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Z| M Digital Transformation Specialist 820-605 SEMEEA (Q106-Q111):

EE #106

A customrer has six technical support cases open that are related to user connectivity that havenegatively impacted the customer
health scores for product quality and customer sentiment. After the Customer Success Manager assesses the business impact, which
action creates a mitigation plan?

A. Request a meeting with customer executives.

B. Offer the customer a discount because of their problemns.
C. Ensure the escalation to technical specialists.

D. Establish a timeline of when a solution must be in place.

HE: C

Y.

When faced with technical support cases that negatively impact customer health scores, the Customer Success Manager should
prioritize resolving the underlying issues. Ensuring the escalation to technical specialists is a critical action that facilitates a focused
approach to diagnosing and resolving the connectivity problems.

Technical specialists have the expertise to delve into the specifics of the cases and work towards a timely and effective resolution.
References: Best practices in customer success management emphasize the importance of addressing product quality issues promptly
and efficiently, leveraging the expertise of technical specialists to restore customer confidence and sentiment.

ZAE #107
What is the customer success objective of a Quarterly Success Review?

A. Evaluate renewal contract.

B. Introduce new products and services.
C. Align work effort to outcomes.

D. Create a success plan.

od
m
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EE #108

Customer A has 120.000 employees and a meeting booking system that is 20 years old. It provides a personalized service that
arranges all aspects of video conference meeting, This service includes 21 staff people globally. Customer A has mvested in a video
conferencing solution. Their desired outcome is to create a cost-savings, self-serve approach to achieve business innovation through
face-to-face commumications. Which two main barriers to adoption does the customer face? (Choose two.)

A. process barrier
B. cost barrier

C. product barrier
D. technical barrier
E. cultural barrier
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AE #109
Which term describes the gap between the features and fimctions customers purchases and the features and fimetions customers
use?

A. organizational
B. consumption
C. financial

D. capability
2: B

0



AE #110
Which type of analytics has telemetry that shows the customer's use of the software and defines what has happened to date?

A. prescriptive
B. descriptive
C. predictive
D. diagnostic
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