Moving Beyond the
Rearview Mirror

The Paradigm Shift from Static Usage
Metrics to Dynamic, Al-Driven
Customer Health
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The Problem with CS 1.0:
Reacting to the Past

The Lagging Indicator Problem.
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Key Takeaway: We meticulously track logins

and feature adoption, but these are static
snapshots. By the time usage drops or tickets
spike, the customer is already planning their exit.
We are trying to navigate a complex ocean with a
compass that ignores the tides.
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The lllusion of Activity it

Key Insight: High usage does The Danger
not inherently equal high Zone
health. A customer logging in
daily might be achieving their
goals, or they might be
endlessly battling friction.

Activity Volume

Relying solely on volume
metrics creates fatal blind
spots.
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The Paradigm Shift in Customer Health

Nature of Metric

Approach

Viewpoint

Update Frequency

Static Metrics
Lagging Indicator
(What happened)

Reactive Firefighting

Generic / One-Size-Fits-All
Benchmarks

Periodic, isolated snapshots

Dynamic Al/Health

Leading Indicator
(What will happen)

Proactive Nurturing

Highly Individualized Journeys

Real-time, continuous monitoring
adapting to shifts
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The Data Tapestry:
Beyond Basic Usage Logs
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- In-app navigation paths - Dynamic
- Task completion rates Health

- Feature dwell time & Brofile .
error occurrences

Sentimental Data

- Social media mentions &
escalation patterns

Contextual &
Performance Data

- Firmographics (Industry, size,
tech stack)

- System uptime & latency

- Webinar/training participation

- NLP on support ticket interactions
- NPS/CSAT direct feedback




The Engine of Prediction:

From Raw Data to Actionable Insight

Al-driven health scores require robust data engineering. By continuously streaming unified data through
specific machine learning algorithms, complex inputs are distilled into an interpretable, real-time metric.

Data Infrastructure

Warehouses

CRM APIs

Real-time
Streaming

The ML Engine

1. Classification
(Categorizes health tiers)

2. Regression :
(Predicts exact chum
probabllity)

3. Elua-tering

. (ldentifies behavioral
g _segments)
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4. NLP

(Extracts sentiment _—

B from text)
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The Output

Interpretable,
Real-time Metric
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Forecasting the Future:
The Predictive Intervention Curve
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The Al-Augmented Customer Success Professional

Key Insight: Al does not replace the human element; it amplifies it. By automating the data crunching, Al frees the CSM from
administrative firefighting, empowering them to become strategic advisors, relationship builders, and advocacy champions.
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The Foundation of Responsible Al Deployment

Pillar 1: Data Privacy & Security. Pillar 2: Bias Mitigation. Pillar 3: Human Oversight.
Robust architecture to protect sensitive Continuous auditing to identify and Al provides the radar, but humans steer the
customer inputs. Transparent usage remove algorithmic biases that could lead ship. Systems must include mechanisms for
policies are non-negotiable. to unfair or discriminatory health tiering. CSMs to override Al-driven decisions and

provide continuous feedback.

- M Gemini Notebook



Predicting Success,
Not Just Tracking Usage.

Embracing Al-driven health scores is a fundamental mindset 3 Gl R
shift. We are moving past the rearview mirror to build a future L
where every customer interaction is informed, deeply ™
personalized, and relentlessly proactive.
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