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

答案：C

解題說明：
In maturity models, automation of practice activities is typically introduced at Capability Level 4, where processes are quantitatively
managed and supported by automated tooling.

問題  #35 
An organization is observing the interactions they have with their customers when negotiating service targets.
Which technique is this an example of?

A. Gemba walk
B. Stakeholder analysis and mapping
C. Value stream mapping
D. Voice of the customer

答案：A

解題說明：
A Gemba walk involves directly observing work and interactions in the real environment such as customer negotiations to gain
firsthand insights into processes.

問題  #36 
Which activity in the 'managing business relationship journeys' process executes the activities for the business relationship journey?

A. Analyze the organization's culture, strategy, and stakeholders
B. Review the relationship
C. Manage exceptions
D. Follow the business relationship model

答案：D

解題說明：
"Follow the business relationship model" is the activity that carries out the defined sequence of journey steps, executing the business
relationship journey in practice.

問題  #37 
A parent is authorizing the purchase of a cell phone for her child. What role is the parent assuming?

A. Provider
B. User
C. Sponsor
D. Customer

答案：C

解題說明：
By authorizing the purchase, the parent is assuming the sponsor role.

問題  #38 
What technique is MOST appropriate to help a business relationship manager understand how a customer affects the business
relationship journey?



A. Voice of customer
B. Business relationship models
C. Gemba walk
D. Stakeholder analysis and mapping

答案：D

解題說明：
Stakeholder analysis and mapping helps the BRM identify and understand a customer's influence, interests, and impact on each stage
of the relationship journey.

問題  #39
......
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