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HE #15
In the context of the "business relationship management" practice, which statement is CORRECT?

A. Ains to manage agreements with consumers
B. Focuses primarily on the needs of service users
C. Nurtures relationships at strategic levels

D. Focuses on relationships between individuals

Ef#: C
fEEL 2

The Business Relationship Management practice is designed to nurture and maintain relationships with stakeholders at strategic and
organizational levels, ensuring alignment between the organization's strategy and stakeholder needs.

ER #16
Identify the missing word(s) in the following sentence.
A key challenge of the business relationship management practice is a lack of understanding of the operating models of'the [?].

A. Key stakeholders
B. IT service provider
C. Service consumer
D. External regulators

IEf: C

At
A core challenge for Business Relationship Management is that the practice often lacks insight into the operating models of the
service consumer, which hampers its ability to align services with consumer needs.

HE#17
A small organization's problem management practice has been assessed at capability level 2, with only one criterion met at level 3.
‘Which TWO factors should this organization consider MOST in the context of the
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"Where do we want to be?" step in the continual improvement model?
1. The costs and time required to achieve level 3

2. How to achieve level 5 for the practice

3. The impact of missing capabilities on the business

4. How to improve all four dimensions of service management at once

A.3and 4
B.2and 4
C.land3
D.1and2

IEf#: C

TR

In setting improvement targets, the organization should weigh the costs and time required to reach Level 3 (factor 1) and understand
how the missing capabilities currently impact the business (factor 3), ensuring that objectives are both feasible and aligned with
business priorities.

HM #18
Which activity is the responsibility of the 'sponsor’ role?

e A. Authorizes the budget for service consumption

e B. Uses the service

e C. Defines the requirements for a service

e D. Takes responsibility for the outcomes of service consumption

Ef: A

fEEL:
The sponsor is the individual who secures and authorizes finding for service consumption, ensuring that the necessary budget is
allocated.

R #19

An organization has assembled a small teamto do a self-assessment of its business relationship management capabilities in advance
of'a formal assessment. The team has reviewed all the criteria for level 2.

‘What should this team do NEXT?

e A. Look for evidence of missing capabilities.

¢ B. Identify evidence for every criterion that has been met.
e C. Set the target capability level.

e D. Proceed to Level 3.

IEf#: B

R
After reviewing Level 2 criteria, the next step is to collect and document evidence for each criterion that has been met to validate the
assessment before moving forward.

R #20
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