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HH #54

An insurance company generates sales from its website, fromagents in a call center, and from third parties working for other
financial service organizations. The product is very product is very popular and users are generally satisfied. The organization
regularly collects and analysis data about service consumers, and this shows users have different levels of satisfaction, depending on
how the product was sold.

What should the insurance company consider NEXT to help resolve the situation?

A. Customer feedback
B. Customer analytics
C. Ommichannel delivery
D. Market relevance

IEf: C
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B #55
‘Which statement about metrics is CORRECT?

A. Lagging metrics are easy to measure and to influence

B. Legging metrics report what has been achieved

C. Lagging metrics predict what a is likely to happen in the future
D. Leading metrics ate difficult to measure, but easy to Influence

Ef#: A

HM #56

An organization cannot afford the loss that comes from taking risks that go wrong, but they suffer big losses because they often take
these risks anyway.

What combination of risk capacity and risk appetite this situation?

A. High risk capacity, high risk appetite
B. Low risk capacity, low risk appetite
C. Highrisk capacity, low risk appetite
D. Low risk capacity, high risk appetite

Ef#: D

A -

A low risk capacity means that an organization cannot afford the loss that comes from taking risks that go wrong, while a high risk
appetite means that an organization is willing to take those risks anyway. This situation can lead to big losses and unsustainable
outcomes. Reference: ITIL 4 Leader: Digital and IT Strategy, page 57

B #57
‘What should leaders of digjtal organizations focus on when educating shareholders about changes in strategy?

A. Teaching shareholders about entrepreneurship, and the history of innovation

B. Ensuring that shareholders understand changes to the financial value of the organization
C. Ensuring that shareholders can continue to meet the leaders' outsourcing needs

D. Ensuring that shareholders will be able to implement new or modified plans

EfE: B

E Y #58
Which is the BEST description of digital business?

A. Using processes that transform something from analogue to digital format

B. Using digital technology as a basis for conducting an organization's activities

C. Using information systens to store, retrieve, transmit, and manipulate digital data
D. Using digital technology to control physical devices

EfE: B
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