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What is the role of a subject matter expert in the Customer Success process?
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A. challenges the status quo

B. accelerates customer value realization
C. drives adoption

D. shares industry trends

EM: B
s

The role of a subject matter expert in the Customer Success process is to accelerate customer value realization. They provide deep
knowledge and expertise that can help custormers better understand and utilize the solution, thereby achieving value more quicklyl.

B #155

Which sources are used to identify customer barriers?

A. consumption data, customer budgeting process, customer sentiment
B. industry observations, Annual Recurring Revenue, utilization reports
C. executive insight, help desk summaries, upcoming marketing releases
D. sales forecasting, data, health score

EfE: A

A -

The sources used to identify customer barriers include consumption data, customer budgeting process, and customer sentiment.
These sources provide insights into how customers are using the product or service, their budgetary constraints, and their feelings
towards the product or service. This information is critical for identifying any obstacles that might prevent customers from fully
utilizing and gaining value from their purchases. By analyzing these aspects, Customer Success Managers can develop strategies to
overcome these barriers and ensure customers are achieving their desired outcomes.

References:

*Cisco's official page on Customer Success Manager certificationl.

*Cisco Customer Success Manager v2 exam topics, which outline the knowledge and skills tested in the exani.

*Test Prep Training on 820-605 CSM - Customer Success Manager3.

H R #156

Your client, the Director of IT Policy and Governance of Easternbank, has just informed you that the CIO is dissatisfied with the
current level of utilization of the collaboration solution that was deployed 3 months ago. The client has requested a meeting to
improve the situation. Which reports are critical to the success of the meeting?

A. number of users registered, number of meetings user initiated, number of meetings user joined
B. number of users registered, service logs, number of users

C. network utilization, number of meetings user initiated, number of users

D. number of users registered, bandwidth utilization, number of training sessions user joined

EfE: A

HR #157

A customer is coming up for renewal in 180 days for three solutions. One of the solutions has not been filly enabled.

The other two solutions are in regular use in production How should the Customer Success Manager address the one solution that
has not been fully enabled?

e A. Make the renewals manager aware that the one solution is not fully implemented but the other two are fine.

¢ B. Investigate why the customer has not enabled the solution and work with the sales and renewals teans to address the
issue.

e (. No action is needed because the customer will probably renew and you can address the issue after the renewal.

e D. Contact the services team and request that they reach out to the customer to address the solution.

IEf#: B



HA #158
Which type of KPI is of the most interest to Customer Success?

A. sales KPIs for revenue generation

B. IT services KPIs for operations

C. OPEX KPIs that define the operational costs of the company
D. business KPIs that define progress to the Business Outcome

IEf#: D

A -

The type of KPI that is of most interest to Customer Success is A, business KPIs that define progress to the Business Outcome.
These KPIs are crucial for tracking the effectiveness of customer success initiatives in achieving the desired business results for the
customer

B #159
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