
Service Value Chain

1. Which statement about the service value chain is CORRECT?

A. The service value chain converts value into demand

B. Each value chain activity uses different combinations of practices to convert inputs into outputs

C. Each value chain activity identifies a requirement for resources from an external supplier

D. The service value chain uses value streams to describe a combination of consumers and

providers

B

2. Which value chain activity ensures a shared understanding of the current status and required
direction for all products and services?

A. Plan

B. Improve

C. Design and transition

D. Deliver and support

A

3. Which can act as an operating model for an organization?

A. The four dimensions of service management

B. The service value chain

C. The ITIL guiding principles

D. Continual improvement

B

4. Which BEST describes the purpose of the 'improve' value chain activity?

A. To organize a major improvement initiative into several smaller initiatives

B. To make new and improved services and features available for use

C. To ensure a shared understanding of the vision and improvement direction for all products and

services

D. To continually improve all products and services across all value chain activities

D

5. What is used to link activities within the service value chain?



A. Service level agreements

B. Inputs, outputs and triggers

C. Opportunity, demand and value

D. Service desk

B

6. Which statement about value creating activities is CORRECT?

A. Each value stream should be designed with a specific combination of service value chain

activities

B. Service value chain activities have pre-determined dependencies on ITIL practices

C. A value stream is an operating model for creating value through products and services

D. Organizations should ensure that each value stream is applicable to many scenarios

A

7. Which is provided by the 'engage' value chain activity?

A. Ensuring that stakeholder expectations for quality are met

B. Ensuring that stakeholder needs are understood by the organization

C. Ensuring that service components are available when needed

D. Ensuring that services are operated to meet agreed specifications

B

8. Which describes the 'plan' value chain activity?

A. It ensures a shared understanding of the current status and vision for all products and services

across the organization

B. It ensures that services are delivered and supported according to agreed specifications and

stakeholdersâ€™ expectations

C. It ensures that service components are available when and where they are needed, and meet

agreed specifications

D. It ensures continual improvement of products, services, and practices across all value chain

activities

A


