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HH #60

A strategy designer is pitching a vision presentation to their customer’s lead to get final approval for a new project. The lead is not
comfortable or familiar with design thinking and has been distrustful of the process so far. Investing in this new initiative will put their
reputation on the line.

Which strategy should the designer employ to communicate the vision?

e A. Ask each team member to present a few slides to signal the presentation is the result of many people's ideas and
consensus.

¢ B. Ask a master presenter to stand in on the project and deliver the vision; they know how to sway any hesitant executive

e (. Ask the customer to participate in the presentation pitch the vision to their lead to signal buy-i and shared ownership of the
project work.

IEf: C

fEERA -

Involving the customer in the presentation can demonstrate internal support and shared commitment to the project, helping to
alleviate the lead's concerns. This collaboration can foster trust in the design thinking process and the project's potential impact,
facilitating approval

HMA #o1
A Cloud Kicks (CK) strategy designer is leading a project to create a new customer experience with digital and environmental

touchpoints. The stakeholders want to understand how the designer is proposing CK will deliver the experience. which tool should
they use to explore the collaboration, structure, and processes that will be required?

® A Journey map

¢ B. Empathy map
¢ C. Service blueprint

EfE: C

BRI -

Explanation

The best tool to explore the collaboration, structure, and processes that will be required to deliver a new customer experience with
digital and environmental touchpoints is a service blueprint, as this helps illustrate how different actors, touchpoints, channels,
activities, and resources interact and support each other in delivering the service. A journey map or an empathy map may not be able
to capture the backstage aspects of service delivery.
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R #62
An insurance company has a calc banding process that involves multiple team members, different departments, and many disparate
systems Which Salesforce automation tool should a strategy designer recommend to improve business process efficiency?

o A MuleSoft
e B. Fmnancial
e C. Services Cloud

EfE: A
RN -

The best Salesforce automation tool to recommend to improve business process efficiency for an insurance company that has a
complex underwriting process is MuleSoft, as this helps integrate and orchestrate data and applications across different systens and
platforns. Financial Services Cloud or Service Cloud may not be able to automate the underwriting process effectively.

HM #63

Cloud Kicks' users demonstrated behaviors and shared quotes on their excitement to use a new offering, as well as how it would
influence their purchasing habits., during feedback sessions.

What do these qualitative findings Indicate about the new offering"?

e A Viability
¢ B. Feastbility
¢ C. Desirability

Ef#: C

fEEL:

These qualitative findings indicate desirability of the new offering, Desirability refers to how much customers want or need a product
or service, and how it meets their expectations and emotions. It can be measured by observing customers' behaviors and reactions,
such as exciterment, interest, engagement, satisfaction, or recommendation. Reference:
https/trailhead.salesforce.com/en/content/learn/modules/salesforce- strategy-designer-certification-prep/measure-the- success-of-
the-initiative

B #64

Cloud Kicks learns that some website visitors, especially those who can't see high-contrast color palettes, do not convert into
customers.

What should the strategy designer do to solve for this accessibility challenge'?

¢ A. Conduct an empathy workshop to understand the audience.
e B. Invite users to co-create as accessibility experts.
e (. Ideate marketing concepts to reach new audiences.

IEf#: B

R

Explanation

Inviting users to co-create as accessibility experts means involving users who have accessibility needs or challenges in the design
process as collaborators and consultants. This helps solve for the accessibility challenge by ensuring that the design meets the
standards and expectations of the target audience. References:
https/trailhead.salesforce.conven/content/learn/modules/salesforce-strategy-designer-certification-prep/invite-u

B #65
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