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NEW 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

Answer: D

NEW QUESTION 2
Which item should the Customer Success Manager focus on to enable the adoption of a software solution?

A. KPI that will be improved by the new product solution

B. current existing products that are being displaced by the solution
C. current configuration guide of the product solution

D. product use case that will achieve the desired outcome

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 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 5
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 6
What defines customer success?

A. the business methodology of ensuing that customers are always on the latest software releases and subscription contracts so customers can focus on core
business activities.

B. a measure of the Net Promoter Score resulting from a disciplined engagement of sales, services, marketing, and customer success teams working seamlessly
together to deliver a positive experience.

C. the business methodology of ensuring that customers achieve their expected and unexpected outcomes while using the product or service.

D. the business methodology for increasing recurring revenues by minimizing the risk of churn while driving adoption and expansion.

Answer: C

NEW QUESTION 7

The customer wants to reduce their exposure to security events. Which business outcome is critical to the company’s success?
A. risk management

B. market growth

C. sustainability

D. cost efficiency

Answer: A
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NEW QUESTION 8
The Customer Success Manager notices that their customer has delayed going into production. Which action does the Customer Success Manager consider?

A. Suggest that the customer replace their existing staff

B. Provide the customer with a chargeable deployment service
C. Re-enforce the time to value of the solution

D. Give the customer a discount on a future purchase

Answer: C

NEW QUESTION 9
In which stage does the Customer Success Manager initially validate stakeholders?

A. onboarding
B. deployment
C. utilization
D. purchase

Answer: A

NEW QUESTION 10
What is the customer success objective of a Quarterly Success Review?

A. Introduce new products and services.
B. Evaluate renewal contract.

C. Align work effort to outcomes.

D. Create a success plan.

Answer: C

NEW QUESTION 10
What is the purpose of capturing moments of success with a customer?

A. expanding the purchased solution

B. recognizing the value of the engagement
C. renewing the contract and subscription
D. validating deployment of the solution

Answer: B

NEW QUESTION 15
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

Answer: AD

NEW QUESTION 17
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 22

What is a consideration in evaluating readiness for adoption?

A. Identify features or functions that are not deployed or underutilized.
B. Identify potential accelerators that could optimize performance.

C. Review customer acceptance test plan.

D. Validate that all required items have been purchased.

Answer: C

NEW QUESTION 27
What is the first step a Customer Success Manager should take to identify why the solution was purchased?
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A. Review the bill of materials

B. Evaluate the Customer Success Plan
C. Collaborate with the sales team.

D. Engage with the customer

Answer: D

NEW QUESTION 30
Refer to the exhibit.

License Activation Trending
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Which initial action does a Customer Success Manager take?

- —

Features in Use

A. Run analysis on all the license types used by the customer on all platforms

B. Share the report with the customer point of contact for license types B and D and determine causes

C. Provide trending information on license types B and D and share with all stakeholders

D. Inform the Sales Account Manager to position a new version of licenses types B and D with additional features

Answer: C

NEW QUESTION 32
Why should a customer’s success be documented?

A. to establish KPIs that measure success

B. to provide awareness of the value achieved by the solution

C. to provide expansion opportunities for the sales team

D. to document roles and responsibilities for project management

Answer: B

NEW QUESTION 35
Which role within a Customer Success organization acts as a single contact point for a customer across multiple technologies?

A. Delivery Team

B. Account Manager

C. Customer Success Manager
D. Customer Success Specialist

Answer: C

NEW QUESTION 37
What are two drivers for Customer Success? (Chooser two)

A. The customer trusts that Cisco support will solve any issues.

B. The customer receives training for new products and services.

C. The customer recognizes the value of initial use case implementations.
D. The customer gives feedback about the purchased product.

E. The mature and fully deployed solution is running in production.

Answer: BC

NEW QUESTION 42
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.
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Answer: D

NEW QUESTION 47
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 49

Which of these is included in a success plan?
A. confidential customer information

B. customer business outcomes

C. customer HR processes

D. services cost

Answer: B

NEW QUESTION 50

Which tool is used by a Customer Success Manager to establish cross-functional alignment, ensure efficient execution and communication across a project team,

and facilitate stakeholder management?
A. KPIs

B. Stakeholder Map

C. RACI

D. Health Index Report

Answer: C

NEW QUESTION 55

The customer has a new leadership team that expresses concern over the lack of adoption of a purchased solution. Which two activities must the Customer

Success Manager initiate to mitigate this risk? (Choose two.)

A. Create a new Health Index dashboard with the Sales team.

B. Evaluate the customer's expertise in managing the purchased solution.

C. Examine solution pricing with the Renewals Manager.

D. Schedule Quarterly Business Review with the new leadership team.

E. Review the original business case and reassess desired outcomes with the new leadership team.

Answer: BE

NEW QUESTION 56
Which element of the renewal risk analysis is associated with a customer's requests to maintain existing pricing?

A. customer budget
B. adoption barriers
C. value realization
D. competitive differentiation

Answer: A

NEW QUESTION 61
Which two actions are critical when communicating with executives? (Choose two.)

A. Keep services as a primary topic
B. Focus on the value achieved

C. Incorporate the sales team'’s plan
D. Target executive priorities

E. Focus on technical details

Answer: AD

NEW QUESTION 65

What defines a use case?

A. comparison of the marketing description of what a product does and the customer’s experience.
B. list of actions that define the interactions between a role and a system to achieve a goal.

C. list of actions or event steps that a customer uses.

D. list of instructions customers use for their software.

Answer: B
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NEW QUESTION 70
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 75
Which list of components of a Customer Success Quarterly Success Review is common?

A. results from prior quarter, product roadmap, proposed marketing new products, and confirm goals for thenext quarter
B. results from prior quarter, agreed actions completed, benchmarking with the market, and confirm goals for next quarter
C. results from prior quarter, services delivered, issues and open services cases, and confirm goals for next quarter

D. results from prior quarter, cover roadmap and promote new products, and confirm goals for next quarter

Answer: C

NEW QUESTION 80
Which Customer Success activity is critical from the supplier perspective?

A. identifying opportunities for sales expansion

B. driving full adoption of the company's technology across all supported solutions

C. ensuring the customer has a success plan and is achieving each milestone in a timely manner

D. listening carefully to the customer's feedback and taking actions so the company's solutions can be improved

Answer: C

NEW QUESTION 81

A customer’s renewal is due in the next 6 months. Analytical data has been provided to the Customer Success Manager that shows customer usage over the last
12 months. Which two additional pieces of information are important prior to a meeting with the customer to discuss their adoption journey prior to the renewal?
(Choose two.)

A. customer annual report and quarterly business reviews
B. sales account plan

C. detailed contract inventory

D. questions to validate the interpreted analytical data

E. support tickets reports and diagnostic information

Answer: CD

NEW QUESTION 86
How are operating expenses (OpEXx) different from capital expenses (CapEx)?

A. OpEx are investments a company pays for up-front, while CapEx are the on-going costs to run a business.

B. OpEx includes software licenses with contracts that have user rights in perpetuity, while CapEx includes software services that are easily reconfigured.
C. OpEx is expenses for the day-to-day operation of a business, while CapEXx is investments in assets.

D. OpEx has depreciation, while there is no deprecation with CapEx.

Answer: C

NEW QUESTION 91

Which type of information should be captured during the first customer engagement?
A. cases escalated to technical support
B. expansion opportunities

C. customer's desired outcomes

D. stakeholder map

Answer: C

NEW QUESTION 92

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 95
Drag and drop three valid elements of a success plan from the left to the right. Not all options are used.

valid element of a success plan

valid element of a success plan

valid element of a success plan

A. Mastered
B. Not Mastered
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NEW QUESTION 96
Which element evaluates a customer outcome?

A. key performance indicators
B. milestones

C. metrics

D. benchmarks

NEW QUESTION 101

The executive team decided to purchase 500 licenses to reduce costs and replace the existing solution, which has been in place for the last 10 years. The end-
users were not consulted. Three months into the project, reports show the consumption analytics indicate a high usage of the old system and only 75 licenses
active in the new software. Which two adoption barriers must be investigated? (Choose two)

A. limited telemetry

B. purchase policy process
C. lack of common features
D. lack of communication
E. business misalignment

Answer: BD
NEW QUESTION 106
A Customer Success Manager must deliver high touch customer success experience. Which customer engagement model must be used?

A. Utilize a digital engagement so all your customers experience the touch of customer success
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B. Utilize people to focus on the elite customers for a 1:1 or 1:few onsite customer success experience
C. Utilize the service team to form a larger internal team to lead the engagement
D. Utilize people to focus your customers in a 1:many customer success experience

Answer: B

NEW QUESTION 108

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 113
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