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About Me

• Chief Customer Officer at Swiftly
• Retired Human Resource Leader
• Startup addict - this is my 7th startup!
• 3 exits and a couple of failed startups
• Alumni of Lending Club (unicorn), 

HelloSign (acquired by Dropbox)
• Podcast Host of From There to Here
• SuccessHacker Top 25 Customer 

Success Influencer for 2021
• SmartKarrot Top 50 Influencer for 2022
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How many of you have had employee 
turnover in the past 6 months?
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Which of these three things does our 
teams care about the most? 
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• Making more money.
• Having a clear path for growth and development and an 

understanding of how to achieve title promotions.
• Having a flexible work environment.



The Results Are In

*874 responses

63% 65% 83%

YES, I AM LOOKING 

FOR A NEW JOB
MY COMPANY DOES NOT 

HAVE A 

CAREER/GROWTH PATH

A GROWTH PATH IS 

IMPORTANT TO ME
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Team Member Growth = Smart For 
Business
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• 86% of professionals would change jobs if a new company offered 
them more opportunities for professional development.*

• Employees with professional development opportunities are 15% more 

engaged.*

• Employees with professional development opportunities have 34% 

higher retention*

*sources: BetterBuys, HBR, The ExecuSearch Group 

Successful Teams = Successful Customers = Successful Business



More Benefits
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• Hiring is expensive!
• Promoting internally is great for morale and the bottom line
• Having defined paths gives team members a north star. 
• Can be a great tool for performance related conversations.



Now What?



RECRUITING HIRED ONBOARDING GROWTH CONTINUED 
EMPLOYMENT

CSM Journey

• Marketing your 
company

• Looking for mutual fit
• Exploring the 

partnership

• Intro to team and 
culture norms

• Still honeymoon 
period

• Learning, adapting, 
change management, 
all of the fun things!

• Exits honeymoon 
period

• Sees imperfections 
and decides to stay 
bought in or move to a 
new company.

• Most crucial time for 
retaining team 
members.

• Sold! 
• Honeymoon period 

starts



Double Click Into Growth
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My Growth Goals For My CS Team

• Everyone in the CS Org has growth and development opportunities, whether 
it's in the CS Org or elsewhere in the company.

• Everyone in the CS Org has access to the information they need to be 
successful.

• Everyone in the CS Org has a clear understanding of what's expected of 
them, their goals, and the levers they have available to move those goals 
forward.

• Everyone knows where they are in the competency matrix and is having 
monthly growth and development conversations with their manager.

• We are doing activities that drive impact, not just output.
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 Four Key Areas

• Salary Bands
• Competencies: What needs to happen to progress in their 

current role/department
• What are the potential progression paths? 
• Organization vision map
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Competencies 
• Map out career progression at a high level

• How to go from Manager to Director
• What is expected from a Director vs a VP

• Identify what skills are important for success within the CS 
Org and use them to create your competencies. Examples:

• Technical skills
• Soft skills
• Execution and results
• Continuous improvement/change management
• Decision-making/problem solving
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Getting Started

• Something is better than nothing
• Don't over complicate this
• Think through:

￭ Core competencies for success on 
your team

￭ What do levels look like? 
￭ What does progression look like and 

how does someone know if they are 
ready for promotion? 

• Don't forget the salary bands
⚬ Partner with your HR partner on this!

• Show growth paths to other areas in your 
company

• Don't forget your vision map!



Questions? 




