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H #120

Cloud Kicks is excited about a new customer self-service initiative, Within the stakeholder team, a support manager has shared
features they want to recreate from their previous; a product manager wants to implement new features that were not available in
their previous system. There is a concern that conflicting demands may lead to organizational paralysis on the project.

What should the strategy designer recommend to stakeholders to remediate risks?

¢ A. Advise executive leadership to make the decision about priorities.
¢ B. Revisit customer research to inform internal prioritization.
e C. Mop features between the two systerns and let stakeholders prioritize,

Ef#: B
R

Returning to customer research ensures that decisions are based on user needs and insights, which can help reconcile internal
differences by focusing on what matters most to customers. This customer-centric approach can guide prioritization and reduce the
risk of organizational paralysis by aligning features with user demands.
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M #121

A strategy designer is hired to help service agents pool their shared knowledge, see the bigger picture, and understand what may be
causing poor and disjointed support experiences, and where other pain points and opportunities may lie. Which method of co-design
workshop should be used?

e A Ideation
¢ B. Journey mapping
¢ C. Prototyping

IEf#: B
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The best method of co-design workshop to help service agents pool their shared knowledge, see the bigger picture, and understand
what may be causing poor and disjointed support experiences, and where other pain points and opportunities may lie is journey
mapping, which is a visual representation of the user’s journey across different touchpoints and channels. Ideation or prototyping may
not be suitable for synthesizing and analyzing existing service experiences.

HM #122
A strategy designer is kicking off a project to reimagine the high-end private banking experience for a financial services company.
‘What should they do to learn about the unique expectations of the company's customers?

e A. Share prototypes of different interface directions with 100 people who regularly use their bank's app.
¢ B. Send a survey to all stakeholders about their banking app attitudes, preferences, and desires.
e C. Interview 8-10 customers about how banking fits Into their lives and their ideal relationship with their bank.

Ef#: C

L2

Interviewing 8-10 customers about how banking fits into their lives and their ideal relationship with their bank is the best way to learn
about the unique expectations of the company's customers. This method provides qualitative and contextual insights into the
customers' needs, goals, pain points, and emotions. https:/trailhead.salesforce.com/en/content/learn/modules/salesforce-strategy-
designer-certification-prep/conduct-customer-interviews

R #123
A strategy designer collaborated with the product design team at Cloud kicks and is now coming to the end of their discovery.

‘Which technique should be used to frame the design challenge on the right problems?

e A, Construct "How might we..." questions.
¢ B. Design "For an optimal experience..." questions.
e C. Create "As a user, I should..." questions.

IEf#: A

AR :

The technique that should be used to frame the design challenge on the right problens is to construct "How might we..." questions.
"How might we..." questions are a way to reframe problens into opportunities for innovation. They are open-ended, optimistic, and
user-centered, and they help define the scope and direction of the design project. Designing "For an optimal experience..." questions
or creating "As a user, I should..." questions may not be effective for framing the design challenge, as they may imply or limit potential
solutions.

HA #124

After a series of nterviews 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 Journey mapping workshop



® B. Service blueprint workshop

¢ C. Design sprint
Ef&E: B
R -

The best approach to create alignment among internal teans 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.
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