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(Q125-Q130):

R #125

Cloud Kicks (CX) has spent several months working to align the entire company around a vision based on inclusivity in the digital
age. Because this project will span several years, the design team is concerned the vision will eventually be lost.

What should CK do to maintain the vision and create transformative change?

¢ A Realize the vision must be driven by business goals.
e B. Align the vision to current industry trends.
e C. Continuously align business goals to the vision.

EfE: C

R

CK should continuously align business goals to the vision to maintain the vision and create transformative change. Business goals are
the specific and measurable objectives that support the vision. By aligning business goals to the vision, CK can ensure that every
decision and action is consistent with the desired future state, and that the vision is not diluted or distorted over time. Aligning the
vision to current industry trends may not be relevant or sustainable for CK's unique value proposition. Realizing that the vision must
be driven by business goals may undermine the purpose and direction of the vision.

E R #126

A strategy designer and a UX team have recently workshopped and developed a plan around the team's purpose and how they will
align with the rest of the organization's goals and objectives.

Which alignment and accountability document should be used after this workshop to bring the plan to reality?

o A. V2MOM
o B. UX vision
e C.RACI

EfE: A

A -

'V2MOM stands for Vision, Values, Methods, Obstacles, and Measures. It is a tool that helps align teams around common goals
and objectives, and track progress and results. It is used by Salesforce to bring plans to reality after workshops and ideation
sessions. https7/trailhead.salesforce.conven/content/learn/modules/align-your-team+ with-v2mom V2MOM is an acronym that stands
for Vision, Values, Methods, Obstacles, and Measures. It is a tool used by Salesforce and recommended in their strategy design
processes to align teams and bring strategic plans to fiuition. After a workshop where a strategy designer and UX team develop a
plan around the team's purpose and organizational alignment, using V2MOM helps to articulate the Vision of what they want to
achieve, the Values that are most important to them, the Methods they will use to get there, the Obstacles they anticipate, and the
Measures they will use to know whether they are successful. This framework ensures clarity and alignment, making it the ideal
document to transition from planning to execution.

HM #127

A design team is working on the challenge: "How might we provide tools to enable customers to resolve service issues by themselves
rather than escalating to human representatives?" Which bot metrics should the strategy designer suggest to assess the impact of their
work?

o A. Customer satisfaction rate
o B. Total conversations
o (. Human takeover rate

EfE: A
fEEHL:

The customer satisfaction rate is a critical metric for assessing the effectiveness of self-service tools in resolving issues. It measures
users' satisfaction with their interactions and outcomes, providing insight into the bot's impact on improving the self-service
experience and reducing the need for escalation.



HA #128
During requirements discovery for a new mobile app for Cloud Kicks, different business units are proposing conflicting requirements
for some of the key use cases. which methodology should be used to resolve conflicts and promote consensus?

¢ A Journey Mapping
¢ B. Prioritization Matrix
e C. SWOT Analysis

IEf#: B

TR

The methodology that should be used to resolve conflicts and promote consensus among different business units is a prioritization
matrix. A prioritization matrix is a tool to evaluate and compare requirements based on two or more criteria, such as impact, effort,
urgency, or importance. Requirements that score high on the chosen criteria are usually prioritized, while requirements that score low
are usually deprioritized or eliminated. A prioritization matrix can help different business units reach a common understanding and
agreement on the most critical and valuable requirements for the key use cases. A journey map or a SWOT analysis may not be
effective for resolving conflicts or promoting consensus, as they do not provide a clear and objective way to rank requirements.

H #129
An insurance company has a calc banding process that involves muiltiple team members, different departments, and many disparate
systems Which Salesforce automation tool should a strategy designer recommend to improve business process efficiency?

o A MuleSoft
e B. Services Cloud
e C. Financial

EfE: A
fEEL:

The best Salesforce automation tool to recommend to improve business process efficiency for an insurance company that has a
complex underwriting process is MuleSoft, as this helps integrate and orchestrate data and applications across different systems and
platforns. Financial Services Cloud or Service Cloud may not be able to automate the underwriting process effectively.
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