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SURPRISING IDEAS
3 DEADLY FALLACIES
3 ESSENTIAL INSIGHTS




CONVENTIONAL METHODS DRIVE
CONVENTIONAL RESULIS



CUSTOMER HAPPINESS
DOESN'T PAY
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Delight = Loyalty

What people think

Loyalty
Loyalty

Below Meets Exceeds Low Med High
Expectations Satisfaction
gﬁ/ﬂ@ Source: CEB



YOUR PRODUCT
DOESN T CREATE VALUE
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CUSTOMERS SUCCEED WHEN THEY

EOANGE OV RO Y ORISORTANT

"‘PRODUCT" IS OUR EXPERTISE.




YOUR CUSTOMER DOESN'T
WANT YOUR PRODUCT




Client Velocity

Theodore Levitt
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CS

SUCCESS NOT HAPPINESS
BEHAVIOR NOT TECHNOLOGY
BENEFITS NOT FEATURES




3 DEADLY FALLACIES

1.Solution produces value
plus process change

real
TheCausal Chain of Customer Success

Renewal

T VELOCITY
cess

2.Va|ueAdrives success Suc
plus use case alignment USE CASE T
ALIGNMENT
3.SuccessAIeads: to renewal Value CUSTOMER
plus velocity T PROCESS
CHANGE
Solution

N
CS

SUMMIT HId



CHURN DYNAMICS
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EARLIER 1S
EXPONENTIALLY BETTER
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AFFINITY: CUSTOMER FIT
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STUDY SUCCESS
NOT FAILURE
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BONDING: BEHAVIOR CHANGE
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CUSTOMERS WHO ARE
EXPANDING ARE RENEWING
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VELOCITY: EXPAND TO RENEW
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| AFFINITY: USE CASE FIT
/ BONDING: BEHAVIOR CHANGE
3 VELOCITY: EXPAND TO RENEW
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