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Key performance indicators (KPIs) are directly associated with evaluating a customer outcome because they are quantifiable
measures used to gauge the performance over time in terms of meeting strategic and operational goals. KPIs are crucial for
assessing whether a company is on track to achieve its desired outcomes. References: Cisco Customer Success Manager
documentation
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To mitigate the risk of lack of adoption with a new leadership team, the Customer Success Manager must address and resolve all
technical issues that may be hindering adoption and review the original business case to reassess desired outcomes with the new
leadership. These activities ensure that any obstacles to successful adoption are removed and that the new leadership's goals and
expectations are aligned with the solution's capabilities
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The expected outcomes of the customer onboard stage include identifying stakeholders who will be involved in or affected by the
implementation of the solution, and defining the business outcomes along with the Key Performance Indicators (KPIs) that will be
used to measure success. These steps are crucial for setting clear expectations and for tracking progress towards achieving the
desired results. References: Cisco Customer Success Manager documentation, which outlines the onboarding process and the
importance of stakeholder engagement and outcome definition.
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Two customer advantages of purchasing subscription licenses are the flexibility to discontinue the subscription if the value is not
realized (Option B), which minimizes the financial risk for the customer, and the pay per use model (Option C), which allows
customers to pay only for what they use, providing cost efficiency and scalability. References: Subscription licensing models are
designed to offer flexibility and cost-effectiveness, allowing customers to adjust their usage and costs according to their needs and
the value they perceive from the software.
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The next logical step to focus on for the customer's lifecycle journey, after finalizing all solution planning and before deployment, is
the customer's stakeholders and their business outcomes. Understanding the stakeholders' expectations and desired outcomes
will guide the deployment process and ensure that it aligns with the customer's strategic objectives.

B 6


https://www.jpnshiken.com/q/69030-6474201/
https://www.jpnshiken.com/q/69030-6474202/
https://www.jpnshiken.com/q/69030-6474203/

KFELGKRKZE  ZELBEDEANLBEI VAR I VRZALEIESOHICHTFSINHLOIT Y2 -3 0FBALFEL
2 EOT7 TA—FHABUNERLDICHRLBEL TS TL & 57

A TICEET S 2 DNEMZEL F2EDZEES L UVHEBEDT Uy — b 2ERLET,
B.ZEMNLIRESN-EEORZAELET,

C.hHRATARXEINIAEREL ITY—ILR—XDIEEFHAELETHERALET

D. 74— FN\v O ZRETERE YT RA—N\—1—H—%FRELFET,

IEfR: (EffZzRTLET)

Using a combination of tailored surveys and IT tools-based metrics allows for a comprehensive assessment of the new IT
solution's impact. Surveys provide qualitative insights into user satisfaction, while metrics offer quantitative data on usage and
performance.
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The Customer Success Manager should consider re-enforcing the time to value of the solution. This involves communicating the
benefits and potential impact of the solution on the customer's business operations and objectives, emphasizing how timely
deployment can lead to quicker realization of these benefits.
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A business adoption barrier can be the lack of a customer stakeholder. This refers to the absence of an advocate within the
customer's organization who supports the adoption of the solution and can drive internal change
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The exhibit shows that Product C is facing critical issues in the 'Implement' stage, as indicated by the red box, and at-risk
conditions in the 'Use' stage, as shown by the orange box. These indicators suggest that there are significant barriers preventing
the successful implementation and use of Product C. Therefore, the first priority must be to identify and document these barriers to
develop a plan to overcome them and ensure the product's success. References: Best practices in customer success
management and product lifecycle management.
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Two common adoption barriers are a lack of resources and the loss of a project sponsor. Both can significantly impede the
adoption process; lack of resources can prevent proper implementation and use, while the loss of a project sponsor can lead to a
lack of support and momentum1.
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The best outcome a Customer Success Manager can achieve for a customer is removing barriers so the customer achieves the
fastest time to value possible from the solution they purchased. This ensures that the customer quickly realizes the benefits of their
investment, leading to higher satisfaction and the potential for further expansion
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Adoption campaigns typically include actions such as messaging users about best practices for their solutions to encourage proper
and effective use, and informing stakeholders about new features that could enhance their solution's value. References: Cisco
Customer Success Manager documentation and best practices in adoption campaigns emphasize the importance of educating
users and stakeholders to drive solution adoption and utilization.
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Customer A faces cultural and process barriers to adoption. The cultural barrier arises from the employees' long-standing
familiarity with the personalized service, which may make them resistant to a self-serve model. The process barrier is related to the
established procedures and routines around the old meeting booking system, which employees may find challenging to change
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The best course of action to prepare for the first customer introduction meeting is to build an understanding of the customer's
business, market trends, and priorities. This knowledge will enable the Customer Success Manager to have a meaningful
conversation with the customer, aligning the discussion with the customer's strategic goals and industry context.
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The Customer Success Manager is responsible for confirming the use cases targeted in a Customer Success Plan. They work
closely with the customer to understand their needs and ensure that the plan aligns with the customer's goals and the capabilities
of the solution1.
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A success plan includes customer business outcomes. These are the goals that the customer aims to achieve with the product or
service, and the success plan is designed to outline the steps and strategies to reach these outcomes.
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A financial implication of churn is A, the loss of revenue. When customers discontinue their subscriptions or stop doing business
with a company, it directly impacts the company's revenue streams, making churn a critical financial concern Reference:
https://www.clientsuccess.com/blog/true-cost-customer-churn-part-1/
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When end-users have difficulties understanding the features and functionalities of the new solution, it is considered a technical

barrier. This type of barrier relates to the complexity or usability of the solution itself, which can hinder users' ability to effectively
engage with it
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Communication with customer executives should focus on the return on investment and the time to value, as these objectives are
typically top priorities for executive-level stakeholders. References: Executive communication guidelines that prioritize value
demonstration and alignment with leadership objectives.
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When a customer requests to maintain existing pricing during renewal risk analysis, it is typically associated with their budget
constraints. The customer's budget dictates their ability to spend and is a key consideration in renewal negotiations. References:
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Renewal risk analysis strategies that consider the customer's budget as a primary factor when they request to maintain or reduce
costs.
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This statement describes an end user adoption barrier related to behavioral resistance. When staff members are accustomed to
certain tools or workflows, they may resist transitioning to new solutions, especially if they perceive the new solution as less
convenient or less effective than their established habits Reference: https://useriq.com/user-adoption-barriers/
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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 diminishes. 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.
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A type of expansion opportunity is the addition of user groups. This can occur when a solution is adopted by new departments or
teams within the customer's organization, leading to an increased number of users and potentially more licenses or services
required.
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The most important results of a successful customer onboarding stage include discussing the desired business outcomes and
identifying stakeholders. These elements ensure that the solution is aligned with the customer's goals and that all relevant parties
are engaged from the beginning. References: Onboarding best practices that emphasize the importance of goal alignment and
stakeholder engagement.
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To improve the health index of Company A, the Customer Success Manager should focus on the areas where the scores are low.
Given that Company A has a low Utilization Score, providing recommendations for training could help increase product usage.
Additionally, suggesting new features that align with the company' s needs, based on data analysis, could enhance the perceived
value of the product and improve the Health Index. References: Cisco Customer Success Manager documentation and best
practices recommend focusing on training and feature adoption as key strategies for improving customer health scores and overall

satisfaction.
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The sales and marketing team are primarily responsible for the Evaluation and Awareness stages in the customer lifecycle
approach. These stages involve attracting potential customers and helping them assess the company's offerings. References: The
customer lifecycle approach as outlined in Cisco Customer Success Manager documentation, which assigns specific roles to the
sales and marketing team in the early stages of the customer journey.
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Customer Success Plan tracking can drive additional license purchases by demonstrating the value the solution provides through
increased user productivity. When gains in productivity are tracked and communicated, it can justify the investment in additional
licenses2.
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The Customer Success Manager should recommend conducting a survey to determine which collaboration solutions users are
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using to understand why there is a gap in engagement. Additionally, advertising additional user training sessions throughout the
organization can help increase the utilization rate by ensuring users are aware of and know how to use the new solution.
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Lagging and leading elements are used to track and measure as key performance indicators (KPIs). Lagging indicators reflect past
performance, while leading indicators predict future performance. Together, they provide a comprehensive view of an
organization's progress towards its goals34.
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Expansion opportunities within customer success include the expansion of solution features and services.
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These opportunities arise when customers see the value in adding more features or services to their existing solutions to enhance
their capabilities or meet additional business needs. References: Strategies for identifying and capitalizing on opportunities to
expand the scope of solutions provided to customers, leading to increased value and customer satisfaction.
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When a customer has technical questions at an onsite Quarterly Review meeting, the appropriate action for a Customer Success
Manager (CSM) is to identify potential adoption challenges related to the technical questions and schedule a meeting to address
these questions. This approach ensures that the customer's concerns are acknowledged and that a dedicated session is arranged
to provide thorough answers and solutions. It also allows the CSM to prepare adequately and involve the necessary technical
resources to address the customer's needs effectively.
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A SWOT analysis helps in understanding the strengths, weaknesses, opportunities, and threats related to a customer's business
environment, providing insights that can be used to tailor customer success strategies.

References: 1

BE: 36

BEOERENFEDLEIGEICIMARE2 DDT7 I3 VIEENTITN? 2OHEULLFZELY,)
BREDYV ) A= 3 UhRAMHDIRELEED L S ICHEIhEIAZBEEISRLET,
EELNEOHERICELSLTY Y a3 Vv DMREEESMELET,

HLWW ) a—2a VR B FIATEICLES S L ERFHRICIEAFET,

EERBEED) S —LELICEREHEELEA—LET,

JAEDECRR JORDELRERELET,

FfE:BD (I AV hEHRKT )

When a customer's usage is in decline, it is important to assess whether the solution still aligns with their desired outcomes and to
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review the implementation plan to ensure it is being executed effectively. This approach helps identify any gaps between the
solution's capabilities and the customer's needs, as well as any issues in the implementation process that may be causing the
decline in usage. References: Cisco Customer Success Manager documentation emphasizes the importance of aligning solutions
with customer outcomes and regularly reviewing implementation plans to ensure success.
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The Customer Success Manager initially validates stakeholders during the onboarding stage34. This is a critical phase where the
CSM establishes relationships with key stakeholders, understands their expectations, and begins to align the product's capabilities
with the customer's business objectives.
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The key driver creating the need for customer success is B, the subscription economy. In a subscription-based business model,
the ongoing satisfaction and retention of customers are paramount, necessitating a dedicated focus on customer success to
ensure continuous value delivery and renewal
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Two barriers to adoption in an organization are a lack of knowledge on the solution and implementation issues. These barriers can
prevent successful adoption as they hinder users' ability to understand and effectively use the new technology, and they can cause
delays or problems during the rollout of the solution
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When noticing a decline in product usage, it's important to re-assess the customer's business process and ensure that the
capabilities of the solution are well-aligned with their needs. This may involve identifying any changes in the customer's operations
or uncovering new challenges they are facing. References: Customer success strategies that focus on aligning product capabilities
with evolving business processes.
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When new company leadership is considering a competitor's solution, it is important to hold an executive briefing to evaluate the
risks associated with the proposed solution. This action allows for a strategic discussion on the implications of switching solutions
and ensures that the leadership is fully informed about the potential impact on the company's operations and goals. References:
Cisco Customer Success Manager documentation1.
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When a customer moves from the Implement to the Use stage in the lifecycle, it is crucial for a Customer Success Manager to
provide training content that addresses both current and existing barriers. This action ensures that the customer's team is
equipped with the necessary knowledge and skills to effectively use the product, leading to better adoption and utilization1.
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The primary goals when introducing the customer to Customer Success are B, the identification of customer business outcomes,
and E, the alignment of key stakeholders. These outcomes ensure that the customer success efforts are aligned with the
customer's business objectives and that all relevant parties are engaged in the success plan1.
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Opportunities that can lead to customers becoming advocates include moments of success when the customer acknowledges
progress and continuing results based on unexpected value. These instances demonstrate the tangible benefits of the solution and
can inspire customers to share their positive experiences with others, leading to advocacy.
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In a RACI chart, which stands for Responsible, Accountable, Consulted, and Informed, the best practice is to have only one person
accountable for each task to ensure clear ownership and avoid confusion. The image shows that three different stakeholders
(Stakeholders 2, 4, and 6) are marked as accountable (‘A") for Project Task 1, which is not recommended as it can lead to
accountability issues and dilute the clarity of who is ultimately answerable for the task's completion. References: Best practices in
project management and RACI chart guidelines.
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Contract renewal is a lagging indicator of customer value realization because it typically occurs after the customer has experienced
the full benefits of the product or service and decides to continue the relationship.
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Key Performance Indicators (KPIs) are the metrics that evaluate whether a customer's outcomes are being met. They are used to
measure the success of an organization in achieving its business objectives and are directly linked to the customer outcomes.
References: Cisco Customer Success Manager documentation1.
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To prepare for a customer introduction meeting, it is essential to understand the customer's current situation, including their
priorities and sentiment towards the engagement. This can be achieved by speaking with internal contacts who have interacted
with the customer, as they can provide firsthand insights into the customer's expectations and experiences. References: Customer
Success best practices suggest that understanding the customer's perspective is crucial for effective engagement and aligning the
success plan with their business objectives.
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Customer Success Managers often use health scores and telemetry as metrics to measure customer success.

Health scores provide a quick overview of the customer's overall status, while telemetry data offers detailed insights into product
usage and engagement.
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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 customers better understand and utilize the solution, thereby achieving value more
quickly1.
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A balanced scorecard covers perspectives on business process, customer, financial, and learning and growth to provide a
comprehensive view of an organization's performance. References: The Balanced Scorecard framework, which is widely used in
strategic management to evaluate the overall performance of an organization across multiple dimensions.
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To gain commitment for additional use cases, it is effective to identify target outcomes that address known challenges and
demonstrate how new use cases can help achieve them. Additionally, conducting a discovery session to uncover additional pain
points can reveal opportunities for further use cases
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A common indicator of customer health is the customer satisfaction metric. It reflects the level of satisfaction customers have with
a product or service, which is a key indicator of their overall health and likelihood to continue using and recommending the
solution4.
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To address the customer's concern about the lack of insights during quarterly business reviews, it is important to focus on
actionable metrics. By agreeing on a set of relevant metrics and sharing the results along with trend lines, the Customer Success
Manager can provide meaningful insights and recommendations that can lead to improvements in the customer's business
processes or solution utilization. References: The practice of using data-driven insights to inform business decisions is a key
component of Customer Success, ensuring that reviews are not just data presentations but strategic discussions that drive value.
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Adopting a lifecycle approach with proactive reviews of service performance against predefined KPIs can help prevent
disagreements over the value of delivered work. This approach ensures that both parties have a clear understanding of the
expected outcomes and can address any issues before they escalate into significant disagreements.
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A decrease in subscription is a direct financial implication of churn, as it represents a loss of recurring revenue from customers
who discontinue their service.
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The Customer Success Manager works directly with customer executives to ensure that their business outcomes are aligned with
and achieved using purchased solutions. They play a pivotal role in guiding customers to realize the full value of their
investments5.
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The objective of a Customer Success Manager is to solve customer problems to attain business outcomes. This involves
understanding the customer's business goals and ensuring that the solutions provided are effectively addressing their needs.
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The type of analytics that has telemetry showing the customer's use of the software and defines what has happened to date is
descriptive analytics. Descriptive analytics focuses on summarizing past events and behaviors, providing a historical view of usage
and interactions
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The two critical actions when communicating with customer executives are targeting executive priorities and focusing on the value.
When engaging with executives, it's essential to align the conversation with their strategic priorities and demonstrate how the
solutions or services can help achieve those priorities.

Additionally, emphasizing the value that the services or products will bring to their business is crucial. This approach helps in
establishing a connection with the executives' business objectives and showcases the direct benefits of the offerings.
References:

*Cisco's official page on Customer Success Manager certification1.

*Cisco Customer Success Manager (DTCSM) course details2.

*Cisco blog on breaking down silos to unlock the full potential of Customer Success3.
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To resolve a customer's skill gap for a new product, a CSM should deliver the skills required by role with associated training for the
product. This approach ensures that the customer's team is equipped with the necessary knowledge and skills to effectively use
the new product, leading to better adoption and utilization2.
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The first step a Customer Success Manager should take is to engage with the customer to understand their needs, goals, and the
reasons they chose the solution. This direct engagement provides valuable insights that inform the Customer Success Plan and
ensure alignment with the customer's objectives. References: Best practices in customer success management emphasize the
importance of customer engagement as the foundation for understanding the purpose behind a purchase.
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When the product utilization score is not improving, a Customer Success Manager should conduct customer interviews to
understand the barriers to adoption and develop a plan to address them. References: Customer success strategies that focus on
aligning product capabilities with evolving business processes.
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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
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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 certification1.

*Cisco Customer Success Manager v2 exam topics, which outline the knowledge and skills tested in the exam2.

*Test Prep Training on 820-605 CSM - Customer Success Manager3.
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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.
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Expanding the customer footprint involves increasing the adoption of services or products within the existing customer base. This
can lead to a deeper integration of the supplier's offerings into the customer's operations, making the customer more reliant on
these services and less likely to churn..
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Driving full adoption of the company's technology across all supported solutions ensures that customers are utilizing the product to
its fullest extent, which is critical for demonstrating value and fostering long-term customer relationships.
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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.
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For customers facing stalled implementation, the Customer Success Manager should review the priorities outlined in the Success
Plan with customer leadership and determine if there have been any changes in resourcing or stakeholders that may be affecting
the implementation. References: The Cisco Customer Success Manager's approach to addressing stalled implementations
includes ensuring alignment with the Success Plan and assessing any changes in the customer's organization that may impact the
project.
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A technical adoption barrier is the lack of integration with other products. This barrier occurs when the new technology does not
easily integrate with the customer's existing systems, causing difficulties in adoption5.
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To increase market share and protect the brand's reputation, risk management and credibility are essential. Risk management
helps in mitigating potential threats that can affect market share, while credibility establishes trust with customers and
stakeholders, which is vital for brand reputation. References: Cisco Customer Success Manager documentation1.
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The value proposition of customer success for customers lies in supporting their business vision. Customer success helps
customers to realize their business objectives and ensures that the solutions provided align with their strategic direction
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Identifying barriers to adoption is crucial for developing strategies to overcome them and ensure successful implementation of the
solution. Tracking Key Performance Indicators (KPIs) helps in measuring the success of the Customer Success planning and in
making informed decisions3.
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The purpose of a customer stakeholder map is to create a communication plan that outlines how to engage with various
stakeholders. It helps in understanding their influence, interests, and the dynamics between them, which is essential for effective
communication and relationship management8.
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The main objective of customer success is to ensure that customers achieve the outcomes they are trying to reach with the
product or service. This focus on outcomes ensures that the customer success initiatives are aligned with the customer's goals
and objectives
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The adoption barriers occurring here are related to process and tools. The process barrier may involve inadequate procedures or
systems for tracking license usage. The tools barrier suggests that there may be a lack of appropriate software or mechanisms to
monitor and verify how the licenses are being utilized67.
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