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QUESTION 1

Which sources should be used to uncover customer barriers? 

A. data, health score, intuition 

B. conversation, data, health score 

C. intuition, observation, data 

D. observation, conversation, data 

Correct Answer: D 

 

QUESTION 2

Refer to the exhibit. 

The graph shows a customer with a software product and highlights the number of paid- for licenses (shown with the
orange line) and the number of users actively using the product (shown with the blue line). Which statement about the
customer is true? 

A. The customer has a high probability to renew and will include an expanded opportunity 

B. The customer\\'s usage is too low to correctly measure the chance of their retention 

C. The customer has increased usage, which shows a strong indicator of renewal 
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D. The customer\\'s usage has seen a recent decline and the chance of them churning will be higher 

Correct Answer: D 

 

QUESTION 3

Refer to the exhibit. 

Which action must be taken by Customer Success Manager? 

A. Recommend expansion opportunities 

B. Review the financial index. 

C. Develop a customer testimonial. 

D. Identify the adoption barriers. 

Correct Answer: D 

 

QUESTION 4

Which task drives advocacy with customer stakeholders? 

A. creating a success story 
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B. creating a Customer Success Plan 

C. creating technical documentation 

D. creating a stakeholder map 

Correct Answer: B 

 

QUESTION 5

Which type of analytics has telemetry that shows the customer\\'s use of the software and defines what has happened
to date? 

A. descriptive 

B. diagnostic 

C. prescriptive 

D. predictive 

Correct Answer: B 

 

QUESTION 6

Throughout the customer lifecycle, opportunities can occur that lead to customers becoming advocates for the
Customer Success Manager\\'s company. Which two opportunities can lead to advocacy? (Choose two.) 

A. moments of success when the customer acknowledges progress 

B. successful contract renewal 

C. green health scores over intermittent time periods 

D. continuing results based on unexpected value 

E. results that are not measurable 

Correct Answer: AD 

 

QUESTION 7

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 
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Correct Answer: D 

 

QUESTION 8

You are a Customer Success Manager and have just been assigned a strategic new account. Which course of action is
the best to help you prepare for the first customer introduction meeting? 

A. Engage with the account team to understand the expansion opportunities 

B. Perform a deep analysis of all the sales orders to the past 24 months 

C. Build an understanding of your customer\\'s business and market trends and priorities 

D. Speak the internal contacts to understand the customer sentiment and outstanding escalations 

Correct Answer: C 

 

QUESTION 9

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. 

Correct Answer: C 

 

QUESTION 10

Which action should be taken to identify and remove barriers when a customer moves from the Implement to the Use
stage in the lifecycle? 

A. Provide break-fix support for technical problems experienced or observed by the customer. 

B. Provide training content to address current and existing barriers. 

C. Provide a detailed cost structure for the management team. 

D. Provide direct and in-depth technical expertise upon customer request. 

Correct Answer: D 

 

QUESTION 11

Which term describes the gap between the features and functions customers purchases and the features and functions
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customers use? 

A. consumption 

B. organizational 

C. financial 

D. capability 

Correct Answer: A 

 

QUESTION 12

Which element evaluates a customer outcome? 

A. key performance indicators 

B. milestones 

C. metrics 

D. benchmarks 

Correct Answer: A 

 

QUESTION 13

In which lifecycle stage would a lack of skilled resources be identified as a barrier? 

A. sales proof of concept 

B. late-stage adoption 

C. early-stage adoption 

D. solution renewal 

Correct Answer: A 

 

QUESTION 14

Which two adoption outcomes are renewal indicators? (Choose two) 

A. customer testimonial 

B. solution discount 

C. payment schedule 

D. optimized services 
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E. training attendance 

Correct Answer: AC 

 

QUESTION 15

Which activity reduces the risk of chum? 

A. providing a discount on renewal 

B. lowering the service level 

C. expanding the customer footprint 

D. educating on product features 

Correct Answer: C 
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