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(Q37-Q42):

B #37
What is the difference between a policy and a control?

¢ A Policies are defined by governance, controls are defined by management

¢ B. Policies focus on organizations and people, controls focus on information and technology
e C. A control is a type of policy that directs staff behaviour

¢ D. Apolicy is a type of control that states what management expects

Ef: A

fEEL:

In ITIL 4 DPIpoliciesare 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")

E Y #38

A service provider has experienced a number of problems with their cloud storage service that have caused service outages.
Problem management has successfllly identified the cause of each incident, but flrther improvements to the service are considered
necessary.

Which is the BEST example of using the 'continual improvement model to guide improvements to the service?

A. Use the model to identify and prioritize improvements to the cloud storage service

B. Use the model to assess and authorize changes to improve the cloud storage service

C. Use the model to restore and recover the cloud storage service each time the service fails
D. Use the model to identify and compare improvements to the 'problem management' practice

IEf#: A

AR :

Thecontinual improvement modelis applied to evaluate, prioritize, and implement improvements across services, practices, and
processes. Here, the focus is thecloud storage service, not just the practice of problem management. Option B reflects the model's
purpose-identify improvement opportunities, assess priorities, and act to prevent recurrence of failures. Options A, C, and D
misapply the model to either specific practices or operational recovery, not holistic improvement.

(Reference: ITIL 4 Strategist DPI, section on "Applying the continual improvement model to services and practices")
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B #39

As a result of feedback from customers received at regular service reviews, an organization with a large number of users is migrating
an important IT service to a cloud service provider. The service functionality and the user interface will not change, but the
availability and performance should improve.

‘Which communication plan is MOST appropriate?

¢ A Explain the benefits to customers in an email;, hold discussions with users to explain the changes

¢ B. Launch the project using a selfhelp portal to ensure maximum coverage; ensure the same message gets to customers and
users

e C. Discuss the impact of the changes on the customers at the next service review; send users an email detailing change dates
and the expected benefits

¢ D. Launch the upgraded service then discuss its effects at a future service review; use the service desk to deal with any user
issues

IEf: C
AR

In DPIeffective communication is critical in organizational change management. For large user bases, the communication plan nust:
* Engage customers directly in reviews (two-way communication),

* Provide clear, proactive messaging to users (email with dates and benefits).

This ensures visibility and minimizes confusion. Options A and D lack adequate two-way engagement, and C provides fragmented
communication. Option B reflects DPI's emphasis ontimely, consistent, and role- appropriate communication.

(Reference: ITIL 4 Strategist DPI, section on "OCM - communication and stakeholder engagement in change")

HR #40

An internal service provider is creating a business case to justify the purchase of a new service management toolset. The business
case includes several options from muiltiple vendors.

Which is MOST important to include in the business case?

A. The risks to the toolset vendors of not selecting their product

B. A description of how the guiding principles will be used to implement the toolset
C. An evaluation of organizational constraints on the use of the toolset

D. The techniques used to develop the service provider's strategy

IEf: C

A -

DPI explains that a business case must include anevaluation of constraints(financial, technical, cultural, and organizational) that might
affect adoption of the solution. This ensures feasibility and realistic planning.

Option A (strategy techniques) is irrelevant here. Option B is vendor-focused, not organizational. Option D (guiding principles)
supports implementation but is not central to justifying the case.

(Reference: ITIL 4 Strategist DPI, section on "Business cases - evaluating options and constraints')

HE#41

A project team recently delivered a new service on time and to specification. However, the team encountered a number of issues
during the project that resulted in an increase in the resources utilized. The project is about to close and the project team will
immediately move on to the next project.

Which is the BEST way to avoid similar issues in the future?

A. Complete a SWOT analysis before starting the next project

B. Conduct a customer satisfaction analysis at the end of the project

C. Create a lessons learned report when closing the project

D. Develop a stakeholder commumication plan before starting the next project

Ef#: C

fEEL:
In DPI, thecontinual improvement modelstresses the importance ofcapturing lessons learnedto ensure that successes and failures



inform future work. By creating alessons learned reportduring project closure, the organization systematically records challenges,
nefficiencies, and solutions. This enables organizational learning and prevents repeating mistakes. SWOT (B) and communication
planning (D) are useful tools, but they do not directly address past project issues. Customer satisfaction analysis (C) focuses on user
experience, not internal resource challenges.

(Reference: ITIL 4 Strategist DPI, section on "Continual improvement feedback and learning loops")
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