
Which type of plan would outline the organizational vision for a multi-year infrastructure expansion?

A. Strategic

B. Project

C. Operational
D. Tactical

EfE: A

AR :

According to ITIL DPI, planning occurs atstrategic, tactical, and operational levels. Astrategic plandefines long-term direction,
ncludingmulti-year infrastructure expansionthat aligns with business goals. Tactical plans break this down into departmental
objectives, while operational plans manage day-to-day execution.

Project plans are temporary and specific but not long-term vision documents.

(Reference: ITIL 4 Strategist DPI, section on "Planning levels - strategic, tactical, operational)

H #23

An organization is transitioning to a new customer relationship management (CRM) system with the aim of expanding its customer
base and increasing custommer retention. The new cloud-based system will be used both internally and by an outsourced call centre.
This high-cost, high-priority initiative has many critics who are concerned with lack of resources.

‘Which stakeholder's support for this initiative is MOST needed to obtain necessary resources and overcome concerns?

A. Information Security Manager
B. Director of Sales

C. Service Level Manager

D. Call Centre Manager

IEf#: B

R -

InITIL 4 DPI,governance ensures that high-cost, high-priority initiatives align with strategic direction.

For mitiatives that affectcustomer base and retention,executive sponsorship is crucialto secure resources and overcone resistance.
TheDirector of Salesis the key stakeholder since this system directly impacts sales growth and customer management. While service
level, security, and call centre roles are important operationally, only executive-level oversight ensures the initiative is prioritized and
funded.

(Reference: ITIL 4 Strategist DPI, section on "Governance at multiple levels - Strategic oversight and sponsorship")

HA #24
When planning a new service, which three factors should be considered when defining the value that the service will create?

A. Cost, risks, and outcomes

B. Measures, methods, and metrics

C. Goals, success factors, and key performance indicators
D. Efficiency, effectiveness, and outcomes

EfE: A

R -

The DPI guidance highlights thatvalue is defined by outcomes achieved, costs optimized, and risks reduced. When creating a new
service, organizations must assess:

* Costs(resources required to deliver the service),

* Risks(potential threats to performance and adoption),

* Outcomes(the results and benefits expected).

This reflects the ITIL service value system's definition of co-creating value between provider and consumer.

(Reference: ITIL 4 Strategist DPI, section on "Value creation and value drivers")



H #25

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?

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

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

EfE: A

A -

According to DPI, thecontinual improvement tean’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")

HM #26

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. SLA achievement analysis

¢ B. Process maturity assessment
e C. Gap analysis

¢ D. Customer satisfaction analysis

Ef#: C

fi .-

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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