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NEW QUESTION 1
A customer has finalized all of their solution planning and will be deploying it over the next two weeks. As the customer Success Manager, what is the next logical
step to focus on for the customer’s lifecycle journey?

A. Quarterly Success Review build and delivery
B. service introduction to confirm that they know how to submit service issues at the go live
C. initial user group identified and their use cases confirmed
D. customer’s stakeholders and their business outcomes
E. additional features that will align with the business outcomes

Answer: B

NEW QUESTION 2
A customer complains about the number of times they must explain their problems and ask different team members to find a solution. How can this issue be
avoided?

A. Share the company's organizational chart with the support team.
B. Provide customers with relevant use cases for the purchased solution.
C. Ensure that the customer knows the point of contact for product training.
D. Clarity roles and responsibilities with the stakeholders.

Answer: D

NEW QUESTION 3
In an onboarding session, introductions to new stakeholders were made, new KPIs were collated, and desired use cases were discussed. Which step does the
Customer Success Manager take next?

A. Document the session, stakeholder interests, and metrics for leadership
B. Create a success plan to be reviewed with the customer at the next review meeting
C. Provide technical configuration for development
D. Discuss new opportunities and new products to purchase

Answer: B

NEW QUESTION 4
Which scenario represents a use case expand opportunity?

A. usage KPIs are on target entering the fourth quarter
B. supplementary training sessions are organized on existing features
C. solution management team adds headcount
D. endpoint security solution extended to cover data center servers in addition to laptops

Answer: D

NEW QUESTION 5
Which two outcomes are the goals of the initial customer meeting to onboard the customer into customer success? (Choose two.)

A. completion of customer training
B. confirmation of customer business outcomes
C. review of product roadmap
D. scheduling of Quarterly Success Review
E. agreement of key stakeholders

Answer: BD

NEW QUESTION 6
What are two examples of expand opportunities? (Choose two.)

A. providing solution optimization services
B. adding headcount to manage solution by the customer
C. training on existing features
D. hosting an executive review
E. increasing license count

Answer: AE

NEW QUESTION 7
Refer to the exhibit.
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What does this health score indicate?

A. The customer is unlikely to renew this license.
B. The customer is unlikely to advocate for this product.
C. The customer needs to consume more of this product.
D. The customer needs to purchase more licenses.

Answer: C

NEW QUESTION 8
What is a lagging indicator of the customer achieving the value proposition?

A. product deployment
B. contract renewal
C. decrease in the number of problem reports
D. movement to evaluate stage

Answer: C

NEW QUESTION 9
Which two actions are in adoption campaign? (Choose two.)

A. messaging to users on best practice approaches to their solution
B. messaging to stakeholders on new product releases
C. messaging to stakeholders on the new features of their solution
D. survey sent to all end users
E. renewal reminder to stakeholders

Answer: BC

NEW QUESTION 10
What is the best reason for documenting your customer’s success?

A. To provide awareness of the value achieved by the customer’s purchased solution
B. To establish KPI’s that measure the success of your company’s business
C. To document roles and responsibilities for your project management
D. To provide expansion opportunities for your sales team

Answer: B

NEW QUESTION 10
In which stage of the Customer Lifecycle does the Success Plan get updated for the first time?

A. Implement
B. Adopt
C. Use
D. Onboard
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Answer: D

NEW QUESTION 12
How can Customer Success Plan tracking drive additional license purchases?

A. The Success Plan tracks the mean time to failure of the solution.
B. The Success Plan tracks the number of threats blocked and benchmarks it against the previous year.
C. The Success Plan tracks gains in user productivity and communicates this back to the business.
D. The Success Plan tracks the number of technical support cases opened.

Answer: C

NEW QUESTION 13
What is a financial implication of churn?

A. loss of revenue
B. increased production
C. reduced product utilization
D. contract expansion

Answer: A

NEW QUESTION 16
On which two objectives should communication with customer executives focus? (Choose two)

A. return on investment
B. new sales
C. product improvement
D. user training
E. time to value

Answer: AE

NEW QUESTION 21
What is a common indicator of customer health?

A. number of services purchased
B. number of licenses purchased
C. customer satisfaction metric
D. amount of money spent on the solution

Answer: C

NEW QUESTION 25
Which type of KPI is of the most interest to Customer Success?

A. business KPIs that define progress to the Business Outcome
B. sales KPIs for revenue generation
C. IT services KPIs for operations
D. OPEX KPIs that define the operational costs of the company

Answer: A

NEW QUESTION 27
Which two outcomes are expansion opportunities within customer success? (Choose two.)

A. expansion of solution features
B. renewal of solution subscription
C. purchase of a new solution
D. deployment of solution
E. expansion of solution services

Answer: AE

Explanation: 
There are many ways that you can add value for your customers by expanding their consumption of your solutions and services, such as these examples:
- Add features to the product or upgrade the license tier
- Implement or optimize services

NEW QUESTION 29
Which factor delays time to value?

A. unrenewed Success Plan
B. unpaid invoice
C. loss of project sponsor
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D. negative Net Promoter Score

Answer: C

NEW QUESTION 32
Which two actions should the Customer Success Manager take throughout the quarter to support their customer? (Choose two.)

A. No action is necessary as long as the health index is green
B. Observe the online image of the customer
C. Review and update the success plan for ongoing activities
D. Manage the service issues and escalations
E. Join the sales and marketing strategy meetings

Answer: CD

NEW QUESTION 35
What is a type of expansion opportunity?

A. additional user groups
B. positive customer sentiment
C. strong stakeholder communication
D. using latest release versions

Answer: A

NEW QUESTION 39
Which type of analytics has telemetry that demonstrates the customer’s use of the software and actions to date?

A. diagnostic
B. descriptive
C. prescriptive
D. predictive

Answer: B

NEW QUESTION 42
The customer wants to increase the utilization of their video conferencing system. Drag and drop the actions from the left into the correct sequence on the right.

A. Mastered
B. Not Mastered

Answer: A

Explanation: 
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NEW QUESTION 45
The CIO of a bank and their vendor have a significant disagreement over the value of the work that was delivered the past two years under the existing managed-
services contract. The contract renewal process was delayed over three months, with considerable risk to both parties. Which best practice will help prevent this
type of disagreement?

A. Adopt a lifecycle approach with a proactive review of service performance against KPIs.
B. Have the CSM define how value should be measured at the end of the contract period.
C. Engage a third-party mediator to develop contract goals and evaluate the objectives at regular intervals.
D. Have the CIO define a clear IT strategy and implement the suggestions immediately.

Answer: A

NEW QUESTION 49
What is a key driver that is creating the need for customer success?

A. financial resources
B. subscription economy
C. advanced specializations
D. portfolio management

Answer: B

NEW QUESTION 54
What is the term for the gap between the features and functions that customers purchase and the features and functions that they use?

A. capability gap
B. financial gap
C. consumption gap
D. organizational gap

Answer: C

NEW QUESTION 58
......
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