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NEW QUESTION # 24
Cloud Kicks (CK) has just added sustainability as a corporate value. CK has assigned a strategy designer to partner with the
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manufacturing team to look for opportunities to improve on its sustainability goals.
‘What should the designer do to build and rationalize a case with this new team?

¢ A. Analyze internal systens through the lens of environmental risk.
¢ B. Present research on climate change to the manufacturing team
¢ (. Meet with the manufacturing team and give them feasible solutions.

Answer: A

Explanation:

The best way to build and rationalize a case with a new team on sustainability goals is to analyze internal systerrs through the lens of
environmental risk, as this helps identify opportunities and challenges for improvement and aligns with the corporate value of
sustamnability. Meeting with the team and giving them feasible solutions or presenting research on climate change may not be
persuasive or relevant enough for the team

NEW QUESTION # 25

The strategy designer at Cloud Kicks has worked with the development team to create a cross-cloud 360 prototype based on a
concept to create a better customer experience and help dive revenue.

‘What should the designer produce to get buy-in from the business stakeholders?

¢ A Business user flow and journey map
¢ B. Business case and roadmap
e C. Business metrics and ROI map

Answer: B

Explanation:

The designer should produce a business case and a roadmap to get buy-in from the business stakeholders. A business case is a
document that outlines the rationale, benefits, costs, risks, and alternatives of a proposed project or solution. A roadmap is a visual
representation of the plan, timeline, milestones, and dependencies of a project or solution. Together, they can help communicate the
value proposition, feasibility, viability, and desirability of the cross-cloud 360 prototype to the business stakeholders. A business user
flow and journey map may show how the prototype works and what pain points it solves, but they do not provide enough
information on the strategic aspects of the project. Business metrics and ROI map may quantify some aspects of the project, but
they do not explain how or why the prototype was created.

NEW QUESTION # 26

After a series of interviews with key stakeholders, a strategy designer realizes the company is duplicating efforts across internal
teams, each creating similar programs for customer engagement.

‘Which approach should the designer propose to create alignment?

e A Service blueprint workshop
¢ B. Design sprint
¢ C. Journey mapping workshop

Answer: A

Explanation:

The best approach to create alignment among internal teams who are duplicating efforts is to conduct a service blueprint workshop,
as this helps map out the current state of the service delivery across different touchpoints, channels, and actors, and identify gaps,
redundancies, and opportunities for improvement. A design sprint or a journey mapping workshop may not be suitable for
addressing the internal silos and inefficiencies.

NEW QUESTION # 27

Cloud Kicks has identified the following challenge statement regarding an opportunity for custormer service transformation: How
might we improve our automated online chat experience to be a preferred channel for our customers to seek information and self-
service toots?

‘Which metric should define a successful transformation outcome?



e A Increased human takeover rate
¢ B. Decreased length of support calls
¢ C. Increased goal completion rate

Answer: C

Explanation:

The metric that should define a successful transformation outcome is increased goal completion rate. This metric measures how often
customers are able to complete their intended tasks or goals through the automated online chat experience, such as finding
information or self-service tools. It indicates the effectiveness and satisfaction of the chat experience.
https/trailhead.salesforce.com/en/content/learn/modules/salesforce- strategy-designer-certification-prep/measure- the- success-of-
the-initiative

NEW QUESTION # 28
A strategy designer at Cloud Kicks is assigned to a new project team with mixed backgrounds from around the company.
How could a kickoff meeting help align the project team before they begin working together?

¢ A Outline chain of command and set ground rules for how to properly execute design thinking methodologies.
¢ B. Create a social contract and promote a detailed plan for how to execute on the new teans charter.
¢ (. Facilitate activities to gain an understanding of each others' skills, communication styles, and expectations.

Answer: C

Explanation:

A kickoff meeting can help align the project team before they begin working together by facilitating activities to gain an understanding
of each others' skills, commumnication styles, and expectations. This helps build trust, rapport, and collaboration among team
members with different backgrounds and perspectives. https/trailhead.salesforce.comven/content/learn/modules/salesforce- strategy-
designer-certification-prep/facilitate-a-kickoff meeting

NEW QUESTION # 29
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