The Customer

Sluccess Blueprmt |

A strategic schematic for \
transforming account management \

; : )
from reactive support to a proactive, "R
revenue-driving ecosystem.




The Evolution of Account Management

Traditional Model Modern CS Integration
Mindset Transactional Relationship Strategic Partnership
Approach Reactive Problem Solving Proactive Value Delivery
Revenue Focus Initial Sale Lifetime Value & Expansion
Role Service Vendor Trusted Advisor
Feedback Siloed & Sporadic Continuous Development Loop
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The Central Hub of the Revenue Ecosystem

Customer Value Business Value

Internal
Feedback Loops

Comprehensive
Training Programs

Customer
I Tailored I Success Product I
Solutions Innovation
Manager

Personalized Upsell &
Onboarding Cross-sell

The CSM acts as the organization’s primary advocate, gathering vital behavioral data and
shaping internal product development while ensuring customers derive maximum value.
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Accelerating the Time-to-Value Bridge

Contract Goal
Signed Achieved
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m Personalized Onboarding
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1:1 Training Resource Interactive
) Sessions Materials Workshops
| H

A smooth onboarding process sets the tone. By investing in comprehensive training from day one, CS
drastically shortens Time to Value (TTV), ensuring the customer safely crosses to realized satisfaction.
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The Mechanics of Proactive Intervention

T
L Open lines of
L communication prevent
roadblocks from escalating
I iInto revenue risks.
- Proactive Intervention Point \
£ | Customer Success
© A | Timely solutions keep health
L A high and foster loyalty.
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Organic Expansion Through Trusted Advisorship

Organic Upsell & Cross-sell Recommendations
|

- Trusted
Advisor
- Status

—

Comprehensive Onboarding & Realized Value

Expansion is not a separate sales motion. As customers see the value in recommendations based on
their evolving challenges, they comfortably invest further in solutions that align with their goals.
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Aligning the Go-To-Market Ecosystem

Marketing

Unified
Business
Goals &

A Exceptional
ccurate Experiences Resonant

Onboarding Target

Expectations & Messaging &
Seamless sSuccess

Handoff Stories

Customer
Success

Collaboration is essential. Sales provides acquisition insights, marketing crafts the narrative, and CS delivers continuous value.
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The Health & Growth Operational Dashboard
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Loyalty & Health Retention Expansion
NPS (30-70) Retention Rate Time to Value
: 0 (85%-95%) (1-3 months)
IFE — S 'w'*lr;,_"l 3 | <
Measures likelihood to recommend. — A

Customer Health Score
(0-100)

Composite of usage and satisfaction
to prioritize proactive support.

Engagement Score (0-100)

Frequency and depth of interactions.

-

Indicator of effective management.

Churn Rate
(5%-15%)

Percentage of lost customers; kept
low by proactive CS.

Speed to realization, reducing
churn risk.

Upsell/Cross-sell Rate
(10%-30%)

Success in expanding account value.
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The Continuous Growth Flywheel

ﬁrketing sets
accurate expectations
.

CS feeds
product/marketing
with data

Ny

CSis the Sales

engine of closes the
recurring trusted

revenue. partnership

CS feeds
product/marketing
with data
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The Future of Account Management

Al-Powered Anticipation

Artificial intelligence will analyze
behavioral data to identify
needs before the customer
even recognizes them.

N

S

Personalization at Scale

ra

Advanced analytics will allow
hyper-tailored experiences
without sacrificing operational
efficiency.

The integration of Customer
Success into account
management is a fundamental
shift, not a trend.

Success relies on long-term relationships built on

trust, continuous innovation, and mutual growth.

& NotebookLM



