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Building the Digital
Nervous System for
Customer Success

Transitioning from reactive
firefighting to dynamic,
Al-orchestrated interventions.
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Customer Success Must Evolve from Static Playbooks

to Dynamic Systems
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Highly personalized to
specific segments and
accounts

Automated triggers and
intelligent orchestration

Predictive telemetry
(unveiling hidden signals early)

Modular, adaptable
workflow components




The Telemetry Extraction Engine Translates Raw Data N
into Predictive Alerts T
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Dynamic Playbooks Rely on Modular, Self-Contained Components

Dynamic Playbook Workflow

Standardized Intervention Templates

Pre-written, highly adaptable email
templates, in-app messages, and targeted
call scripts tailored for specific scenarios
(e.g., feature disengagement).

Best Practice Checklists

Actionable, step-by-step methodologies
ensuring consistency and adherence to
proven retention strategies.

Resource Libraries

Dynamic links to relevant help articles,
training videos, and product
documentation that automatically attach to
the customer or CSM workflow.
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The Trigger Mechanism Orchestrates the
Magic Moment of Intervention

The Spark
(Al Alert)

System detects a specific
deviation or opportunity
based on historical data and
segment analysis.

; The Gear |

(Automated Playbook
Assignment)

Al instantly selects the most
appropriate playbook based
on alert type and
a customer context. 5
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" The Clipboard i
(Context Pre-population)

Playbook automatically loads
with crucial customer
information, saving CSMs
hours of investigative work.
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" The Lightbulb
(Recommended Next
Steps)
System delivers
personalized execution

recommendations directly

to the CSM. _
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Human Involvement
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The Human-Al Orchestration Matrix //—><1 f
Balances Automation with Strategy '

Tier 3: CSM-Led Strategic

High-risk/complex scenarios. Al provides alert
and comprehensive context. CSM owns the
ultimate decision and execution.

Tier 2: Semi-Automated U@

Moderate risk. Al prepares groundwork (flags
issue, selects playbook, pre-drafts emall), CSM
quickly reviews, personalizes, and sends.

Tier 1: Fully Automated

Low-risk, common issues. System handles
end-to-end execution. Examples: Proactive tips
emails, in-app tours, self-service resources.

R Risk / Complexity R
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The Continuous Learning Loop Creates //><l f
a Self-Optimizing Flywheel B

Al Models Generation

Baseline algorithms detecting
anomalies and uncovering
telemetry signals.
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CSM Feedback
Integration
Human input correcting

ambiguities and enhancing Al
recommendations.

Automated
Interventions

Dynamic playbooks executing
in the wild across various
customer segments.

Performance Tracking |
& A/B Testing i @
Measuring open rates, L

click-throughs, resolution times,
and retention impact.
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Early Telemetry Demonstrates a Tangible ' //>< f

I1“’111)::10t on Customer Health ]
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Reduced Time-to-Value » Decreased voluntary and
(TTV) via proactive involuntary churn rate.
onboarding.
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identified upsells.
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Promoter Score (NPS). " (more time spent o i |
strategic vs. reactive tasks). |
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The Future of Customer Success is
Proactive, Invisible, and Autonomous

i
Hyper-Personalization
at Scale

Generating dynamic
communication and resources
tailored in real-time to an
individual’'s immediate context
and emotional state.
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Invisible Support
& Resolution

Detecting emerging user
experience friction and
Initiating solutions before
the customer even
encounters the problem.
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Autonomous
CSM Assistants

Delegating routine inquiries, _|
triage, and basic health
checks to Al, reserving

human CSMs exclusively for

high-touch engagements.




