NICOLE ALRUBAIY

SVP CUSTOMER SUCCESS

JELLYFISH

Max Retention

A Tactical Guide To Aligning Your Company
Around Revenue And Customer Retention

»

CS100SUMMIT

y -



Codifle: [ Ldoende
“mh R R — W*,

o f .4 o r
F0de ) 2ol

,'H' ,,.)__
& 9 &
Ad : »

4 | ~
S -0 <_\ o t_
. -

veh C - ) A
&~

Amok, amok, amok, amok, amok--




Why Listen to Me?
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Dig Deep in Why

Make a Plan and Forecast

Storytelling: Past and Future

Repeat
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Dig Deep into Why

1. Review every churn in recent history

2. Build risk/churn reasons into CRM

Loss Reason
Auto populates

Value Price Mismatch

Renewal Primary Risk Reason
Pick One

Bought too many licenses

Renewal Secondary Risk Reason

Select All Applicable

Value Price-Mismatch

Example Situation ’

Their weighted cest-per engini

Lack of Impact / ROI

Bought too many licenses

ROI/Impact too low to renew
Thought they needed 100 for |

Launch and Adoption

Stakeholder Engagement

Launch Issues

Product Engagement

Maturity

Engineering Managers Disengaged

Economic Buyer Turnover
Economic Buyer Disengaged
Champion Disengaged
Champion Turnover

Single Threaded

Only partially rolled out
Delayed onboarding

Users not adopting

Lack of product know how
Bugs/Poor Experience
Poor Jira hygiene

Low EMP maturity

Managers haven't engaged, nc
EB has changed

EB won't engage

Champion won't engage
Champion has changed

We only have 1 solid relations|
Didn't roll out to the other 3d
Onboarding took too long, not
Rolled out but user adoption i
Customer doesn't know how t
Consistent bugs or data issues
Customer's JIRA doesn't align
Customers biz process doesn't

Technical Fit (Platform or Data)

Technical Fit (Platform or Data)

They're moving off of JIRA

Fit
Product - Lacking Features Product - Lacking Features They really needed a feature v
Headcount Reductions They cut 30% of their Eng staff
Economic Economic Factors Financial Issues They're going bankrupt

Acquisition

They were acquired by anothe
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Spreadsheet Time!

1. Find the Hotspots
2. Build 100 Cuts (You’ll need them)

3. Draw Some Conclusions

Loockback vs. Forecast: Churn by Price Per Engineer
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Lookback vs. Forecast . Price per Engineer 10 Renew
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Exploring Q3/Q4 Churn by sales cycle length

Pro Tips:
-  Engage Finance or Ops for churn data

- Show your work
- Check results vs. Intuition

Lookback vs Forecasted: Chum by Contracted Eng
Count

Q3/Q4 Lookback: Full and Partial Chum by Segment

1n & 12 @

Lookback and Forward by Segment
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Exploring Q3/Q4 Pre-sale engagement effects on chum
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Exploring use cases / fit lookback: Inconclusive Q3/Q4 Stakeholder Changes: impact on Chum
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Dig Deep in Why

Make a Plan and Forecast

Storytelling: Past and Future

Repeat



Pro Tips:
FO I"ecaSting Ch urn: TWO FlaVQ rs Track changes to forecast fields
Have YOUR forecast in addition to rep/
manager
Limit reactivity

Bottoms Up Tops Down

At risk Yes/No

Risk Amount

Churn Fcst Amount
Risk Reason + Notes

Product Line
Segment

Health Score
Historical Actuals
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Make a plan

n @

Why/Where
Churning?

R e
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3/Q4 Lookback: Fi hum by Seg
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What is

Addressable?

How?
Brainstorm
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Pro Tips:
Ma ke a pla N - Bring people along strategically

-  Engage the whole company
-  Be Realistic

Spread the
Word

- mmdl Scuad buy-in
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Important: Stop the Leak

Address Iin-flight risks

»  Obsess over risk signals

» Visibility on Churn Forecast
» Heal Desk / Swarm

» Throw execs in the mix

» Coach the team
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Dig Deep in Why

Make a Plan and Forecast

Storytelling: Past and Future

Repeat



Storytelling: We can do this!

Executive Team

Success Team

Whole Company

Board
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Dig Deep in Why

Make a Plan and Forecast

Storytelling: Past and Future




Maintenance

Weekly

Forecast Review
New Risks Review
Heal Desk

Lite Program Updates

Monthly

CRM Churn Clean-Up
Recent Churns Review
Heavy Program Updates
Reassess Forecast

Quarterly

Educate the Company
Assess Annual Forecast
Refresh Churn Analysis
Reprioritize Initiatives
Assess Churn Codes



#CS100SUMMIT @



CS100SUMMIT

eeeeeeeeeee

cllentsuccess



