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34. Frage 
The business relationship managers at a large it service provider are exploring ways to improve the customer journey. As an
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objective of this initiative, they want to automate the feedback collection and reporting mechanisms that are used to monitor
customer experience. Given this objective, what is the minimum target capability level for organization should set for this practice?

A. Level 4
B. Level 5
C. Level 2
D. Level 3

Antwort: A

Begründung:
Automating feedback collection and reporting indicates a move towards quantitatively managed, tool-supported processes, which
corresponds to Capability Level 4.

35. Frage 
Which is NOT an input to the 'Managing business relationship journeys' process?

A. Service portfolio
B. Business relationship models
C. Training materials
D. Roles and responsibilities

Antwort: C

Begründung:
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.

36. Frage 
Part of an organization's strategy is to use consumer feedback as part of the service quality measurement and reporting. The business
relationship management (BRM) practice is an important component of that strategy, and an objective has been set to automate, as
much as possible, the collection and analysis of feedback. Given this objective, what is the minimum target capability level the
organization should set for this practice?

A. Level 4
B. Level 5
C. Level 2
D. Level 3

Antwort: A

Begründung:
The objective to automate the collection and analysis of feedback aligns with Capability Level 4, where processes are quantitatively
managed and supported by automated tooling.

37. Frage 
Which TWO means of automation should an organization use to check whether its business relationship models can be applied to a
particular situation?
1. Workflow management tools
2. Mind mapping
3. Analysis and reporting tools
4. Knowledge management and sharing tools

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



Antwort: B

Begründung:
Analysis and reporting tools can automatically evaluate data and metrics to determine if a given relationship model is suitable.
Knowledge management and sharing tools provide accessible repositories of models and contextual information to support
automated decision-making on applicability.

38. Frage 
An organization is performing a stakeholder analysis.
Which is an example of a stakeholder that should be monitored?

A. A senior manager who has control of a project
B. End users who have no control over or interest in the software they use
C. A business relationship manager who wants to ensure that a service fulfils the customer's needs
D. A financial controller who has little interest in a project

Antwort: B

Begründung:
End users with neither control (power) nor interest fit the "monitor" category in stakeholder analysis, requiring minimal effort to track
their status.

39. Frage
......
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