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Customer Success as a Culture

Selling to the 
Right 

Customers

Organizationa
l Buy-In

Compensatio
n Alignment

Accountability



 Ideal Customer Profile

• Who are your customers? 

• What are their goals? 

• How do you expect them 
to use the product?  

• What problems do you 
solve for them? 

• What will put them in a 
position of strength to 
renew? 



Your North Star

• Use as reference point for all deals and renewals. 

• Force an assessment of the customer’s chances for success, by the Sales Rep at the 
time of the deal.  

• Be asked to be introduced during the sales process not just during the hand-over. 

• If a deal doesn’t fit – call it out. Not as a roadblock but for awareness. 

• Review ICP regularly with Marketing, Sales, and Product + Sr. Leadership.



Organizational Buy-in

Top-down Customer Centric Culture 

Ask: What is the resulting customer experience from the decisions we are making 
today?  



Compensation



Your Part

• Review comp structure to understand what behaviors are being driven 

• Ask to align comp around revenue (upsell/expansion) not just bookings 

• Sell multi-year contracts where possible to build long-term success 

• Schedule regular meetings with your VP of Sales 

• Review churned + successful customers with your VP of Sales 

• Share churn rates by Sales Rep with your VP of Sales 
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