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NEW QUESTION # 33

A service provider has recently released an upgrade to its payroll service. The service provider had told the customer that the
upgrade would include functionality to copy information from various other HR systemns, to reduce the amount of manual data entry.
However, this statement was not documented at the time and the proposed functionality was not included in design then. Which
practice includes activities which could have helped to avoid this situation?
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Answer:

Explanation:
Business analysis

NEW QUESTION # 34
From the perspective of the service provider, which statement about the digital product lifecycle is CORRECT?

A. It begins with researching and developing the offering

B. It ends when a consurmer decides to terminate the engagement with the provider
C. It begins when the service consumer is being onboarded

D. It ends when a provider decides to terminate the engagement with a consumer

Answer: A

Explanation:

From the provider's point of view, the lifecycle starts before onboarding. It begins when the provider researches, conceives, and
develops the offering, That includes understanding demand, shaping the product or service, building capabilities, and preparing it for
market or use.

A begins too late, because onboarding occurs after the offering already exists. C and D describe possible termination points in
specific relationships, but the key point in the question is the correct starting point from the provider perspective.

Therefore B is the correct answer.

NEW QUESTION # 35
Which statement about the end-to-end customer journey is CORRECT?

A. Tt excludes customer interactions outside of the organization's processes
B. It focuses exclusively on technical service outcomes

C. It involves only the stages of service delivery and resolution

D. It reflects an overall perception of the customer's experience

Answer: D

NEW QUESTION # 36

An organization in a highly-regulated industry is considering adopting agile practices. The management team is concerned with
maintaining compliance to regulatory requirements while empowering teans at every level to make key decisions.

‘Which approach would MOST LIKELY help the company overcome this challenge?

e A Establish an operating model for teams and individuals to understand their scope of control,and the types of decisions they
can make

¢ B. Review and update operational policy documents to make reference to agile practices, and initiate a training programme to
highlight the benefits of these practices

e C. Assess how competitors approach decision-making, and create a business case that highlights the return on investment
from agile practices

e D. Map strategic objectives to operational metrics, so that all teams understand how their work impacts the organization's
compliance to regulatory requirements

Answer: A

NEW QUESTION # 37

Identify the missing words in the following sentence.

The purpose of the [?] is to ensure that the organization continually co-creates value with all stakeholders in line with the
organization's objectives.

e A four dimensions of service management
e B. service value system



e (. 'focus on value' guiding principle
¢ D. 'service request management' practice

Answer: B

NEW QUESTION # 38
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