The Predictive Paradigm
in Customer Success

A strategic mandate

for transitioning from
reactive health scoring
to automated expansion
and risk mitigation.

M Geamini Motebook



The lllusion of Safety in Legacy Health Scoring

Traditional models rely on manual, retrospective analysis to flag declining usage or missed
milestones. While a necessary step in our evolution, this system inherently places Customer Success in a
defensive position—patching up fires and trying to catch customers before they fall.

Always one step behind the curve.

Snapshots in Time
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Anatomy of a Reactive Lag

Existing health systems flag that a problem exists, but rarely why or when it will fully manifest. They
measure existing friction rather than impending churn.
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The Paradigm Shift: Reactive vs. Predictive Operations

Vector of Analysis

Retrospective
(Looking backward)

Predictive Al

Forward-Looking
(Anticipating needs)

Snapshots in Time

. Dynamic Prophecies
Core Metric (What happened) (Why and When)
Defensive Offensive
ol (Patching fires) (Automated expansion)
Eveciitian Manual Intervention Real-Time Action

(Labor-intensive)

(Al-automated processes)
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Moving from Static Snapshots to Dynamic Prophecies

Artificial Intelligence acts as the engine to analyze vast volumes of customer data, uncovering
hidden patterns and trends long before they surface in traditional engagement scores.
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The Al Customer Success Engine

Input

Large Volumes of

Customer Data I

Processing Core

Pattern & Trend
Identification /
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Real-time Expansion
Identification

Automated Risk
Mitigation
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Dual Outcomes Driving the Proactive Enterprise

Revenue Generation Revenue Protection

Resource

M | I Optimization
_’f .

Highlights increased revenue through \ J Highlights reduced churn achieved
automated identification of expansion Y via proactive risk mitigation.
opportunities and elevated Automating repetitive
customer satisfaction. manual tasks to free

up human capital.

M Gemini



Implementation Friction
in the Transition Phase

Transitioning to an automated, predictive
approach introduces complex organizational and
technical hurdles that require deliberate

navigation.

Data
Integrity

Managing data
quality and

ensuring
availability for
Al models.

O

System
Cohesion

Integrating new
Al capabilities
seamlessly with
existing legacy
Customer
Success
processes.

©

Strategic
Alignment

Ensuring
automated machine
decisions remain
strictly aligned

with overarching
customer success
philosophies.
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The Readiness Playbook for Al Integration

Predictive Operations

Infrastructure People Process
Invest heavily in Equip and train Commit to a
data quality and employees to gradual
core technical leverage Al implementation
architecture. technologies with continuous
effectively. monitoring and

iterative

adjustments for
optimal results.
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The Future is Automated and Anticipatory

The mandate is clear: abandon the defensive posture of catching falling customers. By
deploying Al to anticipate needs, identify expansion, and mitigate risk in real-time, Customer
Success evolves from a retrospective cost center into a predictive growth engine.

The

Customer Proactive Automated
Data Enterp rise Value Realization
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