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i =8 #138
A tool used to assess the readiness of the organization to embrace and institutionalize change is:

A. Hoshin planning,
B. Force-field analysis.

C. Management review.
D. Nominal group technique.

EX: B

i RE #139
A project improvement team has identified several key issues but disagrees over the importance of certain issues. If project
resources are limited and the key issues are similar. which of the following tools wall help resolve the disagreement?

A. An affinity diagram

B. A prioritization matrix

C. A cause and effect diagram
D. An interrelationship digraph

ZX: B

FRE #140
In order to manage the needs of multiple customers, the management group should first

A. daft clop cost effective processes that meet the needs for the majority of customers
B. develop and performa needs assessment for each customer

C. develop standardized processes that will treat all customers the same

D. develop custom tailored, independent systems to meet the needs of each customer
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P& #141
During the development of company strategy, input should be sought from:

A. Conmpetitors.

B. Public relations advisers.
C. Advertising agencies.

D. Stakeholders.

E&K: D
R RE #142

Which of the following methods is used to listen to customers to learn exactly what they want and then, using a logical system,
determine how best to fulfill those needs with available resources?

A. Quality finction deployment
B. Quality control

C. Quality assurance

D. Quality planning and analysis

BER: A

fE R A«
Quality Function Deployment (QFD) is a structured approach that helps organizations translate customer needs and requirements



nto specific product or service features. It involves cross-functional teams working together to identify customer requirements,
prioritize them, and align them with design, manufacturing, and other processes. QFD ensures that customer needs are considered
throughout the product development or service improvement process, resulting in better alignment between customer expectations
and organizational capabilities2.
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