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AE #201
How might global population growth impact IT leaders?

A. By delaying upgrades until population trends stabilize

B. By supporting the rapid expansion of digital infrastructures
C. By focusing on routine system upkeep instead of expanding
D. By restricting access to conserve existing resources

He: B

MEH.

Comprehensive and Detailed Explanation From Exact Extract:

Global population growth increases the number of people who need access to technology, commumication, data, and digital services.
For IT leaders, this trend translates into a need to expand digital infrastructures quickly and strategically to support more users, more
devices, and more data.

Key implications of population growth for IT leadership include:

Planning for greater capacity in networks, storage, and computing power.

Scaling systems to support increased internet usage, online services, and applications.

Extending digital access to new regions, communities, and markets.

Ensuring infrastructure can handle greater demand, traffic, and load while maintaining performance and reliability.

Why the other options are not aligned with typical IT leadership responses:

B . By restricting access to conserve existing resources - Limiting access conflicts with organizational and societal goals to expand
comnectivity and inclusion.

C . By delaying upgrades until population trends stabilize - Waiting would create capacity shortfalls and service issues; IT leaders
typically plan ahead of demand.

D . By focusing on routine system upkeep instead of expanding - Routine maintenance remains important, but population growth
pushes leaders to prioritize expansion and scalability, not just upkeep.

Therefore, global population growth most directly impacts IT leaders by supporting and driving the rapid expansion of digital
infrastructures, making A the correct answer.

EAE #202
Which system serves as an organization's backbone in providing fundamental decision-making support?

A. Unified communications (UC)

B. Supply change management (SCM)

C. Enterprise resource planning (ERP)

D. Customer relationship management (CRM)

HE: C
=R
ERP as an Organizational Backbone:

ERP provides a centralized platform for integrating and automating core business functions.

It supports decision-making by delivering comprehensive, real-time data mnsights to managers and stakeholders.

Key Role of ERP in Decision Support:

ERP systems enhance data consistency, accuracy, and availability, enabling informed decision-making at all levels of the
organization.

Incorrect Options Analysis:

B . Supply Chain Management (SCM): Focuses on supply chain optimization, not overall decision support.
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C . Unified Communications (UC): Enhances communication, not decision-making processes.

D . Customrer Relationship Management (CRM): Targets customer interaction, not overarching business operations.
and Documents of Information Technology Management:

"ERP as the Backbone of Decision Support" (Harvard Business Review).

ITIL Service Management Guides: ERP Best Practices (Axelos).

EE #203
How does service-oriented architecture (SOA) help companies become more agile?

A. Aligns business needs and the management information system capabilities that support these needs
B. Breaks the project into four phases to provide quicker feedback and improve results

C. Requires a tight adherence to a sequence of steps to accomplish the original goal

D. Builds a working model of the system on a small scale to detect errors early in development

HE: A

MY

Understanding Service-Oriented Architecture (SOA):

SOA is an architectural style that enables organizations to build modular services that align IT capabilities with business needs.
Each service n SOA is designed to performa specific business function and can be reused across different applications or
processes.

How SOA Enhances Agility:

By aligning business needs with IT capabilities, SOA allows organizations to quickly adapt to changing requirements.
Services can be reused or combined to support new business processes without extensive redevelopment.

Why Other Options Are Incorrect:

Option A: Breaking projects into phases aligns with agile methodologies, not SOA.

Option C: Strict adherence to a sequence is characteristic of the waterfall approach, not SOA.

Option D: Building small-scale models refers to prototyping, not SOA.

"SOA and Business Agility" - Gartner
Service-Oriented Architecture Best Practices - IEEE

EE #204
Which customer relationship management (CRM) feature supports efforts to keep existing customers over time?

A. Lead qualification analysis
B. Invoice scheduling
C. Experience monitoring

D. Campaign scheduling
Y. C

Y.

Comprehensive and Detailed Explanation From Exact Extract:

A customer relationship management (CRM) system helps organizations manage interactions with both potential and existing
customrers. To retain existing customers over time, organizations must understand and continuously improve the customer experience.
The CRM feature that supports this is experience monitoring,

Experience monitoring includes:

Tracking customer feedback and satisfaction

Recording service issues, resolutions, and response times

Monitoring custormer interactions across channels (email, phone, chat, in-person) Identifying patterns that may indicate dissatisfaction
or risk of churn By analyzing these data, organizations can proactively address problens, personalize interactions, and enhance
service quality, all of which support long-term custommer retention.

Option A (Campaign scheduling) focuses on planning and executing marketing campaigns, typically aimed at promotions or
outreach. While valuable, it is more related to acquiring or engaging customers than directly monitoring their experience.

Option B (Invoice scheduling) is a finance or billing finction and does not primarily support customer retention strategy.

Option C (Lead qualification analysis) is focused on evaluating potential customers (leads), which is more about acquisition than
retention.

Thus, the feature that best supports efforts to keep existing customers over time is experience monitoring.



AE #205
How should leaders promote ethical IT behavior among employees?

A. By assigning responsibility for ethics to individual departments

B. By covering ethics briefly during initial onboarding

C. By relying on team leaders to address ethical concerns informally
D. By providing regular training on ethical expectations

HE: D

Y.

Leaders should promote ethical IT behavior by providing regular, ongoing training that communicates expectations, reinforces values,
and keeps employees updated on evolving ethical standards and issues.

Continuous training fosters a culture of integrity and accountability.

Option A: Incorrect, ethics should be an organization-wide responsibility, not siloed in departments.

Option C: Incorrect, a one-time onboarding session is insufficient for maintaining ethical awareness.

Option D: Incorrect, relying informally on team leaders does not ensure consistent organization-wide ethical practices.

Thus, the best approach is regular training on ethical expectations.

Reference:

WGU Information Technology Management - IT Governance and Ethics, section on Promoting Ethical IT Culture.
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