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A CUSTOMER SUCCESS QBR IS AN 
INTERNAL REVIEW CONDUCTED ON A 

QUARTERLY BASIS TO PROVIDE CS 
PROFESSIONALS AN OPPORTUNITY TO 

REVIEW THEIR PERFORMANCE, 
LEARNINGS AND FUTURE PLANS WITH 

SENIOR LEADERSHIP. 
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What insights do you want the team 

to highlight about their business. 

Aside from retention and growth what 

data should be discussed.

ALIGN ON THE DATA
Do you want to make these 

sessions interactive? Leave time 

for Q&A? How long will each CSP 

have to present? 

STRUCTURE

Most teams find that quarterly reviews 

are most appropriate but other teams 

have opted for monthly. 

DETERMINE YOUR CADENCE
Who will benefit from participation? 

Do you want to include 

cross-functional team members?

ATTENDEES

DESIGNING YOUR INTERNAL CS REVIEW



BOOK OF BUSINESS

● Start with an overview of 
their book; this helps 
provide context for the 
rest of the discussion

● Determine what 
information is going to 
be most helpful - 
breakdown of segments, 
book health, revenue 
bands, sentiment 
renewal dates, lifecycle 
stage



ENGAGEMENT INSIGHTS

● Highlight what the 
current engagement and 
value realization is for 
the book of business

● How are you managing 
the right interactions with 
customers?

● How are you supporting 
customers through their 
journey?



RENEWAL PERFORMANCE

● Start with revenue 
performance metrics - 
Even if your team doesn’t 
manage revenue it’s 
important to understand 
revenue influence



RENEWAL PERFORMANCE DETAILS

● Provide stories and 
additional context - it’s 
not enough to discuss 
the numbers you have to 
be able to articulate 
themes of why 
customers stay and why 
they go



EXPANSION PERFORMANCE

● If growth is an area of 
focus, give the team an 
opportunity to share data 
around additional 
revenue 

● Break down upsell, 
expansion and cross-sell 
to figure out where the 
revenue is coming from



EXPANSION PERFORMANCE DETAILS

● Similar to renewal 
stories, it’s critical to take 
time to discuss where 
growth is coming from; 
storytelling is very 
impactful



CELEBRATIONS AND LEARNINGS

● Move away from the 
revenue to allow each 
team member to discuss 
their personal wins and 
their learnings

● Neither has to be tied to 
revenue - Stories 
highlighting progress 
with a customer or a 
strategy that worked 
across the portfolio



FUTURE FORECAST

● Set time to talk about the 
immediate future; build a 
slide that allows them to 
forecast the period in 
front of them

● Allow them to ask for 
help and guidance from 
the team if they are 
navigating risk or 
objections



FUTURE PLANNING

● Look further out

● While you may not be 
able to forecast into 
several quarters out it is 
a good time to review so 
you are prepared for the 
future - and hopefully 
can influence it



CUSTOMER HEALTH ANALYSIS

● Spend some time 
reviewing the health of 
their portfolio

● Dig into a few customers 
worth highlighting

● Find themes to discuss 
with the broader group



ACCOUNT PLANS

● Put plans together and 
share them - if you have 
customers at risk, this is 
an appropriate time to 
collaborate with the 
group and share your 
thoughts 

● Great opportunity to 
drive collaboration 



GROWTH PLANS

● Growth is critical to the 
success of your 
business; spend time 
talking about where 
there are growth 
opportunities and how 
you are going to 
capitalize on them



PROFESSIONAL DEVELOPMENT

● Introduce conversations 
around professional 
development as well

● Individuals need to own 
their own growth - give 
them a platform to share 
what they are doing to 
get there



COMPANY FEEDBACK

● Feedback is a gift; allow 
them to share their 
thoughts and 
observations for the 
business

● What do they think we 
can do differently for the 
team and customers?



INTERNAL QBR MISTAKES TO AVOID

1.
DON’T RUSH 
THE PROCESS

3.
DON’T TRY TO 
GET IT 
PERFECT THE 
FIRST TIME 
AROUND

2.
DON’T KEEP 
THE 
DISCUSSION 
ISOLATED 

5.
DON’T 
REINVENT 
THE WHEEL - I 
BET YOUR 
SALES TEAM 
IS ALREADY 
DOING THIS

4.
DON’T 
PREVENT 
ACTIVE 
DIALOGUES



THANK YOU 


