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P& #14
Which is an example of the 'explore' step of the service relationship journey?

e A. Contacting a provider's service desk for assistance using a product

¢ B. Downloading a trial version of a service provider's software oftering

e C. Providing a service provider feedback about a desired new feature

e D. Checking a service provider's reviews online before contacting the organization

ZE: D

fE R A«
"Explore" involves researching potential service providers before engagement; checking reviews online exemplifies this initial
discovery phase.
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P& #15

A small organization's problem management practice has been assessed at capability level 2, with only one criterion met at level 3.
Which TWO factors should this organization consider MOST in the context of the

"Where do we want to be?" step in the continual improvement model?

1. The costs and time required to achieve level 3

2. How to achieve level 5 for the practice

3. The impact of missing capabilities on the business

4. How to improve all four dimensions of service management at once

A. land3
B.1and2
C.3and 4
D.2and 4

BR: A

f R A -

In setting improvement targets, the organization should weigh the costs and time required to reach Level 3 (factor 1) and understand
how the missing capabilities currently impact the business (factor 3), ensuring that objectives are both feasible and aligned with
business priorities.

P& #16

Which is an example of an approach to managing a business relationship in a clear domain?

e A. Abusiness relationship manager is provided high-level guidance for customer discussions

¢ B. A business relationship manager uses a Gemba walk for analysing stakeholders influence and interest

e (. Abusiness relationship manager is provided with a detailed set of instructions for gathering information about new
customers

e D. A business relationship manager is provided with a set of principles to apply when discussing sustainability issues with
customers

ER: C

i RE S «
In a clear domain, processes are well understood and documented; providing a detailed set of instructions aligns with that clarity,
guiding the BRM's information-gathering.

8 #17
What is the LOWEST level at which capability criteria related to practice automation is typically defined?

A. Level 1
B. Level 4
C. Level 3
D. Level 5

ZX: B
fRRER A

In maturity models, autormation of practice activities is typically infroduced at Capability Level 4, where processes are quantitatively
managed and supported by automated tooling,

R 8 #18
Which is NOT an input to the '"Managing business relationship journeys' process?

¢ A. Roles and responsibilities



¢ B. Service portfolio
¢ C. Business relationship models
¢ D. Training materials

ZX: D

it RE S -
Training materials support BRM development but are not an input to the Managing Business Relationship Journeys process; that
process relies on defined roles and responsibilities, relationship models, and the service portfolio.
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