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Setting Goals is 
the First Step …



Goal - /ɡōl/

the object of a person's 
ambition or effort; an aim 
or desired result.



DESIGNING GOALS WITH YOUR CUSTOMERS 

1.
Start with a 
conversation 
focused on 
goal setting

3.
Make sure to 
set SMART 
goals

2.
Help them 
understand 
what’s 
possible with 
your solution

5.
A tracking 
mechanism

4.
Design a plan 
to achieve 
these goals



BUSINESS OBJECTIVES FOR CLIENTSUCCESS
There are 7 main business objectives that will propel a company to 

purchase a Customer Success Management solution

OPERATIONALIZE 
PROCESS

DRIVE 
EFFICIENCY

MITIGATE
RISK

IDENTIFY
GROWTH

INCREASE 
VISIBILITY

SCALE WITH 
EASE

DEMOCRATIZE
DATA



What outcome would 
you like to achieve?

SPECIFIC

On a scale of 1-10, how 
confident are you that 

you will achieve 
this goal?

ATTAINABLE

When do you plan to 
achieve this goal by?

TIME BASED

How will you know 
when you’ve 
achieved it?

MEASURABLE

On a scale of 1-10, how 
meaningful is this 

goal to you?

RELEVANT

S M A R T

SETTING SMART GOALS



CREATING A SUCCESS PLAN



TRACK YOUR CUSTOMER’S GOALS



TRACKING YOUR CUSTOMER’S GOALS



NO PLATFORM, NO WORRIES



GETTING TO GOALS

What goals do you 
have for our 

solution?

I want to create a 
customer health 

score.

Ok, well what will 
you do with the 
customer health 

score?

It will allow me to 
see which of my 
customers are at 

risk.

Great, what will 
you do once 

you’ve identified 
your at-risk 
customers?

We’ll be able to 
intervene and 

work to get them 
back on track.

Ok, and what will 
happen if you get 
your customers 
back on track?

We will be able to 
reduce our 

customer churn.

And what will 
happen if you 
reduce your 

customer churn?

We will improve 
our GRR and NRR. 

GOAL: Improve GRR by 3% over the next 6 months, and NRR by 5% over the next 12 months.



THANK YOU 


