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#CS100SUMMIT

We enable greatness in people and 
organizations everywhere

Our Mission

40 
Years

$200M+ 
Invested in research & solutions

160+ 
Countries served

30M 
Leaders Developed



Executives 
Lead an Organization

Mid-level Leaders 
Lead a Division

First-level Leaders 
Lead a Team

Individual Contributors 
Lead Yourself

Great

Compelling & shared  
vision, aligned organization

Winning strategy & 
high-trust, inclusive culture

Consistently achieving goals 
Engaged, growing team

Committed, engaged, 
high-performing

Common

Lack of shared vision and 
organizational misalignment

Unclear strategy,  
low-trust culture

Inconsistent goal achievement. 
Unable to engage, retain and 

develop team

Low engagement,  
inconsistent performance

Great leaders operating in a high-performing 
culture build great organizations

Principle
Centered 

Leadership

Who You 
Are

How You  
Think

What You 
Do
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We generate impact at scale by uniquely combining 
content, people, and technology
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Our approach is unique
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The Growth Opportunity is Massive

$200M 
2.5k  

customers

$400M 
2.5k customers

$22B+ globally 
 

16M prospects

Current Customers

Doubling the spend of current customers

White space for growth
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Change: Optimize for growth
Every role focused on the right activities at the right times
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Building the Business Case
For increasing CSM headcount at a time of suboptimal growth
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Building the business case

1. Executive Summary 

Problem Statement 

Proposal 

Expected Outcomes 
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Building the business case

2. Data analytics & Opportunity Cost 

Sellers time spent on non-selling activities 

Impact of non-selling activities 

Impact of missed opportunities
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Building the business case

3. Propose Solution 

Increase CSM Headcount 

CSM Cost vs. Revenue Impact 

ROI 
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RACI: Matrix Overview
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FROM: Rules of Engagement

Buyer Value Journey

Identify Land Adopt Expand

Prospect Qualify Lead Strat. Plan Client Dev. & Scoping Negotiate & Close Onboarding & 
Implementation

Manage Relationship & 
Upsell

Cross-sell

Sales Rep A / R A / R A / R A / R A / R A A / R A / R

SDR R R I I I

CSM R R R

Solutions Architect C C C C C

Contract Coordinator C C C C CA Accountable for signing offR Responsible for doing work I Informed of progress/completionC Consulted before and after task
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TO: Rules of Engagement

Buyer Value Journey

Identify Land Adopt Expand

Prospect Qualify Lead Strat. Plan Client Dev. & Scoping Negotiate & Close Onboarding & 
Implementation

Manage Relationship & 
Upsell

Account Executive A A / R A / R A / R A / R C C

Account Manager C C A A / R

SDR R R I I I

CSM R R

Solutions Architect C C C C

C C C C

A Accountable for signing offR Responsible for doing work I Informed of progress/completionC Consulted before and after task
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Job Profile: Account Manager
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Job Profile: CSM
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Capacity/ Headcount Modeling

Customer 
Engagement Model

Headcount ModelingTime Allocation CSM to Customer 
Ratio

• Onboarding 
• QBRs 
• Implementation Check 

Ins 
• Customer Support/ 

Resolution 
• Proactive Engagement

• Preparation 
• Customer Facing 

Meetings 
• Internal Time 
• Strategic Activities 

Capacity per CSM • Number of Customers 
• Capacity per CSM 



From 33 to 
46 CSMs

From 3 to 6 
CS 

Managers

$2.4m 
invested in 

CSM 
growth

$200K in 
CS tech

Massive Change to Achieve Massive Growth



Every organization has strategic moments of 
disruption. 

What is the change you are leading through 
today or in the near future?
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