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¢ Customer Success: While covering this topic, sales professionals identify actions required for order
booking and fulfillment. Recognizing the post-sales customer journey and assessing expected and realized

Topic 1
o value ensures alignment with customer goals, a vital area of knowledge for the exam

¢ Planning; In this topic, Salesforce Sales Professionals examine the elements of territory planning, such as
account segmentation and prioritization. The focus of this topic is on creating approaches to engage key

Topic 2
P accounts effectively and developing robust business relationships with essential roles and personas.

¢ Customer Engagement: In this topic, Salesforce Sales Professionals explore how to demonstrate thought

leadership to shift customer perspectives and align solutions with needs. Moreover, the topic focuses on
Topic 3 leveraging muiltiple touchpoints builds prospect interest, while nurturing relationships enhances product
adoption.

Salesforce Certified Sales Representative Sample Questions (Q50-QS55):

NEW QUESTION # 50

A customer experiences issues with a product after the sale is complete. The sales representative and service team were not able to
resolve the issue.

What is the best course of action in this scenario?

e A Highlight that all procedural processes have been completed and there is nothing more they can do until more details are
known.

e B. Escalate the issue to higher-level stakeholders and work collaboratively to find a solution.

e (. Acknowledge the issue and explain to the customer that service is responsible for fixing it.

Answer: B

Explanation:

‘When a customer experiences issues with a product after the sale is complete, the sales representative should not pass the
responsibility to the service team, nor should theygive up on finding a solution. Instead, the sales representative should escalate the
issue to higher-level stakeholders, such as managers, executives, or product experts, and work collaboratively with them and the
service teamto find a solution that satisfies the customer.

This shows the customer that the sales representative cares about their success and is willing to go the extra mile to resolve the issue.
References: [Sales Rep Training: Handle Customer Issues], [Cert Prep: Salesforce Certified Sales Representative: Service and

Support]

NEW QUESTION # 51
A forecast is based on the rollup of a set of opportunities.
What are three dimensionsin a forecast rollup?

¢ A Time, categories, and territories
¢ B. Quotes, contacts, and territories
¢ C. Contacts, product family, and revenue

Answer: A

Explanation:

A forecast is a projection of how much revenue you can generate in a quarter. A forecast rollup is the aggregation of a set of
opportunities based on three dimensions: time, categories, and territories. Time refers to the fiscal period, such as month or quarter,
that the forecast covers. Categories refer to the stages of the sales process, such as commit, best case, or pipeline. Territories refer
to the sales regions or markets that the forecast applies to. References:

* Certification - Sales Representative - Traihead

* Cert Prep: Salesforce Certified Sales Representative - Trailhead

* [Forecasting Guide - Salesforce Help]

NEW QUESTION # 52



A sales representative identifies a strong business case for a customer and hosts a demo to show them potential offerings and
solutions.
What is the next sales pipeline stage the sales rep should enter to summarize and address the potential customer's needs?

e A Lead Qualification
¢ B. Proposal
¢ C. Prospecting

Answer: B

Explanation:

According to the Salesforce Sales Representative Learning objectives, the proposal stage is the next step after the demo stage,
where the sales rep should summarize the customer's needs, present the value proposition, and address any objections or concerns.
The proposal stage is also where the sales rep should negotiate the terms and conditions of the deal, and ask for the custormer's
commitment to buy. Reference:

Sales Rep Training: Create Effective Selling Habits

Sales Pipeline Stages: A Visual Guide

NEW QUESTION # 53
Which aspects of a prospect's buying culture and climate should a sales representative consider as part of the qualification process?

e A Standard billing terms, legal authority, and payment methods
¢ B. Decision-making process, urgency for change, and openness to new solutions
e C. Preferred communication channels, time zone, and office hours

Answer: B

Explanation:

In the qualification process, a sales representative should consider aspects of a prospect's buying culture and climate such as the
decision-making process, urgency for change, and openness to new solutions. Understanding these elements helps the sales rep
tailor their approach to align with the prospect's priorities and decision-making dynamics. Knowing who is involved in the decision-
making, how urgent the need for a solution is, and how receptive the organization is to adopting new technologies or approaches can
significantly impact the strategy for engaging with the prospect and ultimately, the success of the sale. Salesforce advocates for a
thorough qualification process that includes assessing these factors to better understand the prospect's needs and how to effectively
address them

NEW QUESTION # 54

A sales representative closed a deal with a customer 6 months ago. The customer is now experiencing issues with the solution and
the sales rep is trying to assess the customer's realized value.

‘What should the sales rep do?

¢ A. Acknowledge the customer's concerns while trying to find easier customers.
¢ B. Try to sell additional products or services to increase the realized value.
e C. Reassess the customer's expected value based on the current situation.

Answer: C

Explanation:

Realized value is the difference between the expected value and the actual value that the customer receives from using the solution. If
the customer is experiencing issues with the solution, the sales rep should reassess the customer's expected value based on the
current situation, identify any gaps ordiscrepancies, and work with the custormer to resolve themand ensure their

satisfaction. Referenceshttps//www.salesforce.com

/resources/articles/customer-success/#customer-success-metrics

NEW QUESTION # 55

In the case of studying with outdated Salesforce Certified Sales Representative (Salesforce-Sales-Representative) practice
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