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QUESTION: 1 
What does the term "shadow behavior" encompass within the organizational context, and which 
of the following options best characterizes it? 
 
A. Within the realm of organizational dynamics, "shadow behavior" encompasses intricate 
phenomena; is it best described as a junior employee engaging in the process of observing and 
learning from a senior counterpart through the practice of job-shadowing and on-the-job 
experiences? 
B. Amid the intricate fabric of organizational culture, could "shadow behavior" be equated with 
the establishment of a tribal system wherein team members find themselves overshadowed by 
more dominant personalities, thus influencing their decision-making and actions? 
C. In the context of strategic decision-making and governance, is it most apt to define "shadow 
behavior" as the discreet implementation of systems or solutions without explicit organizational 
endorsement, often entailing an element of secrecy or informality? 
D. Regarding the seamless provision of IT services within an organization, is "shadow behavior" 
most accurately reflected in the situation where IT services are delivered with such impeccable 
proficiency that the end consumers remain blissfully unaware of the intricate IT processes at 
play? 
 
Answer(s): C 
 
QUESTION: 2 
Considering the intricate nuances of organizational governance, how does the flow of 
governance traverse an organization, and which option provides the most comprehensive 
description? 
 
A. Delving into the depths of governance structures, does governance flow through an 
organization via a meticulously crafted delegation process, commencing with owners and 
culminating in a governing body, which, in turn, bestows the authority for organizational 
capabilities, fostering the creation and support of outcomes for discerning consumers? 
B. In the intricate tapestry of organizational planning and strategy, is the flow of governance 
most profoundly influenced by the meticulous crafting of a higher-level blueprint, where the 
articulation of a well-defined mission and vision, accompanied by the delineation of key 
objectives, plays an absolutely pivotal role? 
C. In the context of aligning organizational goals with stakeholder perspectives, does 
governance traverse an organization primarily through the orchestration of annual or semi-
annual gatherings of the entire workforce, where owners and stakeholders meticulously present 
the organization's mission, vision, and objectives, thereby inviting constructive feedback from 
employees? 
D. Navigating the labyrinth of performance and accountability, could governance within an 
organization be epitomized by the establishment of performance contracts that intertwine each 
employee with their respective managers, thus disseminating strategic responsibilities among all 
members of the workforce? 
 
Answer(s): A 
 
QUESTION: 3 
In the wake of sweeping technological advancements, profound transformations have 
reverberated throughout organizations; among these transformative changes, which one stands 
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out prominently? 
 
A. Amidst the ever-evolving landscape of service management practices, is it discernible that 
services are now underpinned by a foundation of stability, thus discouraging innovative 
technological endeavors? 
B. Within the boundaries of an interconnected world, could one assert that services have 
transcended geographical limitations, becoming inherently capable of delivery from any point to 
any destination? 
C. As organizations adapt to the digital era, is it evident that services now navigate a more rigid 
and structured path of functional change, deviating from prior flexible approaches? 
D. In a world characterized by dynamic shifts, does the preference for services adhering to 
traditional, unyielding management approaches continue to hold sway within organizations? 
 
Answer(s): B 
 
QUESTION: 4 
In the context of orchestrating digital transformation, where exactly is the locus of ownership for 
the foundational principles of service management typically situated within the complex web of 
an organization? 
 
A. Delving into the intricate interplay of business and technology, does the ownership of service 
management principles predominantly vest in the domain of business leadership, reflecting a 
strategic alignment with broader organizational goals? 
B. Within the realm of IT prowess and technological stewardship, is it customary for the 
ownership of service management principles to be firmly anchored within the IT department, 
where it serves as the guiding compass for technological endeavors? 
C. Considering the outsourcing landscape, could it be posited that service management is 
commonly outsourced to a third-party supplier, thereby relinquishing direct organizational 
ownership? 
D. Embracing a holistic perspective of organizational dynamics, is it conceivable that ownership 
of service management principles permeates across the entire organization, transcending 
departmental boundaries and fostering a collaborative approach to service excellence? 
 
Answer(s): D 
 
QUESTION: 5 
Within the intricate fabric of organizational dynamics, how would you most comprehensively 
define the elusive concept of organizational culture? 
 
A. Venturing into the mosaic of organizational culture, could it be surmised that it represents a 
tapestry of common practices, intricately woven from the diverse backgrounds and experiences 
of all employees within an organization? 
B. Amid the multifaceted facets of organizational identity, could it be asserted that organizational 
culture serves as a reflection of the ethnic composition and backgrounds of its management and 
ownership? 
C. Delving into the nuances of leadership influence, is it feasible to encapsulate organizational 
culture as a phenomenon exclusively defined and curated by the leadership echelons of an 
organization? 
D. Immersed in the complex interplay of organizational elements, could one posit that 


