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QUESTION 1

What is the barrier type when end-users are having difficulties understanding the features and functionalities of the new
solution? 

A. technical 

B. business 

C. operational 

D. corporate culture 

Correct Answer: C 

 

QUESTION 2

The customer purchased a solution with a specific use case in mind but has not yet expressed interest in additional use
cases. Which two actions gain their commitment to add use cases? (Choose two.) 

A. Identify target outcomes based on known challenges to demonstrate how a new use case could help achieve them. 

B. Recognize tools that compete with the expansion opportunity and offer discounts to switch. 

C. Conduct a discovery session to uncover their additional pain points. 

D. Provide additional training on the current use case to drive adoption. 

E. Present case studies that outline the benefits they achieved and highlight compelling metrics. 

Correct Answer: AD 

 

QUESTION 3

What is the purpose of targeted use cases? 

A. They highlight the product differentiation from a competitor. 

B. They define how a solution is applied to enable a desired outcome. 

C. They function without the purchase of additional services. 

D. They provide customers with ways to take advantage of additional features. 

Correct Answer: B 

 

 

QUESTION 4
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The CIO of a bank and their vendor have a significant disagreement over the value of the work that was delivered the
past two years under the existing managed-services contract. The contract renewal process was delayed over three
months, with considerable risk to both parties. Which best practice will help prevent this type of disagreement? 

A. Adopt a lifecycle approach with a proactive review of service performance against KPIs. 

B. Have the CSM define how value should be measured at the end of the contract period. 

C. Engage a third-party mediator to develop contract goals and evaluate the objectives at regular intervals. 

D. Have the CIO define a clear IT strategy and implement the suggestions immediately. 

Correct Answer: A 

 

QUESTION 5

Which method is directly associated with evaluating a customer outcome? 

A. milestones 

B. key performance indicators 

C. metrics 

D. benchmarks 

Correct Answer: B 
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