The Al-Augmented
Customer Success
Success Manager

Streamlining workflows, extracting intelligence,
and liberating the human element.
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Administrative burdens are drowning
out strategic relationship building.

The
Communication
Deluge

Email overload and scattered |
instant messages.

Meeting
Mayhem

. Back-to-back calls
. resulting in an avalanche of
unstructured information.

Lost Strategic Time

Where human connection
and proactive problem-

The Data Labyrinth solving disappear.

The tedious, error-prone digital

filing cabinet of manual CRM
updates.




A strategic ally to automate the repetitive
and surface the critical.

Seamless Integration
Augments existing tools without

introducing clunky new systems.
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Meeting Intelligence

Moves beyond basic
transcription to understand
intent and sentiment.
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Proactive Focus

Acts as an ever-vigilant assistant,
shifting the CSM from reactive
scramble to proactive engagement.




Real-time intelligence transforms
conversations into structured data.

1. Live
Conversation

Active listening and
genuine connection, free
from manual note-taking.

2. Al Processing 3. Intelligent
Near real-time Extraction
transcription, speaker Pinpointing explicit
identification, and commitments and
sentiment analysis. inferring implicit tasks.

4. CRM
Auto-Population

Seamless routing of
decisions and action
items to the central
digital filing cabinet.



How implicit signals and explicit commitments
become actionable workflows.

~.  Speaker Identification

Attributes quote to specific
client stakeholder (Who)

I'm frust_rated with the © Sentiment Analysis o
onboarding speed, but we | . _ ~
will review the proposal ? \ ' Tags “frustration” regarding 7
internally and get back to Al Extraction onboarding (Mood)
yelknextiieele Filter CRM Profile Card
' ™y

) Task Categorization

Extracts explicit commitment
> to review proposal & infers
implicit task for CSM follow-up

(What/When)
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Reclaiming hours through intelligent data
entry and proactive task routing.
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Executive
Summarization

- Bullet-pointed key takeaways

generated within minutes.

- Topic Threading connecting

historical context across
multiple calls.
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Effortless
Record Keeping

- Auto-populating CRM fields.

- Linking call summaries

directly to unified customer
views to eliminate scattered
information.
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Automated
Task Creation

- Routing identified action items
to project management tools.

- Assigning owners and setting
automated follow-up
reminders.
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Shifting from reactive administration to
proactive strategic advising.

Legacy CSM Workflow

Al-Augmented CSM

Note-Taking

Furious manual typing, hindered
presence.

Real-time extraction, focus on
active listening.

Task Management

The post-call scramble, fuzzy
memories.

Proactive, automated routing and
categorized prioritization.

CRM Hygiene

Tedious manual entry,
fragmented views.

Auto-populating fields, unified
historical context.

Client Relationship

Administrative, putting out fires.

Strategic account management,
anticipating needs.
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Quantifiable improvements in operational
efficiency and customer retention.

Impact Dashboarad

200 90% 10 Min 45/5

Customer Calls Action-ltem Time Saved Customer
Analyzed Extraction Accuracy Per Call Satisfaction Rating
' / z =
Business Imperative Business Imperative Business Imperative
Increased Retention Revenue Growth Operational Efficiency
Proactive, personalized engagement Deep insights uncover hidden upsell Automating routines allows teams to
keeps customers supported. and cross-sell potential. effectively serve more customers.
L% .
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Exceptional experiences require the fusion of
machine efficiency and human empathy.

[ Al Handles the Routine ] [ CSM Handles the Relationship ]
- Transcription, CRM Entry, Task + - Empathy, Complex Problem-Solving,
Routing, Data Aggregation. Strategic Thinking, Authentic Connection.

= Exceptional Customer Experience

Augmentation, not replacement. Liberating teams to focus on cultivating deep, meaningful, and strategic partnerships.
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