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QUESTION 1

An organization has started a digital transformation programme, and wants to create a culture of innovation. This month,
the CIO plans to deliver a presentation on how chatbots can improve the customer registration experience. Which
approach is the CIO using to support the programme? 

A. Encouraging digital technology opportunities 

B. Establishing a mantel intelligence culture 

C. Giving employees time for training and development 

D. Working with workflow and talent management 

Correct Answer: A 

Encouraging digital technology opportunities is the approach that the CIO is using to support the programme of creating
a culture of innovation. This means that the CIO is promoting and facilitating the exploration and adoption of new digital
technologies that can create value for the organization and its customers. By delivering a presentation on how chatbots
can improve the customer registration experience, the CIO is demonstrating how digital technology can enable
innovation and enhance customer value. References: ITIL 4 Leader: Digital and IT Strategy, page 25-26 

 

QUESTION 2

Which is a leadership skill that relates to having a digital mindset? 

A. Looking at the potential of new tools to meet customer needs 

B. Sharing success stories frequently to motivate others 

C. Bulking a rapport with regulators and government officials 

D. Measuring the success of strategic digital initiatives 

Correct Answer: A 

Looking at the potential of new tools to meet customer needs is a leadership skill that relates to having a digital mindset.
It shows curiosity, openness, and willingness to explore and adopt new technologies that can enhance customer value
and experience. It also demonstrates a customer-centric and innovative approach to digital transformation. References:
ITIL 4 Leader: Digital and IT Strategy, page 25-26 

 

QUESTION 3

An organization identified activities that are performed by many different people who follow detailed procedures to
ensure they carry out all the steps. The procedures are very clear, and if staff follow the exact steps in the procedure
then the results are always good, but this takes a lot of time. 

A. Simple automation 

B. Complex automation 
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C. Intelligent automation 

D. Technology replacement modernization 

Correct Answer: A 

Simple automation is about using technology to automate repetitive and standardized tasks that follow clear and
detailed procedures. This can help reduce human errors, save time and resources, and improve efficiency and quality.
References: ITIL 4 Leader: Digital and IT Strategy, page 63 

 

QUESTION 4

An organization has established a dear vision for digital transformation and has started their transformation journey.
They have documented al their value streams and started to improve these. They use technology appropriately to
maximize customer experience and operational excellence. They understand and manage risks, and they have a
comprehensive approach to Identifying and using innovative Ideas. 

What else do they need lot the digital transformation to succeed? 

A. Management of threats and opportunities 

B. Improved use of automation 

C. Management of staff skills and competence 

D. Linked processes and practices to value creation 

Correct Answer: C 

Management of staff skills and competence is what the organization needs for the digital transformation to succeed.
This means that the organization ensures that its staff have the necessary skills and competence to support the digital
transformation and deliver value to customers. This can involve training, development, coaching, mentoring,
recruitment, retention, and motivation of staff. References: ITIL 4 Leader: Digital and IT Strategy, page 68-69 

 

QUESTION 5

An organization strategy requires them to continually maintain market relevance. Which approach is the MOST relevant
to achieve this objective? 

A. Customer 360 

B. Digital transformation 

C. Employee 360 

D. PESTLE analysis 

Correct Answer: B 

Digital transformation is the most relevant approach to achieve the objective of continually maintaining market
relevance. It is about using digital technology to create new or modify existing business processes, culture, and
customer experiences to meet changing market needs and expectations. It also helps to create value, enhance
competitiveness, and foster innovation. References: ITIL 4 Leader: Digital and IT Strategy, page 5 
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