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QUESTION 1

A sales representative is fulfilling an order using the step-by-step instructions for that specific customer
What are these instructions known as?

A. Fulfilment procedures

B. Standard operating procedures

C. Standard engagement steps

Correct Answer: B

Standard operating procedures (SOPs) are detailed instructions that describe how to perform a specific task or process.
SOPs help to ensure consistency, quality, and compliance in fulfilling orders for different customers.

References:

https://trailhead.salesforce.com/en/content/learn/modules/salesforce-essentials-basics/salesforce-essentials-sales-
process

QUESTION 2

In addition to learning more about customers, what does customer-centric discovery allow a sales representative to do?
A. Present pricing and contracts as quickly as possible.

B. Pitch a product regardless of the customer\\'s need.

C. Co-create strategies based on confirmed challenges.

Correct Answer: C

Co-creating strategies based on confirmed challenges is what customer-centric discovery allows a sales rep to do, in
addition to learning more about customers. Customer-centric discovery is the process of asking questions and listening
to customers to understand their situation, needs, goals, and challenges. Co-creating strategies means working with
customers to design and propose solutions that can address their confirmed challenges and deliver value and

outcomes. Co-creating strategies helps to build trust and rapport, demonstrate expertise and differentiation, and
influence purchase decisions.

QUESTION 3

After a sales representative presents a value proposition to customers, they raise some objections. The sales rep
understands their reasoning and negative emotional reaction.

Which step should the sales rep take next to address these objections?
A. Ask questions to determine if they can get the deal back on track.

B. Stand by the solution and point out their misunderstanding.
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C. Compare risks and benefits using features, advantages, and benefits (FAB).

Correct Answer: A

Asking questions to determine if they can get the deal back on track is the next step that the sales rep should take to
address the objections from the customers after understanding their reasoning and negative emotional reaction. Asking
questions helps to understand the root cause, scope, and impact of the objections, as well as to show empathy and
respect for the customers\\' concerns. Asking questions also helps to clarify any misunderstandings, provide relevant

information, and propose solutions that address the objections. References:
https://www.salesforce.com/resources/articles/sales-objections/#sales-objections-handling

QUESTION 4

How can the sales rep work with marketing to improve the health of their pipeline?

A. Focus on behaviors and attributes that define a quality lead.

B. Broaden the scope of the prospect profile.

C. Expand the number of channels to reach more prospects.

Correct Answer: A

Focusing on behaviors and attributes that define a quality lead is a way that the sales rep can work with marketing to
improve the health of their pipeline. A quality lead is a prospect who has shown interest in the product, has a need or
problem that the product can solve, has the authority and budget to make a purchase decision, and is ready to buy
within a reasonable time frame. Focusing on quality leads helps to increase conversion rates, reduce sales cycles, and

optimize resources. References: https://www.salesforce.com/resources/articles/lead-generation/#lead-generation-
strategies

QUESTION 5

A sales representative just closed a deal and wants to make sure the customer is set up for success.
How can the sales rep ensure the customer has a great experience with the product?

A. Share other customer success stories.

B. Recommend additional products and services.

C. Provide timely support and training.

Correct Answer: C

Providing timely support and training is one of the best ways to ensure the customer has a great experience with the
product. Support and training help the customer to use the product effectively, efficiently, and confidently, as well as to

troubleshoot any issues or challenges they may encounter. Support and training also help to build trust, loyalty, and
retention with the customer.

References:

https://www.salesforce.com/resources/articles/customer-service/#customer-service-tips
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