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P& #98
Which dimension of product and service management addresses data and technologies used in digital product and services?

e A Information and technology
e B. Value streams and processes
e (. Organizations and people

e D. Partners and suppliers

ZE: A
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Information and technology is the dimension that addresses the data and technologies used in digital products and services, so option
D is correct. ITIL explains that this dimension includes applications, infrastructure, tools, automation, analytics, Al, monitoring,
commumnication systers, and the management of data, information, and knowledge. It also includes concerns such as data quality,
access, governance, security, and technology capability. This dimension is central in digital product and service management because
technology not only supports service delivery, but often forms the core of the product itself. Partners and suppliers covers external
organizations, organizations and people covers structure and skills, and value streans and processes covers workflows. Therefore,
when the focus is specifically on data and technological enablement, the correct ITIL dimension is information and technology.

& #99

Why are Value streans and processes’ important in product and service management?

A. They specify the tools used for service monitoring

B. They show how activities are coordinated to create and deliver value
C. They describe supplier agreements and help manage contracts

D. They define organizational hierarchies and reporting lines

ZX: B
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Value streams and processes are important because they show how activities are coordinated to create and deliver value, so option
B is correct. In ITIL, the value streams and processes dimension focuses on how work flows through the organization and across
organizational boundaries. It helps explain the sequence of activities, dependencies, handoffs, and interactions that transform demand
mto useful outcomes for stakeholders. This is essential because value creation is rarely achieved by one team or one isolated activity.
Tools, reporting lines, and contracts may support management, but they are not the main concern of this dimension. ITIL stresses
that actual work as performed should be understood, mapped, analyzed, and improved.

Value streams make the flow of value visible, while processes provide structured guidance for recurring activities that support that
flow.

R #100
Which value chain activity ensures a shared understanding of the current status and required direction for all products and services?

A. Design and transition
B. Plan

C. Deliver and support
D. Improve

E%: B

R RE #101
Which of'the following is TRUE about value co-creation?

A. Value is defined and consumed by a service provider

B. Value is created only by the service provider and delivered to the consumer

C. Value is created jontly through interactions between service providers and service consumers
D. value is created independently of service relationships

ZER: C
fRRERR A :

Value co-creation means that value is created jomtly through interactions between service providers and service consumers, so
option D is correct. ITIL moved away from the idea that value is simply produced by the provider and handed over to the
consurrer. Instead, value emerges through the combination of provider offerings, consumer participation, context, usage, and the
wider service relationship. A service may offer strong utility and warranty, but the actual value realized depends on how the
consurrer uses it and what outcomes are achieved. This is why ITIL emphasizes service relationships, shared responsibilities, and
stakeholder perspectives.

Value is not created independently of those relationships, and it is not defined solely by the provider. Co-creation reflects the
dynamic and interactive nature of modern digital product and service management.



P RE #102
Why are management practices important for value chain activities?

¢ A They enable value chain activities by providing the required capabilities
¢ B. They ensure activities are performed in a fixed order

e C. They define the organization's purpose and strategy

¢ D. They replace value chain activities with standardized processes

BEE: A

B«

Management practices are important because they enable value chain activities by providing the capabilities needed to perform them
effectively, so option B is correct. In ITIL, value chain activities are high-level lifecycle activities such as discover, design, build,
transition, operate, deliver, support, and acquire. These activities do not happen in isolation. They depend on practices such as
architecture, incident management, change enablement, knowledge management, service level management, supplier management,
and many others. Practices bring together people, information, technology, partners, and processes to support work in a structured
and repeatable way. They do not define the organization's overall purpose, and they do not force a fixed order of execution. Instead,
they supply the organizational capability that allows value chain activities to flnction and connect effectively within the broader value
system
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