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Founder & CEOQO; Clicktools
Founded one of the UK'’s first SaaS companies in Aug 2000.
As CEOQ, led it through 15 years of growth and two liquidity events.

Founder & CEO; TheCustomer.Co
Coaching and consulting company focused on B2B SaaS CEOs.
Strategic advisor - SurveyVista

Founding Member; Customer-Led Growth Forum

Community-based business helping B2B SaaS CEOs understand
and implement CLG
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SaaS Storm Clouds

Lost jobs
2022: 93,000

2023: 191,000
2024: 86,500 (to Aug)

Crunchbase Tech Layoff Tracker

Investment collapse
Q4-21: $97.5 billions

Q1-24: $33.6 billions
Pitchbook

Increased CAC
2021: $1.58

2023: $1.85 (+19%)

Benchmarkit

Lower growth
2021: 42%

2023: 27%

Benchmarkit

Depressed valuations
Feb 21: 15.9x revenue

May 24: 7.8X revenue
BVP/Nasdaq Cloud Index
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Rebalancing @

The impact of growth of Rule of 40

2X

Pre 2020 Now
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GTM Problems

! . .
LEES Discounting to win

ﬂ Misguided acquisition

UER Ineffective sales process :";) Fragmented organisation

ﬁ High churn M\ﬂf Unknown customer value

Needs a re-think, not a tweak
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Start With Purpose

Deliver measurable
results to

that
creates profitable
revenue for the
company.




From CS to CLG

Everything an organisation does
to deliver measurable customer results

to profitably win, enable, retain and grow
Its chosen customers

petter than the competition.
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The red thread unravelled

What you market

How you 488 A
measure BNY Al What you sell
performance?
‘ Measurable
‘ results for . \What th
& __— key roles . a e

Whatygﬁn(::rearfl:: L ) i prOdUCt

‘ p” delivers

What %ﬁegutlliﬁ & %3 What you enable
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Real Change @
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Business, not team first Customer results focused Joined-up frameworks
capabilities
Customer and company metrics Real organization design



CLG Capabilities

FOUNDATION

() Customer results focused value proposition

‘ Customer focused leadership

. Deep customer understanding
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CLG Capabilities

ENABLE

@ Talent management

‘ Results & revenue driven roadmap
‘ Comprehensive, integrated data
. Integrated tech stack

Tools & frameworks
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CLG Capabilities

EXECUTE

Outside-in-results focused lifecycle
. Results focused products
. Enable & measure customer results
Customer & company metrics

Revenue motions
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CLG Capabilities @

FOUNDATION ENABLE EXECUTE
‘ Customer results focused value proposition ‘ Talent management Outside-in-results focused lifecycle
. Customer focused leadership ‘ Results & revenue driven roadmap ‘ Results focused products
‘ Deep customer understanding ‘ Comprehensive, integrated data ‘ Enable & measure customer results
. Integrated tech stack Customer & company metrics
Tools & frameworks Revenue motions

Alignment @ Product Revenue Mgt @ Leadership & Organisation @ Customer Understanding @® Data & Systems



Real Payoff @

Retention CAC Sales velocity

Win rate Growth Quota attainment
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Rebuild web site

Value prop metrics
Focused ICP
Non-regretted churn

e -
[ -~

AN /
~ Value-prop e-books — —> Clean the pipeline
Value selling
training
4 d \""\,‘. CS plan = business
case

Rethinking hiring

: w WIP --Value d/board
profiles

Value-focused onboarding



Nezasa Results
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turni e ack int

clicktools

Detailed ICP

I f\ Target companies

Rebuild web site (8 [=H

Role profiles

Triggers
Lifecycle & role- -~ Customer Outside-in
based content §HMB <« Lifecycle > =4 customer

Benefits calculators HaNdPbOoOoK = lifecycle

N 0O Redefine Salesforce
Sales training SNy . stages to reflect
—— o customer journey




Clicktools Results @

@

=Y-Te BTy ARR up 180% ACV x 7
+ 50%

Quota attainment up 150% Cost per lead
- 24%



In Summary

Align everything Purposeful organisation design It works!

around results



What It Means for CS

Capabilities emmbedded Profit, not revenue focused. Product-enabled, not digital Capability focused, not
across the organisation CS generic
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Thank you!

Q +44 7590 508757

www.clgforum.com

https://www.linkedin.com/in/davidjacksonuk/

@ david @thecustomeq:o
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