STRATEGIC PLAYBOOK FOR REVENUE & CS LEADERS

ARCHITECTING
THE EXPANSION
ENGINE

A blueprint for training Customer
Success teams to proactively
identify, engineer, and capture
growth opportunities within
existing accounts.
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THE PARADIGM SHIFT

THE OLD PARADIGM THE NEW PARADIGM

SELLING PRODUCTS BASED ON QUOTAS POSITIONING THE TEAM AS FORWARD-THINKING PARTNERS

o —

PREVENTING CHURN AND REACTING TO ISSUES PROACTIVE JOURNEY MAPPING AND ANTICIPATING FRICTION

UNDERSTANDING OVERARCHING CUSTOMER GOALS
BEFORE NEEDS ARE ARTICULATED

WAITING FOR THE CUSTOMER TO ARTICULATE A PROBLEM
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MINDSET &
TARGETING

b d

Research,
Segmentation,
Empathy

CONVERSATIONAL
DYNAMICS

Active Listening,
Probing,

Objection Handling

=

_THE
INTELLIGENCE
LAYER

Data, Predictive
Analytics,
Channel Strategy

SUSTAINABLE GROWTH
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RIGOROUS
EXECUTION

Role-play,
Feedback,
KPI Measurement

TP TSI T I T F I eI e eIy T IPrrrriiT T rr s irsrrrrr Ty ririisriiT eI rIr Iy rsITriTrrrrrrrriTrssrrIrsryrsyi

& NotebookLM



PILLAR 1: THE CUSTOMER-CENTRIC
IDENTIFICATION MATRIX

| INDUSTRY SIZE
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POTENTIAL HISTORICAL

L l
BEHAVIOR ONBOARDING ADOPTION  RENEWAL

1. SEGMENT THE BASE | 2. MAP THE JOURNEY 3. ADOPT THE LENS |
Categorize accounts by industry, size, Visualize all touchpoints to proactively | Shift from selling a product to genuinely '
| and historical purchasing behavior to | identify friction gaps before the - assuming the customer’s challenges. Align
| isolate high-potential targets. customer complains. - cross-functional solutions to their goals.

. EXPANSION BEGINS WITH EMPATHY, NOT AN AGENDA.
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PILLAR 2: THE CONVERSATIONAL TOOLKIT

STANDARD CS RESPONSE EXPANSION-ENGINEERED RESPONSE

Actively summarizes, clarifies, maintains

Listening Hears surface words and waits for i
: affirmative body language, and targets
Mode their turn to speak. underlying emotions.
Question Asks closed questions focused on Utilizes open-ended probes focused on
Denth immediate utility. (e.g., “Are you broader goals. (e.g., “What specific challenges
°p satisfied?”) have you faced while using our product?”)
Objection Views objections as roadblocks Reframes objections as requests for clarity.
W BB Hatidetad DEFARAGed Validates feelings first before pivoting to
g L customized solutions.
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PILLAR 3: THE INTELLIGENCE LAYER

=
PAST DATA e
) Analyze behavioral i s / ' \

i patterns, engagement
'| metrics, and baseline
'| purchase history

'| history to establish

‘ the account baseline. _J
N =

FUTURE INSIGHT

Deploy predictive analytics to
identify exact time horizons
when specific segments
typically require additional
services or seat expansions.

ACTION STRATEGY

Execute targeted outreach via multi-channel
orchestration (Email, Social Media, Direct)

perfectly timed to the predicted need.
= =]
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PILLAR 4: THE TRAINING SANDBOX

Safely simulate real-life
interactions. Team members
switch between Buyer and CS
roles to practice open-ended
probing and objection reframing.

Managers provide constructive
feedback, conduct reqular
check-ins, celebrate wins, and
continuously refine the playbook
based on field reality.

"I

1. THE SANDBOX
(ROLE-PLAYING)

Reps deploy skills in live
environments, committi
to a baseline volume of
expansion-focused
conversations weekly.
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TH E EXPANSION COM MAN D CENTER < What gets measured gets engineered. I
- Al WD s 5
ACTIVITY ENGINE | OUTCOME TARGETS
IR A ; ™) = A= e e ?‘
e k,_,.'.u'!!ﬂr,-n-.rlr. B = SIE
- E e S :
= / § = 71T T Qualified expansion leads
- S / § 5 & Il | generated per month |
Customer Empathy Proficiency = 7 % = “a T e =il
(Role-play assessments) S = / % = 7 5%
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= v & = i § = " Objection-handling 4
. Successrateoncalls |
5 95% | |t ——
I = |
Expansion Follow-up ; \ 4 5 / 5 |
| conversations executionrate  |! — - -+ |
| Product Knowledge Score required per within i CSAT rating post-expansion | |!
| (Monthly certifications) . week per rep 48 hours |, . conversation B
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= = Empathy & Mindset
Intelligence & Data ensure the customer
target the right feels deepl
customer at the understood, not
exact right moment. ot sold to. ]
J5-; =)
Transforming
5 support into a =
# self-sustaining S
growth machine.

; Rigorous Execution : 5 Conversational k
generates successful Dynamics uncover
successful upsells, the true friction gaps
feeding more data behind surface-level

Lb:ack into the system. y Lreques’[s. :
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