Through Automation —

Building a scalable engine for \
proactive customer retention.
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Maximizing Customer Success
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Relying solely on manual
processes is akin to sailing
a ship with a single oar.
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THE EVOLUTION FROM REACTIVE FIREFIGHTING TO PROACTIVE PARTNERSHIP

Automation is not a luxury—it is the fundamental pillar for scalable success.

It acts as the wind in our sails, augmenting human connection rather than replacing it.

THE BREAK-FIX MODEL

Inefficient, vulnerable to market currents,
and exhausting for internal teams.

THE VALUE-DRIVEN MODEL

Anticipates needs, streamlines workflows,
and achieves business objectives.
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THE DUAL ENGINE DRIVING MODERN
CUSTOMER SUCCESS

Efficiency
Catalyst

Dissolves time-consuming
tasks (manual data

entry, ticket routing,
repetitive follow-ups),
freeing human capital for
strategic growth.

Synthesis Note: Without this dual engine, collecting and analyzing customer
data is an insurmountable task, leaving organizations sailing blind.

The Data-Driven
Compass

Generates actionable
insights. Identifies
behavioral patterns and
pinpoints areas of friction
to guide proactive
interventions.
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Phase 1: The Automated Onboarding Conveyor Belt

Warning: A cumbersome onboarding process is like a poorly constructed bridge
that collapses under the weight of its first travelers.

Step 1:
Intelligent Validation

Step 2: Step 3:

Proactive Check-ins

Personalized Delivery

Minimizes errors and Automated messaging Milestone-triggered
accelerates time-to-value tailored strictly by the monitoring that analyzes
via guided workflows and customer’s industry and early usage data to catch

predefined fields. goals, deploying tutorials roadblocks before
precisely when needed. disengagement occurs.
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Phase 2: Engagement and
the Communication Radar

- LN
Zone 1: Feature Adoption
Targeted campaigns triggered by usage |,
patterns or customer anniversaries to "
highlight underutilized product value.
/

Zone 2: Sentiment Analysis

NLP-powered surveys deployed at key
moments to gauge emotion. Our =
automated radar scans the horizon for

customer emotions before issues escalate.

e

Zone 3: Support Notifications

Automated, transparent updates on <
maintenance windows and ticket progress
to build trust and prevent frustration.
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Phase 3: Clearing the Drain with Intelligent
Support Infrastructure
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Always-On Self-Service

@ Intelligent knowledge base automation and search ®
L functionality providing instant, self-guided gratification. l
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Al Triage Node

%{ Categorizes incoming requests dynamically based ® C.

on keywords, customer history, and issue severity,
eliminating manual sorting.
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Escalation Workflows
Automated SLA-triggered status updates and

N

® routing pathways that instantly escalate b
critical issues to the correct human agent if
resolution times are exceeded.

B Y




|
|
The Automation Diagnostic Matrix
Automation Aspect What Works What Doesn’t Key Metrics
Ol Personalized sequen | X Generic, one-size- Completion rate, Time
J & guided tutorials fits-all flows to first value
(15 Gragr Dynamic scoring via | X Static scores on Score accuracy, Churn
J usage/support data limited/outdated data prediction rate
S Al chatbots with X Fully automated with | First response time,
PP human escalation no human fallback CSAT
el pUsEl Trigger-based X Mass emails lacking | Renewal rate, Upsell
personalized reminders | segmentation conversion rate
Surveys triggered by | X Excessive/poorly Survey response rate,
Feedback :
key events timed requests NPS
L s
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Phase 4: The Predictive Early Warning System '¢'
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- Success Path =S ‘
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o Recommendation: e--

Automated intervention
deploying specific
resources and tailored ¢
best practices based on !

industry goals. S _$_
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Customer Health Score
S
|

Alerts us to potential storms before they hit, allowing success
managers to transition into strategic advisors.
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|+ The Optimization Loop: Refining the Engine ——~ |
1. Measure (KPIs) ‘q
Establish clear benchmarks.

Track onboarding completion, EEagu
resolution times, CSAT, and [l
feature adoption.
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3. Feedback (Human Insight)

| ] Solicit internal and customer
L feedback to catch unintended
R consequences and identify where

human touchpoints are superior. |
L= |

(Without benchmarks, we are a
ship without a rudder.)

=
2. Test (Iterative Refinement)
L e ) ecentinuously AiBiHest messaging.workilow trigaers, | | [ s e S e
15 and call-to-actions to identify peak efficiency. o
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T/ L The Ultimate Balance: Technology Amplifying Humanity *— \T

Embracing automation is not merely a technological upgrade. It is using the power of technology
to amplify our human capacity for care, understanding, and delivering tangible value.
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