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¢ Forecasting: This section of the exam measures skills of Account Executives and assesses forecasting
accuracy, evaluating risks and opportunities, and understanding the inputs that drive forecasting. It ensures

FEw 71
7 consistency in opportunity management and reliable business predictions.

¢ Customer Success: This section of the exam measures skills of Sales Representatives and explains post-
FEwy 22 sales actions, order booking, and fulfillment. It also reviews the customer journey after the sale and
evaluates the realized versus expected value to ensure satisfaction and retention.

¢ Deal Management: This section of the exam measures skills of Account Executives and includes qualifying

prospects, understanding customer strategies and challenges, and defining solution scope. It emphasizes
bEY 73 presenting value propositions, addressing challenges to close deals, and securing customer commitment for
formal contracts.
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H #90
A sales representative has a customer who is indecisive about the proposed solution and hesitant to close the contract.

How should the sales rep convince the customer to find the solution invaluable and close the contract?

¢ A Offer promotional discounts.
¢ B. Bundle additional products.
¢ C. Extend a free trial.

Ef#: C

TR

Offering promotional discounts is a way to convince an indecisive customer to find the solution invaluableand close the contract by
creating a sense of urgency, exclusivity, and reciprocity. Promotional discounts can motivate the customer to act quickly before they
miss out on a good deal, as well as make them feel special and appreciated for choosing your
solution.Referenceshttps://www.salesforce.com/resources/articles/sales- promotion/#sales-promotion-examples Extending a free
trial is a good way toconvince an indecisive customer to close the contract, as it allows them to experience the value of the solution
firsthand and overcome any doubts or objections. A free trial also creates a sense of urgency and scarcity, as the customer knows
that they have a limited time to take advantage of the offer. By extending a free trial, the sales rep can demonstrate confidence in the
solution and show the customer that they are willing to accommodate their needs and preferences. References:

* Turn Undecided Customers nto Successful Sales - Upnify, section "Offer guarantees and flexible policies".

* How to Handle Indecisive Customers? - Bitrix24, section "Offer a free trial or a money-back guarantee".

HM #91
What is the primary benefit of team selling at a key account?

¢ A. Reduces the workload for individual sales representatives
¢ B. Leverages collective expertise to meet customer expectations
e C. Provides the customer with mutltiple points of contact

IEf#: B
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Team selling is a strategy of using a group of salespeople with different skills and expertise to sell toand serve major accounts. The
primary benefit of team selling at a key account is that it leverages the collective expertise of the team members to meet the
customer's expectations and needs. Team selling can help create value for the customer by providingcustomized solutions,
addressing complex problens, and delivering superior service. Team selling can also help build trust and loyalty with the customer by
demonstrating commitment, collaboration, and professionalism. References:

* Cert Prep: Salesforce Certified Sales Representative, unit "Build and Maintain Relationships with Key Accounts"

* Team Selling: The Secret Weapon in Major Accounts

E Y #92
A sales representative proposes an engagement solution that works seamlessly across all media to a customer.
Which strategy supports the solution?

e A. Social networks
e B. Multi-channel
e C. Two-way dialogue

Ef@E: B
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Multi-channel is the strategy that supports an engagement solution that works seamlessly across all media.

Multi-channel means using different communication channels (such as email, phone, social media, web chat, etc.) to reach and
nteract with customers and prospects. Multi-channel helps to increase customersatisfaction, loyalty, and retention by providing them
with convenience, choice, and consistency.References:https//www.

salesforce.conmvresources/articles/multichannel marketing/#multichannel-marketing-definition
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A sales representative has a low conversion rate during theproposal phase of the pipeline. They notice there are a few sentences
about the prospect objectives, two pages on the specifications and deliverables, and then a small portion on the investment.
‘Which adjustment will help the sales rep win more work by being more customer-centric?

¢ A. Move the investment to the top to get the objection out of the way.
¢ B. Focus more on anticipated outcomes than deliverables.
¢ (. Remove the objectives since the prospect already knows them.

IEf#: B
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A customer-centric proposalis one that emphasizes the value and benefits that the solution will provide to the customer, rather than
the features and specifications of the product or service. By focusing more on the anticipated outcomes, the sales rep can show how
the solution aligns with the custormer’s objectives and needs, and how it will help them achieve their desired results. This will also help
the sales rep differentiate themselves from the competition and build trust and credibility with the customer. References:

* Cert Prep: Salesforce Certified Sales Representative, Unit 4: Value Selling

* [Sales Rep Training], Unit 2: Sell with Value

* Salesforce Certified Sales Representative Exam Guide, Section 4: Value Selling

HM #94

A sales representative is having a difficult time identifyng the root cause of their customer’s issue. Thesales rep knows they need to
first acknowledge the customer's experience and perspective.

What is the recommended action the sales rep should take next?

¢ A. Provide a product demo.
¢ B. Show empathy.
¢ (. Make recommendations.

IEf#: B
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When faced with a customer issue and after acknowledging the customer's experience, the recommended next step for a sales
representative is to show empathy. Empathy involves understanding and sharing the feelings of another, which in this context means
recognizing the impactof the issue on the customer and conveying genuine concern. This approach helps build a rapport and trust
with the customer, demonstrating that thesales rep is not just focused on a transaction but cares about the customer's overall
experience and success.

Salesforce emphasizes the importance of empathy in customer interactions as a way to strengthen relationships and foster loyalty.
Reference:Salesforce Blog - Empathy in Sales
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