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An organization encourages employees to carry out small experiments to see what impact they may have. Recent experiments have
included changing office layouts, reconfiguring virtual infrastructure, trialing small changes to apps used by its customers, and
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introducing small changes to contracts with key suppliers.
How could this help the organization become more competitive?

A. By encouraging a focus on innovation
B. By educating consumers about changes to services
C. By improving return on investment

D. By improving strategic alignment
He: A
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A service provider a developing an operating model to support a new social media service that enables their business strategy.
They have included the following in the operating model:

* a definition of how suppliers will be Involved in the delivery of the service

* a description of me main performance measures required

‘Which additional element MUST be included to ensure that the essential themes of the operating model are covered?

A. Alist of vendors who will provide the components mat form the social media service

B. Descriptions of the series of steps for the work that is required to create and support the service
C. Definitions of the service management toolsets needed to support the service

D. An inventory of the mam technology components that will be located at the head office data centre
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An organization strategy requires them to continually maintain market relevance.
Which approach is the MOST relevant to achieve this objective?

A. Customer 360

B. Enployee 360

C. Digital transformation
D. PESTLE analysis
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An organization is reviewing its strategy, and evaluating how its products and services are perceived by its consumers.
Which aspect of the service value system is the organization reviewing?

A. Practices
B. Opportunity

C. Governance
D. Value
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An external service provider is developing a new strategy for delivering social media services. The success of new services depends
on high levels of customer satisfaction achieved through the highest level of support to users.

As part of an internal analysis, which factor is MOST important to consider to ensure that the service provider has the capability to
provide the service?

A. A mixed demographic of users with varied levels of IT skills

B. Well-trained service desk staff with a broad set of skills

C. Enployment laws effecting service provider staff

D. Knowledge and understanding of potential Innovative technology
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