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1. What is the significance of stakeholder engagement in ITIL
4?
A. It aids in financial planning and budget management
B. It ensures alignment with the organizational mission only
C. It is crucial for understanding needs and expectations
D. It limits the scope of service delivery

2. Which aspect of ITIL focuses on the measurements of
service performance?
A. Service Strategy
B. Service Design
C. Service Transition
D. Continual Improvement

3. Who is defined as a Change Agent?
A. A leader overseeing financial audits
B. A person advocating for new ways of working
C. A software that manages change requests
D. An external consultant

4. Which type of assessment is primarily based on accurate
data?
A. Qualitative assessment
B. Quantitative assessment
C. Hybrid assessment
D. Gap analysis

5. What does the term "Muda" refer to?
A. Effective use of resources
B. Unnecessary actions or futility
C. Risky and dangerous operations
D. Optimal conditions for workflow
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6. What does work item age refer to?
A. The time taken to complete all work items
B. The time active items have been in progress
C. The time since a work item was requested
D. The duration from project initiation to delivery

7. Which of the following is a common service management
challenge addressed by ITIL?
A. Lack of tools and resources
B. Misalignment between IT and business goals
C. Low workforce motivation
D. Excessive time spent on routine tasks

8. What are the four dimensions of service management in
ITIL 4?
A. People, Processes, Technology, and Culture
B. Operations, Strategy, Design, and Improvement
C. Organizations and People, Information and Technology,

Partners and Suppliers, Value Streams and Processes
D. Service design, Service transition, Service operation, and

Continual service improvement

9. What aspect of service management does ITIL emphasize
should be customer-centric?
A. All services and processes should target fulfilling customer

needs and enhancing customer satisfaction
B. Only major services should prioritize customer feedback
C. Customer satisfaction is secondary to operational efficiency
D. ITIL does not focus on customer satisfaction

10. Which of the following statements is true regarding
building policies?
A. They should anticipate potential questions
B. They should be overly complex and detailed
C. They should ignore feedback from users
D. They should always remain static without changes
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Answers
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1. C
2. D
3. B
4. B
5. B
6. B
7. B
8. C
9. A
10. A
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Explanations
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1. What is the significance of stakeholder engagement in ITIL
4?
A. It aids in financial planning and budget management
B. It ensures alignment with the organizational mission only
C. It is crucial for understanding needs and expectations
D. It limits the scope of service delivery

Stakeholder engagement holds significant importance in ITIL 4 as it is essential for
capturing the needs and expectations of various stakeholders. Engaging with
stakeholders allows organizations to gain insights into their requirements, preferences,
and concerns, which helps in shaping the services provided. This understanding ensures
that the services are relevant and tailored to meet the actual demands of users and
customers.   Furthermore, effective stakeholder engagement fosters collaboration and
ensures that there is a clear communication channel, which significantly enhances
service design and delivery processes. It is not only about gathering input but also about
building relationships that facilitate better service outcomes. Therefore, recognizing
stakeholder engagement as crucial for understanding needs and expectations aligns
closely with the ITIL principles of customer focus and continual improvement.

2. Which aspect of ITIL focuses on the measurements of
service performance?
A. Service Strategy
B. Service Design
C. Service Transition
D. Continual Improvement

The focus on measurements of service performance is a key aspect of the Continual
Improvement practice within the ITIL framework. This practice emphasizes the need for
ongoing evaluation and refinement of services throughout their lifecycle. By utilizing
metrics and measurements, organizations can assess how well services are performing
against established targets and benchmarks.   Continual Improvement aims to identify
areas where enhancements can be made, either in terms of efficiency, effectiveness, or
user satisfaction. Through a structured approach to assessing performance,
organizations can make informed decisions regarding changes and improvements, thus
ensuring that services remain aligned with business needs and goals.  In contrast, the
other areas such as Service Strategy, Service Design, and Service Transition focus on
different aspects of service management. Service Strategy is concerned with defining the
overall strategy and objectives for services, Service Design focuses on designing services
and ensuring they are fit for purpose, and Service Transition deals with the
implementation and transition of services into the live environment. While these
practices may incorporate measurements to some extent, they do not primarily focus on
the ongoing measurement and improvement of service performance as Continual
Improvement does.
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3. Who is defined as a Change Agent?
A. A leader overseeing financial audits
B. A person advocating for new ways of working
C. A software that manages change requests
D. An external consultant

A Change Agent is defined as a person advocating for new ways of working. This role is
crucial within organizations, especially during periods of transformation or when
implementing new processes, practices, or technologies. Change Agents facilitate and
support the adoption of innovative ideas, influence others to embrace change, and help
address resistance. Their efforts are vital in successfully navigating the complexities of
change management, as they focus on fostering collaboration, communication, and
engagement among team members.  The other options do not align with the role of a
Change Agent. Oversight of financial audits, software that manages change requests, and
the role of an external consultant do not inherently involve the advocacy and
interpersonal engagement necessary to lead cultural or operational change within an
organization. Change Agents are characterized by their proactive approach to facilitating
change, making them distinct from these other roles.

4. Which type of assessment is primarily based on accurate
data?
A. Qualitative assessment
B. Quantitative assessment
C. Hybrid assessment
D. Gap analysis

A quantitative assessment is primarily based on accurate data because it relies on
numerical measurements and statistical analysis to evaluate performance, outcomes, or
other measurable factors. This type of assessment emphasizes objective data, such as
figures and quantities, allowing for precise comparisons and analysis.  Quantitative
assessments enable organizations to gather concrete evidence regarding their processes,
services, or projects, which helps in making informed decisions based on facts rather
than feelings or perceptions. By focusing on data that can be measured and analyzed,
quantitative assessments provide a clear picture of performance levels, trends, and areas
needing improvement.  In contrast, qualitative assessments are centered around
subjective judgments, opinions, and experiences, which may not be based on measurable
data. Hybrid assessments combine both qualitative and quantitative methods, but they
still do not prioritize data accuracy to the extent that purely quantitative assessments do.
Gap analysis, while useful for identifying discrepancies between current performance and
desired outcomes, does not focus solely on data accuracy either.
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5. What does the term "Muda" refer to?
A. Effective use of resources
B. Unnecessary actions or futility
C. Risky and dangerous operations
D. Optimal conditions for workflow

The term "Muda" is a Japanese word predominantly used in lean manufacturing and
management practices, particularly within the context of the Toyota Production System.
It translates to "waste" and specifically refers to any activities or processes that do not
add value to a product or service. Essentially, Muda describes unnecessary actions or
futility in an organization's processes, leading to inefficiencies that can be reduced or
eliminated to optimize overall performance.  Recognizing Muda is a crucial component of
continuous improvement methodologies, enabling businesses to streamline operations,
enhance productivity, and provide greater value to customers. By focusing on eliminating
Muda, organizations can ensure resources are utilized more effectively, thus contributing
to a more efficient workflow and better outcomes.  The other options, while related to
operational effectiveness and efficiency, do not capture the specific meaning of Muda.
Effective use of resources and optimal conditions for workflow emphasize productive
practices, while risky operations refer to potential hazards, which is not aligned with the
concept of waste or inefficiency that Muda embodies.

6. What does work item age refer to?
A. The time taken to complete all work items
B. The time active items have been in progress
C. The time since a work item was requested
D. The duration from project initiation to delivery

Work item age refers to the time active items have been in progress. This metric is
critical in performance measurement as it provides insights into how long a specific work
item has been under active development or consideration since it started.  
Understanding work item age helps teams identify bottlenecks and manage their
workflow effectively. It enables teams to assess if they are on track to meet deadlines and
allows for the reflection on process efficiency. Monitoring the age of work items aids in
better resource allocation and prioritization, ensuring that items that are taking longer
than expected can receive the needed attention.  In this context, although the other
options might provide relevant information about overall process durations or timelines,
they do not specifically capture the essence of "work item age" as the time active items
have been in progress. Thus, the focus on the active phase of work gives teams the ability
to improve their delivery and operational efficiency.

10Sample study guide. Visit https://itil4strategistdpi.examzify.com for the full version

SA
M

PLE



7. Which of the following is a common service management
challenge addressed by ITIL?
A. Lack of tools and resources
B. Misalignment between IT and business goals
C. Low workforce motivation
D. Excessive time spent on routine tasks

Misalignment between IT and business goals is indeed a common service management
challenge addressed by ITIL. This challenge highlights the importance of aligning
technology services with the overall objectives and strategy of the business. When IT
does not effectively support or integrate with the business goals, it can lead to
inefficiencies, wasted resources, and missed opportunities for growth. ITIL emphasizes
the need for continual communication and collaboration between IT and business
stakeholders to ensure that the services provided meet the needs of the organization
effectively.  By focusing on this alignment, ITIL helps organizations to develop practices
and processes that ensure IT services are not just technically sound but also strategically
relevant, thereby driving value and enabling business outcomes. This is fundamental to
fostering a culture of collaboration and to ensuring that technology serves as an enabler
for achieving business objectives, rather than a separate entity.  The other options, while
they may represent challenges in service management, do not encapsulate the strategic
alignment focus that ITIL addresses as thoroughly as the misalignment between IT and
business goals.

8. What are the four dimensions of service management in
ITIL 4?
A. People, Processes, Technology, and Culture
B. Operations, Strategy, Design, and Improvement
C. Organizations and People, Information and Technology,

Partners and Suppliers, Value Streams and Processes
D. Service design, Service transition, Service operation, and

Continual service improvement
The four dimensions of service management in ITIL 4 are Organizations and People,
Information and Technology, Partners and Suppliers, and Value Streams and Processes.
This framework is crucial as it encourages a holistic approach to service management,
recognizing that effective service delivery relies not just on individual elements but
rather on the interplay between them.  Organizations and People emphasize the role of
culture, structure, and relationships within an organization, highlighting the importance
of collaboration and communication for successful service management. Information and
Technology focus on the data, assets, and technology that support services, ensuring that
these resources are managed effectively to deliver value. Partners and Suppliers cover
the external entities that contribute to service creation and delivery, which is essential
for optimizing service outcomes and achieving strategic goals. Finally, Value Streams and
Processes represent the workflows and activities involved in creating and delivering
services, providing a structured way to understand and improve service delivery.  In
contrast, the other options refer to different aspects of IT service management or
frameworks that do not encompass the complete set of dimensions as defined in ITIL 4.
Understanding the four dimensions is vital for organizations aiming to adopt a service
management approach that is both effective and responsive to changing needs.
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9. What aspect of service management does ITIL emphasize
should be customer-centric?
A. All services and processes should target fulfilling customer

needs and enhancing customer satisfaction
B. Only major services should prioritize customer feedback
C. Customer satisfaction is secondary to operational efficiency
D. ITIL does not focus on customer satisfaction

ITIL emphasizes a customer-centric approach to service management by highlighting
that all services and processes should be designed with the primary goal of fulfilling
customer needs and enhancing customer satisfaction. This focus encourages
organizations to understand what their customers truly value, allowing them to tailor
their services accordingly. An effective service management strategy recognizes that
customer satisfaction is crucial for success, as it drives loyalty and influences overall
business performance.  By prioritizing customer needs, ITIL promotes a holistic view of
service delivery where feedback is continuously gathered and utilized to refine products
and services, ensuring they meet and exceed customer expectations. This aligns with the
principles of creating value through service and fosters a culture of collaboration and
improvement.  Other potential choices reflect a misunderstanding of ITIL’s core
principles. For instance, the notion that only major services should consider customer
feedback downplays the importance of understanding customer perspectives across all
service levels. Similarly, suggesting that customer satisfaction is secondary to
operational efficiency contrasts with the fundamental belief in ITIL that effective service
management must prioritize the customer experience. Finally, asserting that ITIL does
not focus on customer satisfaction entirely dismisses the framework’s foundational
customer-centric philosophy.

10. Which of the following statements is true regarding
building policies?
A. They should anticipate potential questions
B. They should be overly complex and detailed
C. They should ignore feedback from users
D. They should always remain static without changes

Building policies that anticipate potential questions is essential because it demonstrates
a proactive approach to governance and ensures clarity for all stakeholders. Anticipating
questions reveals an understanding of the environment in which these policies will
operate, allowing for better communication and implementation. By addressing potential
queries, organizations can foster a sense of engagement and trust, which is crucial for
adherence to policies and for guiding behavior in line with strategic goals.  In contrast,
overly complex and detailed policies can lead to confusion and non-compliance because
they may overwhelm users rather than provide clear guidance. Ignoring user feedback
can result in policies that do not meet the needs or realities of those they are intended
for, ultimately reducing their effectiveness. Lastly, having policies that remain static
without changes can be detrimental, as organizational environments constantly evolve.
Policies should be adaptable to reflect changes in processes, technology, and stakeholder
feedback to remain relevant and effective.
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