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QUESTION 1

An organization is designing a survey to assess the needs and expectations of its staff.
What is this an example of?

A. Cl/ICD

B. Integration and data sharing

C. Customer-orientation

D. Employee satisfaction management

Correct Answer: D

QUESTION 2

Which statement about user communities is CORRECT?

A. User communities are created by service providers to investigate the cause of problems
B. Communities set up by users may be recognized and supported by service providers

C. Informal user communities should be disbanded and merged into official groups

D. Every user community should have at least one super-user

Correct Answer: B

QUESTION 3

Which is a purpose of the customer journey?

A. To understand the interactions between the user and the service provider

B. To maximize the co-creation of value from both an outcome and experience perspective
C. To understand the service consumer resources required to deliver the service

D. To maximize the number of contacts with the customer in order to enhance the service

Correct Answer: A

QUESTION 4

Which high velocity IT objective considers an organization\\'s ability to continue providing business services when
disruptive events affect its digital products?
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A. Valuable investments
B. Resilient operations
C. Fast development

D. Assured conformance

Correct Answer: B

QUESTION 5

An organization with established processes for managing incidents, changes, and problems, receives a high volume of
calls from users complaining that their issues are not being resolved efficiently.

What is the FIRST step the organization should take to start to improve the situation?

A. Use value stream mapping to help understand the end-to-end flow of user support

B. Encourage teams to collaborate so they can focus on value for users

C. Improve the integration of tools to ensure there are no gaps between processes

D. Review skills and competencies of user support staff to ensure they have the required capability

Correct Answer: A
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