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EE #9%

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’s usage is too low to correctly measure the chance of their retention

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

C. The customer has increased usage, which shows a strong indicator of renewal

D. The customer’s usage has seen a recent decline and the chance of them churning will be higher

(1]
M
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HEE #95

A customer does not feel they have received value from a software solution, and the 3-year contract is expiring in 60 days. The
customer is hesitant to continue spending money and is considering other alternatives. Which stakeholder is responsible for ensuring
that the customer realizes value from solutions coming up for renewal?

A. Product Sales Specialist

B. Account Manager

C. Customer Success Manager
D. Renewals Manager

e, C

MH.

The stakeholder responsible for ensuring that the customer realizes value from solutions coming up for renewal is the Customer
Success Manager. Therr role is to work closely with the customer to ensure they are achieving their desired outcomes with the
solution and to address any concerns that may affect the renewal decision.

EE #96
Which action should a Customer Success Manager take to identify and remove barriers when a customer moves from the Implement
to the Use stage in the lifecycle?

¢ A. Provide training content to address current and existing barriers.

¢ B. Provide a detailed cost structure for the management team.

¢ C. Provide break-fix support for technical problems experienced or observed by the customer.
¢ D. Provide direct and in-depth technical expertise upon customer request.

HE. A

HEE #97
‘What should be the primary source of information about a customer's current adoption barriers?

e A current industry trends

e B. customer strategic goals

e C. insight from the account team
e D. bill of materials

He:. B

Y.

The primary source of information about a customer's current adoption barriers should be the customer's strategic goals.
Understanding these goals helps identify where the solution may not be meeting the customer's needs, which can lead to adoption
barriers



EHE #98
Refer to the exhibit.
Based on the stage and health reflected, what must be the first priority of the success plan?

A. Design and propose a discount on product G.

B. Offer and encourage the opportunity for the custormer to participate in a success story for product F.
C. Identify and document barriers that impact product C.

D. Contact and collaborate with the individuals involved in the onboarding of product E.
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