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The need for Customer Success

Customer Reality: 
• Accelerate Client Digital Transformation  

• Agility from Applications 

• Multiple offerings from Cloud 

• Subscription economy 

• Accelerate Time-To-Value 

• Focus on Business Outcomes  

Business Reality: 
• Protect the Revenue ($ Company ARR) 
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Protect the Revenue

π 
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I invite you

Do I have 10 
people that 
would please like 
to volunteer?
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Building the Blueprint for Customer Success
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CS Ops, An Organization to Drive Customer Success
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Production and Production Capability Balance
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Speed to  
value (P/PC)

Enable 
transformation Scale through CS

Align

Select 

Evaluate 

Need

Accelerate 

Renew 

Advocate

Use 

Implement 
Onboard 

Sales

Renewals

Customer Success

A Lifecycle approach to Operational Excellence 
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Create Deployment 
plan on preliminary 
network design

Training

Ran into device 
issues in 
staging lab

Partner validation of 
preliminary network 
design

Ran into a 
software bug

Need partner help to 
meet committed 
timeline Missed a 

dependency and 
need to re-plan

New feature needs 
unforeseen expertise 

Build reporting and 
analytics to be more 
proactive

Call Support
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with Customer Success and Customer Success Operations: Building the Story

Onboard Implement Use Engage Adopt Optimize

1

Activate Adopt Upgrade Scale

4
5

6

Not able to realize full 
value  of IT investment

Align Renew

Getting to Value Faster
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Customer Success Program Motions
Repeatable structure for ongoing rollout and proven results
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Customer Success Operations to Power Scale



http://www.youtube.com/watch?v=XKMYcFOssks
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Born in 1948 

Raised in the UK 

Married Twice 

Lives in a Castle 

Wealthy and Famous

American Stunt Performer 

Actor 

Producer 

Screenwriter 

Age 50-60s

Has a current Television 
Show on network 

Has had many celebrities 
on their show 

Works for Paramount/
Viacom 

Very Funny

Moments that Matter
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Born in 1948 

Raised in the UK 

Married Twice 

Lives in a Castle 

Wealthy and Famous

American Stunt Performer 

Actor 

Producer 

Screenwriter 

Age 50-60s

Has a current Television 
Show on network 

Has had many celebrities 
on their show 

Works for Paramount/
Viacom 

Very Funny

Operations shouldn’t just be about demographics
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Measuring Impact
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Day in the life of Customer Success Operations
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Customer Success Operations Call to Actions



Questions?


