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Questions # 1:

A customer's order was sent to the incorrect warehouse for fulfillment. The order has yet to be
fulfilled.

What should the sales representative check to fulfill the order through a differentwarehouse?

Options:

 A.

Product inventory

 B.

Shipping time

 C.

Pricing information

Answer

A
Explanation

Product inventory is what the sales rep should check to fulfill the order through a different
warehouse. Product inventory shows the availability and location of the productin different
warehouses. Checking product inventory helps to ensure that the order can be fulfilled in a
timely and efficient manner, as well as to avoid any delays or
errors.References:https://trailhead.salesforce.com/en/content/learn/modules/salesforce-es
sentials-basics/salesforce-essentials-sales-process

Questions # 2:

What is animportant consideration for a sales representative as they create a sales proposal?

Options:

 A.

To leverage a standard approach for all sales quotes and customer accounts
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 B.

To highlight how the solution addresses the customer's needs and challenges

 C.

To include adetailed diagram and explanation of the sales process

Answer

B
Explanation

Highlighting how the solution addresses the customer’s needs and challenges is an
important consideration for a sales representative as they create a sales proposal,
because it shows thecustomer the value and benefits of the solution, and how it can help
them achieve their desired outcomes. The sales proposal should be customized and
tailored to the customer’s specific situation, and include relevant data, testimonials, and
case studies to support the value proposition. To leverage a standard approach for all
sales quotes and customer accounts or to include a detailed diagram and explanation of
the sales process are not the best answers, because they do not focus on the customer’s
needs and challenges, which are the primary drivers of the purchase decision. A standard
approach may not suit the customer’s unique requirements or preferences, and a detailed
diagram and explanation of the sales process may be too technical or complex for the
customer to understand or appreciate. References: Certification - Sales Representative -
Trailhead, [Sales Rep Training: Create Effective Selling Habits - Trailhead]

Questions # 3:

A sales representative delivers a proposal and is checking in with the prospect on the
perceived value and alignment.

At which stage are they in the sales process?

Options:

 A.

Connect

 B.

Collaborate

 C.
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Confirm

Answer

C
Explanation

Confirming is thestage in the sales process where the sales representative delivers the
proposal and checks in with the prospect on the perceived value and alignment. This
stage is also known as the presentation or proposal stage, and it involves demonstrating
how the solution meets the prospect’s needs, goals, and challenges, and addressing any
objections or concerns. The sales representative should also confirm the decision criteria,
timeline, and next steps with the prospect, and ask for their commitment to move
forward.Connecting is the stage where the sales representative identifies and reaches out
to potential prospects, and establishes rapport and trust. Collaborating is the stage where
the sales representative works with the prospect to understand their situation, needs, and
desired outcomes, and co-creates a solution that fits their
requirements. References: Certification - Sales Representative - Trailhead, [Sales Rep
Training: Create Effective Selling Habits - Trailhead]

Questions # 4:

How many days are recommended between calls when reaching out to contacts at strategic
accounts?

Options:

 A.

Two business days

 B.

Four business days

 C.

Twenty-fivebusiness days

Answer

A
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Explanation

https://help.salesforce.com/s/articleView?id=sf.hvs_cadences_examples.htm &type=5

Questions # 5:

A sales representative is fulfilling an order using the step-by-step instructions for that specific
customer

What are these instructions known as?

Options:

 A.

Fulfilmentprocedures

 B.

Standard operating procedures

 C.

Standard engagement steps

Answer

B
Explanation

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/salesforc
e-essentials-basics/salesforce-essentials-sales-process

Questions # 6:

A sales representative is struggling with forecast accuracy due toa lack of insight into the
potential success of various opportunities.
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Which technique will help improve the sales rep's forecasting accuracy?

Options:

 A.

Focusing on industry trends to predict future outcomes

 B.

Prioritizing deals based on seller intuition

 C.

Implementing AI-based deal scoring systems

Answer

C
Explanation

One of the techniques that can help improve the sales rep’s forecasting accuracy is
implementing AI-based deal scoring systems, such as Salesforce Einstein. AI-based deal
scoring systems use machine learningalgorithms to analyze historical and real-time data
from various sources, such as CRM, email, calendar, and social media, and assign a score
to each opportunity based on the likelihood of closing. The score reflects factors such as
the customer’s engagement level, buying signals, past behavior, and fit with the ideal
customer profile. By using AI-based deal scoring systems, the sales rep can prioritize the
most promising opportunities, focus on the best actions to move them forward, and
forecast more accurately and confidently. References:

Improve Sales Forecasting Accuracy with These Best Practices, section “Use AI to
Score Deals”.

How to Improve Sales Forecasting Accuracy, section “Use AI to Score Deals”.

Questions # 7:

A new sales representative is struggling to fill the top of their sales funnel.

What is the potential benefit of revisiting dead opportunities?
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Options:

 A.

To gain customer feedback and improve their approach

 B.

To determine if the customer needs have changed

 C.

To see it new decision makers are available

Answer

B
Explanation

Determining if the customer needs have changed is a potential benefit of revisiting dead
opportunities. Dead opportunities are prospects who did not buy the product for various
reasons, such as budget, timing, or fit. Revisiting dead opportunities can help to identify if
their situation has changed, if their pain points have increased, or if they are more open to
considering the product
again.References:https://www.salesforce.com/resources/articles/lead-generation/#lead-ge
neration-strategies

Questions # 8:

A sales representative is having a difficult time identifying 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?

Options:

 A.

Provide a product demo.

 B.

Show empathy.
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 C.

Make recommendations.

Answer

B
Explanation

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, , ]

Questions # 9:

How can whitespace analysis improve a sales representative's account management strategy?

Options:

 A.

Analyzes contract length and segment to identify retention opportunities.

 B.

Identifies key stakeholders and decision makers to nurture relationships.

 C.

Determines current products and opportunities to sell additional products.

Answer

C
Explanation
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Determining current products and opportunities to sell additional products is how
whitespace analysis can improve a sales rep’s account management strategy. Whitespace
analysis is the process of identifying gapsor opportunities in an account where the sales
rep can offer more products or services that can add valueto the customer. Whitespace
analysis helps to increase revenue, profitability, and customer loyalty, as well as to
prevent competitors from enteringthe account.

Questions # 10:

Which factor can the sales representative focus on to win the customer first and support their
sales quota long term?

Options:

 A.

Product evangelism

 B.

Maximizing opportunities

 C.

Customer experience

Answer

C
Explanation

Customer experience is the factor that the sales representative can focus on to win the
customer first and support their sales quota long term, because it is the sum of all the
interactions and emotions that the customer has with the sales representative and the
company throughout the sales cycle and beyond. A positive customer experience can lead
to customer satisfaction, loyalty, retention, and advocacy, which can result in repeat
purchases, referrals, and testimonials. Product evangelism and maximizing opportunities
are not the best answers, because they are more focused on the sales representative’s
own goals and interests, rather than the customer’s. Product evangelism is about
promoting the product’s features and benefits, but it may not address the customer’s
specific needs or challenges. Maximizing opportunities is about increasing the contract
value or volume, but it may not align with the customer’s budget or
expectations. References: Certification - Sales Representative - Trailhead, [Sales Rep
Training: Prepare Your Team to Sell Successfully - Trailhead]



Page 10 of 15

Questions # 11:

How can a sales representative identify and generate new pipeline?

Options:

 A.

Attend industry conferences.

 B.

Provide client support.

 C.

Conduct product demos.

Answer

C

Questions # 12:

A customer experiences issues with a product after the sale is complete. The sales
representative and service team were not able to resolve the issue.

What is the best course of action in this scenario?

Options:

 A.

Acknowledge the issue and explain to the customer that service is responsible for fixing it.

 B.

Escalate the issue to higher-level stakeholders and work collaboratively to find a solution.

 C.

Highlight that all procedural processes have been completed and there is nothing more they
can do until more details are known.
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Answer

B
Explanation

When a customer experiences issues with a product after the sale is complete, the sales
representative should not pass the responsibility to the service team, nor should theygive
up on finding a solution. Instead, the sales representative should escalate the issue to
higher-level stakeholders, such as managers, executives, or product experts, and work
collaboratively with them and the service team to find a solution that satisfies the
customer. This shows the customer that the sales representative cares about their success
and is willing to go the extra mile to resolve the issue. References: [Sales Rep Training:
Handle Customer Issues], [Cert Prep: Salesforce Certified Sales Representative: Service
and Support]

Questions # 13:

After a number of meetings and conversations, a sales representative is invited to pitch to a
prospective customer.

How should the sales rep build credibility with the prospect to better their chances of a
successful pitch?

Options:

 A.

Base the pitch on what the prospect has explicitly told them in previous conversations.

 B.

Base the pitch on the sales rep's company's proven, most successful product lines.

 C.

Base the pitch on discovery research into the prospect's customers' challenges.

Answer

C
Explanation

Basing the pitch on discovery research into the prospect’s customers’ challenges is a way
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to build credibility with the prospect and increase the chances of a successful pitch. This
shows that the sales rep has done their homework, understands the prospect’s business
and market situation, and can provide solutions that can help them serve their customers
better.References:https://www.salesforce.com/resources/articles/sales-pitch/#sales-pitch-t
ips

Questions # 14:

How should a sales representative use a client profile during the sales process?

Options:

 A.

To create messages that appeal to a broad audience

 B.

To build a standard message to maximize return on investment (ROI)

 C.

To tailor a message to meet a target audience's needs

Answer

C
Explanation

Tailoring a message to meet a target audience’s needs is how a sales rep should use a
client profile during the sales process. A client profile is a document that summarizesthe
characteristics, preferences, and behaviors of a specific segment or group of customers. A
message is a communication or presentation that the sales rep delivers to the customers
to persuade them to buy their product or service. Tailoring a message helps to show
relevance, value, and differentiation to the target audience, as well as to capture their
attention and interest.

Questions # 15:

A sales representative closed a deal with a customer 6 months ago. The customer is now
experiencing issues with the solution and the sales rep is trying to assess the customer's
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realized value.

What should the sales rep do?

Options:

 A.

Acknowledge the customer's concerns while trying to find easier customers.

 B.

Reassess the customer's expected value based on the current situation.

 C.

Try to sell additional products or services to increase the realized value.

Answer

B
Explanation

Realized value is the difference between the expected value and the actual value that the
customer receives from using the solution. If the customer is experiencing issues with the
solution, the sales rep should reassess the customer’s expected value based on the
current situation, identify any gaps ordiscrepancies, and work with the customer to
resolve themand ensure their
satisfaction.References:https://www.salesforce.com/resources/articles/customer-success/#
customer-success-metrics

Questions # 16:

A sales representative clarifies how a specific customer will benefit from the solution
proposed.

Which part of a solution unit is the sales rep using?

Options:

 A.

Application
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 B.

Fact

 C.

Benefit

Answer

C
Explanation

A benefit is a part of a solution unit that clarifies how a specific customer will benefit from
the solution proposed. A benefit is the value or advantage that the solution provides to the
customer, such as saving time, money, or effort,or increasing productivity, quality, or
satisfaction. A benefit should be specific, measurable, and relevant to the customer’s pain
points and needs.References:
https://www.salesforce.com/resources/articles/value-selling/#value-selling-definition

QUESTIONNO: 23

A sales representative worked with a primary account for the past year. They want to
make sure they continue providing the best possible service and value to the customer.

How can the sales rep comprehensively assess the effectiveness of their account
management strategy?

A. Performance reviews with their team

B. Key performance indicators (KPIs)

C. Customer satisfaction surveys

Answer: B

Key performance indicators (KPIs) are measures that can help the sales rep
comprehensively assess theeffectiveness of their account management strategy. KPIs are
quantifiable metrics that reflect how well the sales rep is achieving their account
management goals and objectives, such as revenue growth, customer retention, customer
satisfaction, cross-selling, upselling, etc. KPIs help to track progress, identify strengths and
weaknesses, and improve
performance.References:https://www.salesforce.com/resources/articles/account-managem
ent/#account-management-kpis
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