Settlng the Englneered Foundatlon
- for Customer Success.
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" Phase 1: Groundwork M Phase 2: Construction . | | Phase 3: Inspection
. (Days 1-30) N | i (Days 31-60) | i (Days 61-90)

Role-Specific
Onboarding

1L 10 i Iterative
L KPls

Stakeholder
Engagement
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l% Z A fruitful relationship begins with active listening and ends with continuous improvement. F'
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Charting the Subsurface: Uncovering the “Why"

S Above the Surface (Explicit Needs) Action Panel
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T i We need project management software i
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I_ Below the Surface (Underlying Motivations) Use open-ended

questions and
reflective listening

it

We need to enhance team collaboration

Mid-Depth [ to anticipate

industry trends and
the competitive

=]

and overall productivity.

e e landscape.
The Deep Core (Future Vision)
Deep Core | [ We are a financial firm expanding into new
1L markets and need proactive compliance tools.
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'Engineering the Personalized Success Plan |-

Resources
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Deploy the right
support mechanisms.

Provide dedicated
T account managers,
technical support
teams, and educational
webinars/workshops.

. o SRR ]
Define concrete timelines.

Example: EHR System
' Implementation requires
T staff training schedules, T
| data migration
- timelines, and feedback
! checkpoints.

Schedule regular
reviews to adapt the
plan based on
changing business
priorities and
progress.
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One Size Fits None: Role-Specific Onboarding

New CRM o
Implementation T
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5 Track A: Sales Representatives -~ =) g Track B: Marketing Teams §
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) E' Focus training strictly on lead tracking, 1} . il Focus training strictly on |

; i average deal size, and reporting. :ll E| campaign management features. !
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Foundational Support Layer: Back user training with a dedicated onboarding
specialist, video tutorials, user manuals, and cummumty forums.
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The Stakeholder Engagement Matrix

The Executive Sponsor The Technical End-User

Return on Investment (ROI),
Core Focus business impact, and strategic
priorities.

Product functionality, usability,
and support responsiveness.

Regular check-ins, Quarterly
Engagement Business Reviews (QBRs), and
Strategy celebrating high-level project
milestones.

Tactical monthly check-ins,
product updates, and resolving
daily friction points.

= A holistic approach requires speaking the E
= specific language of each stakeholder. =
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[The Proactive Communication Spectrumj
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Reactive Vendor —lj
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Waiting for the customer to
submit a support ticket.

E = = = e s =

. Noticing a customer hasn't |
. logged in for an extended
. period and reaching out to offer !
i targeted training resources. i

|

upcoming market expansion and

Anticipating a customer's

| [y G (RN N p———

proactively offering solutions
before they realize the need.
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Systems note: Leverage automated CRM i
campaigns alongside monthly check-ins
to deliver timely, tailored updates.
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Iterative KPI Calibration '

i KPIs are not set in stone; they must maintain flexibility as market conditions shift. | |
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Objective: Increase Sales Revenue Objective: Enhance Retention
Metrics: Lead conversion rates, average deal Metrics: Customer satisfaction scores (CSAT), |
size, sales cycle length. churn rates.

tion: Collaboratively define metrics early, but revisit them regularly to ensure alignment with current strategy.
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The Measurement Balance

Tools: 1-on-1 interviews, focus groups,
open-ended feedback.

Purpose: Reveals the human pain points
and perceived product value.
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360°
Health

Tools: NPS surveys, usage metrics,
time-to-value tracking.

Purpose: Identifies the objective trends
and likelihood to recommend.

Combine both to develop a comprehensive view of customer success that informs future initiatives. |
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The Continuous Improvement Engine

-

Gather Feedback ':

I e il

' Solicit input after a new | _Gather |

\ Feedback /}

feature launch via surveys
and focus groups.

i ! & - days doesn't just launch
Deepen Trust : ' \ a product; it embeds a

S - | culture of continuous
Prove dedication to \. \

. = improvement that bonds
dElI‘IIE'I“II'Ig 'lﬂ'l"lg'tEfm ‘u’EﬂUE the customer to }I’ﬂUI‘

business.

Communicate
Updates

- A successful first 90

-

Rl el = eil= = et o ]
I |
! Flct & Improve :
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: Implemem changes based
| on customer suggestions. 'J

Communicate Updates

Close the loop by sharing |
exactly how their feedback
drove product enhancement. !
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