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1. What method should Cloud Kicks' design team use to
evaluate the feasibility of sustainable materials in
personalization concepts?
A. Create a functional prototype.
B. Run a cost-benefit analysis.
C. Review and align with company V2MOM.
D. Conduct market research surveys.

2. What approach should a strategy designer suggest for
enhancing the customer service experience at Cloud Kicks?
A. Offer extensive training for support staff
B. Develop user-friendly self-service tools
C. Launch a customer loyalty program
D. Conduct periodic customer satisfaction surveys

3. What value can a Salesforce Architect derive from
participating in a journey mapping workshop?
A. A journey map allows for the creation of a solution

architecture diagram
B. A journey map will allow the developers to start building
C. A journey mapping exercise will provide all of their technical

requirements
D. A journey map identifies customer-facing opportunities for

sales

4. Why is it essential to create a business case alongside a
roadmap?
A. To provide technical specifications and product features
B. To justify funding and align stakeholders on the vision
C. To emphasize market competition and pricing strategy
D. To develop user personas for marketing purposes

5. What does 'customer segmentation' refer to in Salesforce
strategy?
A. The process of acquiring new customers
B. The categorization of customers into specific brackets
C. The division of customer base into groups for targeted

marketing
D. The analysis of customer complaints
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6. What role does data analysis play in designing Salesforce
strategies?
A. It supports the creation of websites
B. It helps manage supplier relationships
C. It identifies trends and customer engagement gaps
D. It generates employee performance reviews

7. What is the relevance of 'customer lifetime value' in
Salesforce strategy?
A. It measures sales during holiday seasons
B. It helps focus on long-term relationships with customers
C. It assesses marketing expenditure
D. It determines the number of transactions

8. How can an organization effectively use service blueprints
in Salesforce?
A. To create detailed technical specifications
B. To visualize processes and identify potential improvements
C. To establish a budget for service development
D. To outline marketing strategies

9. To gain stakeholder buy-in for a redesign, what should a
strategy designer depend on?
A. Wireframes and a total addressable market (TAM)

calculation.
B. Research findings and a competitive analysis.
C. Inspiring graphics and personas.
D. User testimonials and case studies.

10. To help the team share data efficiently, what should the
strategy designer recommend at Cloud Kicks?
A. Develop reports in Sales Cloud
B. Provide Kanban view in Revenue Cloud
C. Create dashboards in Tableau
D. Utilize Excel for ad-hoc reporting
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Answers
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1. B
2. B
3. C
4. B
5. C
6. C
7. B
8. B
9. B
10. C
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Explanations
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1. What method should Cloud Kicks' design team use to
evaluate the feasibility of sustainable materials in
personalization concepts?
A. Create a functional prototype.
B. Run a cost-benefit analysis.
C. Review and align with company V2MOM.
D. Conduct market research surveys.

Running a cost-benefit analysis is essential for evaluating the feasibility of sustainable
materials in personalization concepts because it allows the design team to assess both
the financial implications and the potential benefits associated with using these
materials. This analysis aids in determining whether the adoption of sustainable
materials aligns with the company's goals while also providing insight into the economic
viability of such initiatives. By meticulously examining costs such as sourcing,
production, and waste disposal against benefits like improved brand image and customer
loyalty, the design team can make informed decisions that support both sustainability
and profitability.   In contrast, creating a functional prototype might help in
understanding the usability and appeal of the materials but does not directly evaluate
their feasibility from a financial perspective. Reviewing and aligning with the company's
V2MOM (Vision, Values, Methods, Obstacles, and Measures) provides strategic direction
and objectives but doesn’t specifically measure the economic viability of sustainable
choices. Conducting market research surveys might yield consumer insights but lacks the
analytical depth of a cost-benefit analysis when it comes to directly assessing feasibility
in terms of sustainability and costs.

2. What approach should a strategy designer suggest for
enhancing the customer service experience at Cloud Kicks?
A. Offer extensive training for support staff
B. Develop user-friendly self-service tools
C. Launch a customer loyalty program
D. Conduct periodic customer satisfaction surveys

Enhancing the customer service experience at Cloud Kicks can be effectively achieved by
developing user-friendly self-service tools. This approach empowers customers by
providing them with instant access to information and solutions without having to
engage directly with customer support representatives. Self-service tools can include a
comprehensive knowledge base, FAQs, chatbots, or interactive guides that help
customers find answers to their questions quickly and conveniently.  By prioritizing
user-friendly self-service tools, Cloud Kicks can significantly reduce response times and
alleviate the workload on support staff. This not only leads to improved customer
satisfaction, as customers can resolve their issues at their convenience, but also allows
support teams to focus on more complex inquiries that require human intervention.
Overall, implementing user-friendly self-service tools aligns with the goal of enhancing
the customer service experience by providing efficiency, empowerment, and convenience
to the customers.
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3. What value can a Salesforce Architect derive from
participating in a journey mapping workshop?
A. A journey map allows for the creation of a solution

architecture diagram
B. A journey map will allow the developers to start building
C. A journey mapping exercise will provide all of their technical

requirements
D. A journey map identifies customer-facing opportunities for

sales
The key benefit of a Salesforce Architect participating in a journey mapping workshop
lies in the way it helps to understand customer experiences and interactions across
different touchpoints. In a journey mapping exercise, various stages of the customer
journey are outlined, revealing the emotional responses, objectives, and pain points of
the customer at each touchpoint.   By engaging in this exercise, the architect can gain
valuable insights into the needs and behaviors of customers, which serve as the
foundation for developing technical requirements. While the journey mapping process
might not explicitly provide a comprehensive list of all technical specifications, it
highlights critical areas where improvements are needed and identifies opportunities for
enhancing customer interactions. This information is instrumental for architects when
they start designing solutions that address these identified needs, ultimately leading to
better alignment of technical capabilities with business objectives and customer
satisfaction.   This understanding empowers architects to create targeted solutions that
enhance user experience and drive sales quality, making the journey mapping workshop a
vital component of a successful architecture design process.

4. Why is it essential to create a business case alongside a
roadmap?
A. To provide technical specifications and product features
B. To justify funding and align stakeholders on the vision
C. To emphasize market competition and pricing strategy
D. To develop user personas for marketing purposes

Creating a business case alongside a roadmap is critical because it serves to justify
funding and align stakeholders on the vision of the project. A well-constructed business
case provides the rationale for the investment, detailing the expected benefits, costs,
risks, and the overall return on investment. This ensures that everyone involved
understands the objectives and goals of the project, fostering agreement and support. By
having clear alignment, stakeholders can make informed decisions and prioritize
resources effectively.  In addition to financial justification, the business case also
articulates the strategic importance of the project, which can help in gaining buy-in from
leadership and securing necessary approvals. This alignment is essential for ensuring
that all parties are working towards a common goal, which is a cornerstone of successful
project implementation.  While understanding technical specifications, market
competition, and user personas are important in their own right, they do not serve the
same purpose in justifying investment or unifying stakeholders around a shared vision.
The business case is foundational to driving a project's direction and support throughout
its lifecycle.
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5. What does 'customer segmentation' refer to in Salesforce
strategy?
A. The process of acquiring new customers
B. The categorization of customers into specific brackets
C. The division of customer base into groups for targeted

marketing
D. The analysis of customer complaints

Customer segmentation in Salesforce strategy is fundamentally about the division of a
customer base into distinct groups for targeted marketing efforts. This process allows
businesses to identify and understand various customer profiles based on attributes such
as demographics, purchasing behavior, interests, and needs. By segmenting customers,
organizations can tailor their marketing messages, product offerings, and services to
more effectively resonate with each specific group, ultimately driving engagement and
conversions.   This targeted approach enhances customer satisfaction as it aims to
deliver more relevant content and solutions, which can lead to improved customer loyalty
and retention. Segmenting customers enables organizations to allocate resources wisely,
ensuring that marketing campaigns are efficient and impactful.   In contrast, acquiring
new customers pertains more to the initial stages of the sales funnel, while analyzing
complaints focuses on customer satisfaction and service improvements. Categorizing
customers into specific brackets is a broader concept that doesn't capture the essence of
targeted marketing strategies. Thus, the option highlighting the division of the customer
base for marketing purposes aligns most closely with the fundamental goal of customer
segmentation within Salesforce strategy.

6. What role does data analysis play in designing Salesforce
strategies?
A. It supports the creation of websites
B. It helps manage supplier relationships
C. It identifies trends and customer engagement gaps
D. It generates employee performance reviews

Data analysis plays a crucial role in designing Salesforce strategies as it helps identify
trends and customer engagement gaps. By analyzing data related to customer behavior,
purchasing patterns, and engagement rates, businesses can gain valuable insights into
how customers interact with their products and services. This information enables
organizations to tailor their strategies to enhance customer experiences, improve
engagement efforts, and ultimately drive sales.  For instance, through data analysis, a
company might discover that certain customer segments are under-engaged with specific
products. This finding allows the business to create targeted marketing campaigns or
personalized outreach efforts to those segments, addressing their unique needs and
fostering better connections.  In contrast, other options do not directly relate to the core
function of data analysis in the context of Salesforce strategy development. The creation
of websites, managing supplier relationships, and generating employee performance
reviews, while important business activities, are not primarily driven by the analysis of
customer data in the way that identifying engagement gaps and trends is.
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7. What is the relevance of 'customer lifetime value' in
Salesforce strategy?
A. It measures sales during holiday seasons
B. It helps focus on long-term relationships with customers
C. It assesses marketing expenditure
D. It determines the number of transactions

The relevance of 'customer lifetime value' (CLV) in Salesforce strategy primarily lies in
its ability to help businesses focus on long-term relationships with customers. CLV
provides insights into the total revenue a business can expect from a customer
throughout their entire relationship. This information allows organizations to prioritize
customer retention, enhance loyalty programs, and tailor marketing strategies aimed at
existing customers, thereby fostering deeper connections and maximizing profitability
over time.  Understanding CLV can guide Salesforce users in making informed decisions
about customer engagement strategies, investment in customer service, and developing
personalized marketing efforts. By emphasizing the lifetime value of customers,
businesses can shift their focus from short-term sales metrics to sustainable growth
driven by maintaining strong, ongoing relations with their customer base. Moreover, this
strategic perspective encourages a comprehensive approach to customer management,
understanding that retaining existing customers often costs less than acquiring new ones
and can lead to greater overall success.

8. How can an organization effectively use service blueprints
in Salesforce?
A. To create detailed technical specifications
B. To visualize processes and identify potential improvements
C. To establish a budget for service development
D. To outline marketing strategies

Using service blueprints effectively in Salesforce allows an organization to visualize its
internal and external service processes clearly. This visualization helps in mapping out
customer interactions, support processes, and back-end technologies, which are essential
for a holistic understanding of service delivery.   By detailing each step and identifying
the customers' touchpoints with the service, organizations can pinpoint inefficiencies,
gaps, or areas of improvement in their processes. This comprehensive mapping fosters a
culture of continuous improvement, enabling teams to redesign service experiences that
enhance customer satisfaction. The insights gained from service blueprints can guide not
just development initiatives but also training and resource allocation focused on optimal
service delivery.  Other options, while related to important business functions, do not
capture the primary utility of service blueprints in this context. Creating detailed
technical specifications, establishing budgets, or outlining marketing strategies,
although important, do not leverage the core benefits of service blueprints which focus
primarily on process visualization and improvement opportunities.
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9. To gain stakeholder buy-in for a redesign, what should a
strategy designer depend on?
A. Wireframes and a total addressable market (TAM)

calculation.
B. Research findings and a competitive analysis.
C. Inspiring graphics and personas.
D. User testimonials and case studies.

To gain stakeholder buy-in for a redesign, focusing on research findings and a
competitive analysis is crucial. This approach provides data-driven insights that support
the rationale for the redesign. Research findings can highlight user needs, preferences,
and behaviors, which are essential for understanding how the current system falls short
and what improvements are necessary.   Additionally, a competitive analysis allows
strategy designers to demonstrate how similar organizations or products are performing
in the market. It reveals industry benchmarks, trends, and best practices, showing
stakeholders the potential risks of not evolving the current design. This combination of
grounded insights and comparative analysis helps build a compelling argument for the
redesign, making it easier to persuade stakeholders of its necessity and potential impact.
Other options, while they may have their merits, do not provide the same level of
strategic backing as research and competitive analysis. Inspiring graphics, for instance,
may capture attention but lack the substance needed for informed decision-making.
Similarly, user testimonials and case studies can be persuasive, but they are typically less
comprehensive than a detailed analysis grounded in research. Wireframes, while useful
for visual representation, do not substitute for the foundational understanding provided
by conducting thorough research paired with competitive evaluation.

10. To help the team share data efficiently, what should the
strategy designer recommend at Cloud Kicks?
A. Develop reports in Sales Cloud
B. Provide Kanban view in Revenue Cloud
C. Create dashboards in Tableau
D. Utilize Excel for ad-hoc reporting

Creating dashboards in Tableau is a strategic recommendation because Tableau is
specifically designed for data visualization and analytics. This tool allows teams to
transform complex data sets into interactive and easy-to-understand visual formats,
which can significantly enhance data sharing and collaboration efforts.  Tableau’s
capabilities enable real-time data analysis and visualization, allowing users to spot
trends, patterns, and insights faster than traditional reporting methods. Dashboards in
Tableau can consolidate data from multiple sources, giving stakeholders a
comprehensive view of relevant metrics. This integration leads to improved
decision-making processes as teams can focus on actionable insights derived from
visually represented data.  In contrast, while developing reports in Sales Cloud can serve
some reporting needs, it may lack the advanced visualization tools and interactivity that
Tableau offers. A Kanban view in Revenue Cloud is useful for workflow management but
does not inherently provide the robust data analysis and visualization features critical for
efficient data sharing. Utilizing Excel for ad-hoc reporting, while useful in certain
scenarios, may not provide the collaborative features and interactivity that Tableau
dashboards integrate, which can limit broader data accessibility and insights sharing
across the team.
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