EXECUTION

OPERATIONS PEOPLE

STRATEGY

Process Y Customer Success
ONBOARDING ~  coooeeeeee » ADOPTION ceeeeeeee P RENEWAL e P EXPANSION e » ADVOCACY Fra mework
L
= - , , The Customer Success Framework
B [0 Sales-to-CS handoff 0 Proactive issue identification [0 Account success plan [l Customer org chart mapping [0 Customer advisory board . .
v : : . : ; provides an overview of the key
= [0 Implementation plan [0 Case resolution [0 Quarterly business review [0 Account based marketing [0 Demonstrate customer ROI | for desi . d
< [0 New user training 0 Product feedback [0 Renewal scoping [0 CSQO [ Customer appreciation programs € emen:l-s or aesig n.| ng an
1 In-app hand holding [0 Certifications [0 Opportunity support [0 Prospect events managing an effective customer
success organization.
E n 0 Time-to-value (TTV) [0 Monthly active users (MAUSs) [0 Stakeholder engagement [l Usage overage [0 References
o) ‘Z‘ [0 Customer effort score 0 Volume of users [0 Product instablility (bugs) [0 Beta participation [0 Case studies
-
& o (CES) [0 Feature adoption [0 Time to case resolution [0 Use case exploration [0 Reviews
o7 [0 Professional services
J
N\ N\ N
° ° ° — §i|
Organizational Design @ Enablement = People Management @
[0 Customer success [0 Training & education 0 Implementation [0 Onboarding [0 Tool adoption [0 Performance [0 Coaching & skills
managers O Alignment with sales partners O Productknowledge @ O Handling support management development
[0 Account managers & product [0 Systems integrators [0 Messaging requests [0 Recruiting [0 Culture & retention
[0 Technical support [0 Professional services strategy [0 Career pathing
J J J
N\ N\ N\ N
° - [ ° ﬁ H ° ° ° ° u
CS Operations 591 Self Service & Customer Marketing Metrics & Optimization |] o
O Customer tiering O At-risk management O In-app support O Advocacy LEADING LAGGING
& segmentation O Tech stack management O Self-serve support O Case studies .
[0 Capacity planning [0 Renewal playbooks [0 Customer academy [0 Customer reviews [0 Product usage U e ekler re’re.n’rlon (CPR)
O Dashboards&reporting [ Expansion playbooks 00 Online community 0 ABM O Annual contract value (ACV) [ Net dollar retention (NDR)
[ Quota & compensation [0 Website resources O Campaigns [0 Net promoter score (NPS) L G e A
[0 Avutomated digital touchpoints [0 Channels (email, in-app) [0 Customer lifetime value (CLV) 0l [EBremstemiege S AR,
O FAQs 00 Customer satisfaction (CSAT)
J J J J

N\
X
Target Market @> Customer Experience RE
O Ideal customer profile CUSTOMER JOURNEY [0 Customer journey design VOICE OF [0 Customer interviews
[0 Target account list MAPPING [0 Journey management THE CUSTOMER [0 Customer surveys
[0 Stakeholder map [0 Customer personas [0 Customer advisory board
J

SCALE



