4 The Customer Success
& Measurement Engine

SYSTEM FOCUS: Shifting from
reactive tracking to proactive,

business-aligned KPI management.
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Reading the Pulse of Customer Interaction

|ldentifying
behavioral trends

Addressing issues
pre-escalation

Aligning Sales
& Support

\ Unmeasured / Reactive

Proactive Measurement

OUTCOME

Lower Churn
-> Higher
Lifetime

Value
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The Customer Health Diagnostic Matrix

KPI What It Measures Timing Type Required Action
Net Promoter Score Pt : Leverage promoters,
(NPS) Customer Loyalty Periodic Leading investigate detractors.
Customer Satisfaction Ttancactianaio S e T e Vaqdic Pinpoint specific friction
(CSAT) y J91ng points.
Customer Lifetime Total Revenue e : Inform acquisition costs
Value (CLV) Value SN0y oIc Leading and retention strategy.
Churn Rate Customer Attrition Periodic Lagging lnves}:ﬁﬁ,}: drit;r;lélf};,auses
First Contact Operational . : : Optimize support agent
Resolution (FCR) Efficiency ctantaraction Ll training.
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The Data-to-Action Operating Loop

1. Collection

Gathering raw inputs from
support tickets, sales
transactions, and
satisfaction surveys.

4. Action & Reporting

Establishing regular
review cadences to drive
accountability.

3. Visualization

Presenting trends in easily
digestible formats for rapid
comprehension.

2. Segmentation

Breaking data down by
demographics or behavior
patterns.
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Deploying Interventions Based on Telemetry

Product Friction

N>

Signal

Sudden drop in CSAT following
a software update.

Intervention

Trigger immediate investigation
iInto UX changes and roll out
targeted user guidance.

”

Feature
Underutilization

N>

Signal

Behavioral data shows specific

high-value features are ignored.

Intervention
Deploy personalized marketing
campaigns highlighting those
specific features.

“

Support
Bottlenecks

N>

Signal

Consistently low First Contact

Resolution (FCR) rates.

Intervention

Implement targeted training
programs to enhance specific
agent skills.

’
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Architecting Precision with SMART Targets

[ERROR] Vague Obijective:

[REFINED] SMART Objective:

Increase CSAT scores by 15%
within six months.

Cross-Functional
Sync

KPIs fail in silos.
Defining targets must
involve Sales,
Marketing, Support,
and Product to ensure
shared
understanding and
accountability across
the entire organization.
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The Alignment Engine Drives the Business

Market Share & |

Customer Lifetime ' Revenue Growth
Value (CLV) b\

First Contact
Resolution

(FCR)

High FCR turns the gears of | _ o
transactional satisfaction The ultimate business objective, powered

and long-term loyalty. entirely by ground-level support interactions.

KEY TAKEAWAY: Customer success KPIs must synchronize directly with the broader mission
of the organization. Adjust strategies agilely as market conditions evolve.
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Expanding the Field of Vision

Processing vast data sets to
forecast behavior and catch churn
risks before they materialize.

The Known:

Traditional KPIs
(NPS, CSAT, CLV)

Tracking emotional engagement,
engagement, brand loyalty, and
region-specific cultural expectations.

o

The future belongs to organizations that measure the pulse
before the customer even knows their heart is beating.
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