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HH #14

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?

e A Ensure that all teams involved in incident resolution collaborate in the development of the policy
¢ B. Ensure that any identified exceptions are excluded from the policy to improve clarity

¢ C. Engage with stakeholders to ensure that as much detail as possible is included in the policy

e D. Implement the policy for service desk staff before informing other affected support teans

EfE: A

fi .-

DPI emphasizes thatpolicies must be co-created and supported across all stakeholdersto be effective. By ensuring all teanms involved
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')

HE #15
When planning a new service, which three factors should be considered when defining the value that the service will create?

e A. Measures, methods, and metrics

e B. Goals, success factors, and key performance indicators
o (. Cost, risks, and outcomes

e D. Efficiency, effectiveness, and outcomes

Ef: C

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


https://www.jpshiken.com/ITIL4-DPI_shiken.html
https://www.mogiexam.com/ITIL4-DPI-exam.html

* 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")

HE #16

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 i this situation?

A. Process maturity assessment
B. Customer satisfaction analysis
C. Gap analysis

D. SLA achievement analysis

EfE: C

A -

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 mitiatives")

A #17
Which type of plan would outline the organizational vision for a multi-year infrastructure expansion?

A. Tactical

B. Project

C. Strategic
D. Operational

EfE: C

fi .-

According to ITIL DPI, planning occurs atstrategic, tactical, and operational levels. Astrategic plandefines long-term direction,
includingmulti-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)

I #18

A conpany has a new, global line of business that has changed how the IT department supports the systers.

Recognizing the need for two-way communication for the required changes, I'T managers need better ways of obtaining feedback.
Which describes the BEST approach for establishing effective feedback channels?

A. Establish office hours where staff are encouraged to visit without appomtments and discuss their concerns

B. Initiate a project to select and implement a collaboration tool to facilitate two-way communication with staff

C. Research how individual teams communicate internally and use the most popular collaboration tools to collect feedback
D. Publish a printed weekly newsletter that clearly and consistently communicates change

Ef: C

A -

DPI emphasizesusing existing, familiar, and effective communication channelsto encourage staff feedback and engagement. By
leveraging collaboration tools that teans already use (Option A), managers minimize resistance and maximize participation. Option B
is localized and limited in scale. Option C delays feedback until a project is implemented. Option D is one-way communication, not



interactive.
(Reference: ITIL 4 Strategist DPI, section on "OCM - communication and feedback channels')
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