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EE #32
Refer to the exhibit.

Chart Title

March April May fune July Aug

— ACtive Users mmmes Number of licenses

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 customrer has increased usage, which shows a strong indicator of renewal

B. The customer's usage has seen a recent decline and the chance of them churning will be higher
C. The customer's usage is too low to correctly measure the chance of their retention

D. The customrer has a high probability to renew and will include an expanded opportunity

HE: B

MY

The graph indicates that while the number of licenses purchased by the customer has remained constant, the number of active users
has significantly declined after a peak in June. This suggests that the customer's engagement with the product is decreasing, which
could lead to a higher risk of churn as the value perceived from the product dimnishes. References: Customer engagement and
retention strategies often highlight the importance of monitoring active usage as a key indicator of customer satisfaction and likelihood
of renewal.

HE #33

A customer inforns their Customer Success Manager that they are not realizing the savings expected with their technology solution.
The Customer Success Manager acknowledges the concern and takes ownership.

Which action does the Customer Success Manager take first?

e A Escalate the situation to your manager and request a customer Vvisit to understand concerns and expectations

e B. Check the account health report, review the expected outcomes in the success plan, and set up an internal meeting with the
account team to discuss next steps

¢ C. Engage the service delivery manager and request two days of free consultation for the customer

¢ D. Communicate to the technical customer center and request that an expert contact the customer to discuss the purchased



solution
Y. B

Y.

The first action the Customer Success Manager should take is to check the account health report and review the expected outcomes
in the success plan. This will provide insights into where the customer's expectations may not be met. Following this, setting up an
internal meeting with the account team to discuss next steps is crucial for developing a strategy to address the customer's concerns.

EE #34
At which lifecycle stage does the Customer Success Manager identify the solution purchased?

A. Select

B. Onboard
C. Purchase
D. Implement

He: A

HE #35
Which statement describes the difference between customer success and customer sales?

¢ A Customer sales is about getting customers to utilize their solutions to get the value they intended Customer success is about
making sure the customer deploys the solution within an effective timeline.

¢ B. Customer sales is about getting custormers to utilize their solutions to get the value they intended Customer success is about
expanding the customer's portfolio.

e C. Customer sales is about selling solutions to meet business needs Customer success is about finding product opportunities
for sales as the customer utilizes their current solution.

e D. Customer sales is about selling solutions to meet business needs Customer success is about getting customers to utilize
those solutions to get the value they intended.

e A

2 #36
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. Address and resolve all technical issues.

B. Offer discounts on new products to gain the nterest of the new leadership.

C. Review the original sales proposal with the sales team.

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

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

Y. DE
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