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The Enterprise Early Warning System

Early Identification Strategic Decisions
Spots declining usage metrics to Analyzes underutilized features or
intercept dissatisfaction and prevent friction points to actively guide product
churn before it happens. - — @ development and marketing efforts.
USAGE HEALTH FEATURE ADOPTION
AT RISK - FEATURE A 49 . ™
“w 15% DROP A/\ CRITICAL  AcTIVE HBw_uMEN
y FEATURE B §0%
HEALTHY ACTIVE lIIIIIII
Cohesive Action CUSTOMER SUCCESS SALES MARKETING
i i CSAT TREND: UPSELL PIPELINE: CAMPAIGN ENGAGEMENT :
Serves as the quantitative bridge STABLE WARN HEALTHY
aligning Customer Success, Sales, SUCCESS TREND: j SALES PIPELINE: CAMPAIGN ENGAGEMENT :
and Marketing around a single truth. STABLE WARN HEALTHY
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Calibrating the Telemetry Inputs

| The Hard Data (Quantitative) | | The Human Element (Qualitative)
Q4% | Product Usage Frequency 1 | @ Net Promoter Score (NPS)
’ 71 | Feature Adoption Rates | | Y ¥ W W v Customer Satisfaction Surveys |
| 014 | Customer Support Ticket Volume 1 | v E} 4 Direct Feedback
$$$ 1 Billing History 1 | A A, Economic & Market Conditions 1
‘ . J L |

A Blindspot Warning: High usage + Low satisfaction = Hidden Risk.
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The Calculation Engine
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01. Select KPIs

Identify metrics
highly relevant
to the specific
business model.

02. Assign Weights

Distribute
perxcentage values
based on perceived
impact

on long-term
retention.

03. Normalize Data

Standardize raw
inputs for fair,
apples-to-apples
comparisons across
vastly different
accounts.

04. Aggregate

Output Module

Apply scoring
formula to output
a definitive
category score.

MEDIUM
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Context is Critical for Interpretation

Initial Assumption

Hidden Context

Recommended Action

- Approaching end of Shift from retention to
. glgh sﬁa;thgﬁi;?ng contract; significant proactive value reinforcement

COLS Jag ‘ executive turnover. and expansion.

Med Tam _ High satisfaction but low Deploy targeted educational

S Stagnating. R resources to drive deeper
s ' product adoption.

oW ‘ Opportunity for engagement; | Do not write off. Initiate

Ny Imminent Churn. temporary economic personalized, high-touch

constraints.

outreach to uncover root friction.
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The Intervention Window

Intervention Window

Machine learning algorithms identify
hidden patterns of attrition in vast
datasets before human teams notice.

The system triggers personalized
— | outreach and tailored offers designed
O specifically to re-engage the account.

L™

Score

The trend-line sharply
O curves back upward,
avoiding the churn
threshold entirely.

Churn Threshold

Time
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Three Pillars of Score Recovery

9 ,)) ':@:'

Listen (Feedback Loops) Educate (Empowerment) Connect (Transparency)
Regularly solicit targeted Deploy webinars, tutorials, and Establish regular check-ins.
feedback through surveys and comprehensive knowledge Use the CHS score openly as a
direct channels to pinpoint bases. Customers who navigate conversation starter to
precise pain points and inform the product confidently are demonstrate commitment to
product adjustments. significantly more likely to the customer's success before

derive consistent value. issues escalate.

A
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An Organizational Operating System

]
L]

Monitors Emerald accounts for
immediate upsell/cross-sell
prioritization, and intercepts
Coral accounts for proactive
executive rescues,

Customer
Success

Customer
Health
Score

Leverages scores for transparent
check-ins, quarterly reviews, and
prioritizing daily workflows.

N

Marketing

Ingests CHS data to design
hyper-targeted campaigns.

Promotes underutilized features

to users with low adoption but
high satisfaction.
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System Guardraills and Pitfalls

Data

Do: Integrate qualitative

Don’t: Rely entirely on r_'| S context; neglecting the human
quantitative metrics. 2 L element guarantees missed

opportunities.

Maintenance

Don't: “Set it and forget it.” {(:;G} C;.i—l; ()@

Do: Continuously reassess
metrics and refine the scoring
model to adapt to shifting
market conditions and
product evolution.

Q)
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From Lagging Indicator
to Predictive Engine
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State 1: The Present
(Static Segmentation)

Manual scoring models
focused on identifying
current status and grouping
customers into broad
health categories.
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State 2: The Future
(Al/ML Integration)

Artificial intelligence
processes vast historical
datasets to predict exact
behavioral patterns before
they happen.
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State 3: The End Goal

(Hyper-Personalization) |
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Automated, targeted
communications and

=

interventions mapped :1“_ &
entirely to individual !_ T
customer preferences, o/
driving long-term loyalty in \D
a shifting marketplace. 1
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