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AE#17
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. A financial controller who has little interest in a project

C. End users who have no control over or interest in the software they use

D. A business relationship manager who wants to ensure that a service fulfils the customer's needs

HE: C

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

HE #18
Which activity is NOT likely to be performed by a partner or supplier in support of the business relationship management practice?

e A. Performing and analyzing satisfaction surveys of business relationships.
¢ B. Providing tools to assist the business relationship management practice.
e (. Advising the internal IT service provider on experience management techniques.
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¢ D. Being accountable for the business relationships and the BRM practice.
H": D

Y.
Accountability for the organization's business relationships and the BRM practice remains an internal responsibility; partners and
suppliers support but do not hold that accountability.

AE#19
Which is an example of the 'Prepare the team! step of Gemba walks?

A. A business relationship manager informs staff of a future Gemba walk of the value stream for creating a new service
B. A relationship manager records the findings of observing the negotiation of service targets

C. A relationship manager discusses the findings of a Gemba walk with other stakeholders

D. A relationship manager asks another manager to join the Gemba walk for onboarding new custommers

HE: A

MY
"Prepare the team'" mvolves informng and readying participants for the upcommng Gemba walk; notifying staff about the future
observation aligns with that preparatory activity.

EE #20

Which TWO statements about BRM and third-party services are CORRECT?

1. BRM does not focus on suppliers as they never interact directly with the organization's users
2. BRM ensures that, where appropriate, suppliers follow a service provider's BRM approach

3. BRM is not directly involved in and does not need to understand supplier services

4. BRM needs to understand dependencies on supplier services as they influence user experience

A 3and 4
B.2and 4
C.land2
D.1and3

He:. B

HE:

Staterment 2 is correct because BRM ensures that suppliers align with the organization's relationship management approach when
interacting with consurmers.

Statement 4 is correct because understanding supplier dependencies is vital for BRM to manage and influence the overall user
experience.

AE #21
Which question should be considered during the 'Identify stakeholders and relationship model' activity of the '"Managing business
relationship journeys' process?

A. Is escalation required?

B. Who is responsible for managing the relationship?
C. What are the events to monitor and process?

D. What is the role of BRM in each value stream?

He:. B

Y.
Determining "Who is responsible for managing the relationship?" is central to identifying stakeholders and selecting the appropriate
relationship model.
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