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1. A Customer Success Manager is preparing for an initial engagement with a new
enterprise customer. Which action should be prioritized first?

A. Create a detailed technical implementation plan

B. Schedule regular check-in meetings for the next six months
C. Prepare a comprehensive product training schedule

D. Identify the customer's business goals and desired outcomes

2. When establishing success metrics with a customer, which approach is most
effective?

A. Focus exclusively on technical performance indicators

B. Let the customer define all metrics without CSM input

C. Collaboratively develop metrics that align with their specific business objectives
D. Apply standard industry metrics to all customers regardless of their goals

3. Which stakeholder management strategy is most effective for a CSM when
implementing a complex solution?

A. Treat all stakeholders with the same communication frequency and depth

B. Map stakeholders according to their influence and interest levels to prioritize engagement
C. Focus exclusively on technical decision-makers

D. Engage only with C-level executives

Also on iOS & Android — and watch the full Q&A walkthrough on YouTube
@CertsQuizPrep

4. A customer's usage data shows declining engagement with key features. What should
be the CSM's first action?

A. Schedule a meeting with key users to understand the reasons for declining usage
B. Immediately send additional training materials

C. Report the decline to sales for potential downsell

D. Assume the features aren't valuable and suggest alternatives

2¥E Unlock all 1200 questions + timed mock exams
E - https://certs.theorypractice.app/csm

$2.99/week or $6.99/month - cancel anytime - scan to start
Unofficial study material - not affiliated with any certifying body



https://certs.theorypractice.app/csm/?utm_source=pdf
https://certs.theorypractice.app/csm/?utm_source=pdf
https://certs.theorypractice.app/csm/?utm_source=pdf
https://www.youtube.com/@CertsQuizPrep
https://www.youtube.com/@CertsQuizPrep

@ TheoryPractice SR U
7

Free practice — 30 questions

5. What is the most valuable approach for a CSM when collecting customer feedback?

A. Conduct a single comprehensive annual survey

B. Rely solely on product usage analytics

C. Wait for customers to proactively offer feedback

D. Establish a continuous feedback loop through multiple channels

6. Which communication strategy is most effective for maintaining engagement with
executive stakeholders?

A. Dalily status reports on all activities

B. Communication only when problems arise

C. Regular business reviews focused on value realization and ROI
D. Detailed technical updates on feature implementation

Want the other 1170+ questions & full timed mock exams? Unlock at
https://certs.theorypractice.app/csm

7. A customer is expressing concerns about achieving their expected outcomes. What
should the CSM do?

A. Transfer the customer to another CSM

B. Reuvisit the success plan and adjust metrics if necessary to ensure alignment
C. Suggest purchasing additional products to achieve outcomes

D. Explain that their expectations are unrealistic

8. Which approach is most effective when sharing analytics data with customers?

A. Contextualize the data in terms of their business objectives and outcomes
B. Send automated reports without explanation

C. Share all available data regardless of relevance

D. Focus only on metrics that show positive results

9. When a customer has multiple departments using a solution, what is the best
engagement strategy?

A. Engage only with the department that purchased the solution

B. Apply the same adoption strategy to all departments

C. Let each department develop their own approach independently

D. Create a governance structure with representatives from each department

Also on iOS & Android — and watch the full Q&A walkthrough on YouTube
@CertsQuizPrep
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10. Which method is most effective for a CSM to understand a customer's evolving
business needs?

A. Rely solely on usage data to infer changing needs

B. Conduct a needs assessment only at renewal time

C. Schedule regular strategic discussions about evolving business priorities
D. Wait for the customer to report changes in their needs

11. A customer is reporting low user adoption. Which approach should the CSM take?

A. Send more comprehensive documentation

B. Conduct user interviews to identify specific adoption barriers
C. Suggest additional product purchases to increase adoption
D. Tell the customer to mandate usage through policy

12. What is the most effective way for a CSM to build credibility with a new customer?

A. Demonstrate understanding of their industry and business challenges
B. Share detailed personal credentials and experience

C. Offer discounts on additional services

D. Showcase technical knowledge of all product features

Want the other 1170+ questions & full timed mock exams? Unlock at
https://certs.theorypractice.app/csm

13. Which approach should a CSM take when organizing a customer success plan?

A. Create a detailed timeline for all activities regardless of outcomes

B. Focus primarily on technical implementation steps

C. Develop it independently without customer input

D. Structure it around milestone achievements with clear success criteria

14. When communicating with technical and business stakeholders, what is the best
approach?

A. Let technical stakeholders communicate with business stakeholders

B. Focus primarily on the stakeholders with the highest titles

C. Tailor communication style and content to each audience's interests and expertise
D. Use the same technical language with all stakeholders
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15. A customer is not responding to regular check-in attempts. What should the CSM
do?

A. Continue with the same communication method but increase frequency

B. Vary the communication approach and attempt to reach other stakeholders

C. Stop attempting contact and wait for them to reach out

D. Escalate immediately to sales leadership

Also on iOS & Android — and watch the full Q&A walkthrough on YouTube
@CertsQuizPrep

16. Which method is most effective for encouraging customers to share success
stories?

A. Regularly document and share quantifiable results they've achieved
B. Offer significant discounts in exchange for testimonials

C. Make reference activities mandatory in the contract

D. Tell them other customers are sharing success stories

17. When a customer encounters an unexpected technical issue, what should be the
CSM's first response?

A. Immediately escalate to the highest level of support

B. Suggest workarounds without addressing the root cause

C. Explain that such issues are normal and will resolve themselves

D. Acknowledge the issue and communicate clear next steps for resolution

18. What is the most effective approach for a CSM to drive expansion opportunities?

A. Implement aggressive sales tactics near contract renewal

B. Withhold certain features to create artificial upgrade paths

C. Identify gaps between current capabilities and business needs based on ongoing engagement
D. Present all available product options regardless of relevance

Want the other 1170+ questions & full timed mock exams? Unlock at
https://certs.theorypractice.app/csm

19. Which approach is most effective when a customer's key stakeholder changes?
A. Transfer the account to a different CSM

B. Schedule a comprehensive onboarding session to build relationship and review success plans
C. Continue with existing plans without special accommodation
D. Start the entire customer success process from the beginning
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20. What is the most valuable metric for a CSM to track regarding stakeholder
engagement?

A. Executive participation in business reviews

B. Number of emails exchanged with the customer

C. Length of time spent in technical support calls

D. Frequency of social interactions with the customer

21. What is the primary financial benefit for a business transitioning to a
subscription-based model?

A. Elimination of all customer service costs
B. One-time larger profit margins

C. Reduced need for product development
D. Predictable, recurring revenue streams

Also on iOS & Android — and watch the full Q&A walkthrough on YouTube
@CertsQuizPrep

22.In the subscription economy, what metric becomes significantly more important
compared to traditional business models?

A. Hardware manufacturing efficiency
B. Initial purchase transaction volume
C. Customer retention rate

D. Number of new features released

23. How does the relationship between vendor and customer typically change when
moving from traditional sales to subscription models?

A. It eliminates the need for customer support

B. It shifts from transactional to ongoing partnership relationship
C. It becomes less important to understand customer needs

D. It requires fewer touchpoints throughout the year

24. A company is moving from perpetual licensing to a subscription model. Which
challenge should the CSM help the customer anticipate during this transition?

A. Shifting from capital expenditure to operating expenditure
B. Reduction in available product features

C. Elimination of customer support

D. Need to replace all hardware systems
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25. In outcome-based selling within the subscription economy, what should be the
primary focus of conversations with potential customers?

A. Detailed technical specifications

B. Contract length and payment terms

C. Hardware compatibility requirements

D. Business outcomes and value realization

26. What is a key way that Customer Success Managers contribute to the subscription
economy business model?

A. Designing product roadmaps

B. Negotiating initial contract prices

C. Reducing customer churn rates and preserving recurring revenue
D. Managing server infrastructure

27. How does the concept of Customer Lifetime Value (CLV) relate to subscription
business models?

A. It's primarily used to determine technical support levels

B. It becomes the central economic metric for business decisions rather than one-time sale value
C. It becomes less important as customers pay smaller amounts

D. It only matters for enterprise-level customers

Also on iOS & Android — and watch the full Q&A walkthrough on YouTube
@CertsQuizPrep

28. When a CSM notices a customer's subscription usage is declining, what should be
their first action?

A. Analyze usage patterns and engage with the customer to understand why
B. Immediately offer a discount on renewal

C. Add more product features automatically

D. Reduce the subscription tier without consultation
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29. What represents a key shift in sales compensation structure when moving to a
subscription model?

A. Elimination of all variable compensation

B. Moving exclusively to base salary without commissions

C. Paying commissions only on hardware components

D. Compensation based on customer lifetime value rather than just initial sale value

30. In a subscription model, how does the concept of 'success' change for technology
vendors?

A. Success requires less customer interaction than before
. Success is determined by hardware specifications

B
C. Success shifts from selling products to ensuring customers achieve their outcomes
D. Success is measured solely by new customer acquisition
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1. D — Identify the customer's business goals and desired outcomes
Understanding the customer's goals and desired business outcomes is the critical first step in the engagement
process, as it allows the CSM to align all future activities toward achieving these specific objectives.

2. C — Collaboratively develop metrics that align with their specific business objectives
Collaboratively developing success metrics ensures they are relevant to the customer's specific objectives
and creates shared ownership, which is essential for effective engagement throughout the customer lifecycle.

3. B — Map stakeholders according to their influence and interest levels to prioritize engagement
Mapping stakeholders by influence and interest allows the CSM to develop targeted engagement strategies
for each group, ensuring proper focus on the most critical stakeholders while still addressing the needs of all
parties.

4. A — Schedule a meeting with key users to understand the reasons for declining usage
Before taking any corrective action, the CSM should investigate the root cause by engaging directly with the
customer. This approach enables targeted solutions rather than assumptions about the decline.

5. D — Establish a continuous feedback loop through multiple channels
Establishing a continuous, multi-channel feedback loop allows for regular insights at different touchpoints,
providing a comprehensive view of the customer experience rather than isolated snapshots.

6. C — Regular business reviews focused on value realization and ROI

Executives are primarily concerned with business outcomes and ROI rather than technical details. Regular
business reviews focused on value realization maintain their engagement by addressing their primary
interests.

7. B — Reuvisit the success plan and adjust metrics if necessary to ensure alignment
Revisiting and potentially adjusting success metrics ensures alignment between expectations and reality,
addressing concerns directly by clarifying what success looks like for this specific customer.

8. A — Contextualize the data in terms of their business objectives and outcomes
Contextualizing data within the customer's business objectives transforms raw metrics into actionable
insights, making the data meaningful and valuable to the customer's specific situation.

9. D — Create a governance structure with representatives from each department
Creating a governance structure with representatives from each department ensures coordinated adoption
across the organization while respecting each department's unique needs and use cases.

10. C — Schedule regular strategic discussions about evolving business priorities
Regular strategic discussions focused specifically on business priorities help the CSM stay informed about
changing needs, enabling proactive adaptation of the success plan to maintain alignment.
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11. B — Conduct user interviews to identify specific adoption barriers
Identifying specific adoption barriers through direct engagement with users allows for targeted interventions
rather than generic solutions that may not address the actual problems.

12. A — Demonstrate understanding of their industry and business challenges
Demonstrating understanding of the customer's industry and business challenges shows that the CSM is a
valuable strategic partner rather than just a product expert, building trust and credibility.

13. D — Structure it around milestone achievements with clear success criteria
Structuring the plan around milestone achievements with clearly defined success criteria provides a
framework for measuring progress and celebrating wins throughout the customer journey.

14. C — Tailor communication style and content to each audience's interests and expertise
Tailoring communication style and content to each audience ensures relevance and engagement, addressing
the different concerns and interests of technical versus business stakeholders.

15. B — Vary the communication approach and attempt to reach other stakeholders

Varying the communication approach and attempting to reach other stakeholders demonstrates persistence
while acknowledging that the current method isn't working, increasing the chances of re-establishing
engagement.

16. A — Regularly document and share quantifiable results they've achieved
Regularly documenting and sharing quantifiable results demonstrates clear value, making customers more
willing to share their experiences because they can articulate specific benefits received.

17. D — Acknowledge the issue and communicate clear next steps for resolution
Acknowledging the issue and communicating clear next steps demonstrates accountability and a path to
resolution, maintaining trust even when problems arise.

18. C — Identify gaps between current capabilities and business needs based on ongoing
engagement

Identifying gaps between current capabilities and business needs based on ongoing engagement ensures
expansion discussions are relevant to the customer's actual situation rather than being perceived as generic
upselling.

19. B — Schedule a comprehensive onboarding session to build relationship and review success
plans

Scheduling a comprehensive onboarding session builds the relationship with the new stakeholder while
ensuring continuity of the success plan, avoiding disruption to the customer's journey.

20. A — Executive participation in business reviews
Executive participation in business reviews indicates high-level commitment to the solution and provides
opportunities for strategic alignment, making it a key indicator of successful stakeholder engagement.

21. D — Predictable, recurring revenue streams

Subscription models provide predictable, recurring revenue streams that improve financial forecasting and
business stability compared to one-time sales models. This predictability is a key advantage that makes
subscription businesses attractive to both operators and investors.

2¥E Unlock all 1200 questions + timed mock exams
E - https://certs.theorypractice.app/csm

$2.99/week or $6.99/month - cancel anytime - scan to start
Unofficial study material - not affiliated with any certifying body



https://certs.theorypractice.app/csm/?utm_source=pdf
https://certs.theorypractice.app/csm/?utm_source=pdf

Free practice — 30 questions

@ TheoryPractice SR U
7

22. C — Customer retention rate

Customer retention rate is particularly critical in subscription models because the profitability of customers
typically increases over time and the cost of acquisition is amortized over a longer customer lifetime. Losing
customers early in their lifecycle often means the business has not yet recouped acquisition costs.

23. B — It shifts from transactional to ongoing partnership relationship

Subscription models transform the vendor-customer relationship from transactional to ongoing partnership.
Rather than ending the relationship after a sale, vendors must continually deliver value to maintain the
subscription, creating a long-term relationship focused on mutual success.

24. A — Shifting from capital expenditure to operating expenditure

The shift from capital expenditure (buying licenses outright) to operating expenditure (paying
monthly/annually) requires budget restructuring for many organizations. CSMs need to help customers
understand and plan for this financial shift.

25. D — Business outcomes and value realization

Outcome-based selling focuses on the business results and value that customers will achieve, rather than
technical specifications or features. This approach aligns the subscription offering with the customer's actual
business goals.

26. C — Reducing customer churn rates and preserving recurring revenue

CSMs directly impact financial performance by reducing churn (customer cancellations), which preserves
recurring revenue. In subscription models, retention is crucial for profitability, making the CSM role financially
strategic.

27. B — It becomes the central economic metric for business decisions rather than one-time sale
value

CLV becomes critical in subscription models because it represents the total value a customer brings over their
entire relationship with the company. Decisions about acquisition costs, service levels, and expansion
strategies should be guided by expected lifetime value rather than initial sale value.

28. A — Analyze usage patterns and engage with the customer to understand why

Understanding the root cause through data analysis and customer conversations is the essential first step
before taking any corrective action. Without understanding why usage is declining, any intervention might
miss the actual problem.

29. D — Compensation based on customer lifetime value rather than just initial sale value

In subscription models, sales compensation often shifts to reward the entire customer lifecycle value,
including renewal and expansion, rather than just the initial sale. This aligns sales incentives with the
long-term revenue model of the business.

30. C — Success shifts from selling products to ensuring customers achieve their outcomes

In subscription models, customer success becomes the vendor's success - if the customer isn't achieving their
goals, they won't renew. This shifts focus from selling products to ensuring customers achieve their desired
outcomes through effective use.
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