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IF YOUR CUSTOMERS
AREN'T USING YOUR
SOLUTION THEY AREN'T
GETTING VALUE FROM
THE PARTNERSHIP.

clientsuccess



USAGE

#of Users
Daily Logins
% of Active Users
License Activation
Usage Trends (7-day)
Logins by Role Type

ADOPTION

Feature Adoption
Feature Usage
Sticky-ness

% of Features
Purchased
% of Features Used
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ADOPTION & USAGE IN THE LIFECYCLE

Product Configuration &
Training and Enablement

2. EXECUTE

|
|

4. ADVOCATE

1. ALIGN

User License
Assignment & Product
Enablement

3. REALIZE

Advanced Product
Adoption and Workflow
Integration

User License Growth and
clientsuccess New Product Consumption



Q SuccessScore

Customer Health Score [S&K] Last 30 Days ¥

30 Day Trend 1 High795 1 Low 591 Jul 16, 2022, 101 AM

TODAY

Today

\79'5

1 +10.3pts (+13%) 27 Jun 02 Jul 07 Jul 12 Jul 17 Jul 22 Jul
vs. 30 days ago

v View Score Comparison to Others

+ Expand All 79.5/ 100 pts
v CSM Adoption 11.0/25.0 pts

v Overall Adoption 23.0/25.0 pts

v Usage 20.0/20.0 pts

v Sentiment 2.5/ 5.0pts

v Engagement 13.0/15.0 pts

v Advocacy 10.0/10.0 pts

CUSTOMER HEALTH DESIGN

e Include usage and adoption data
into your Customer Health Score

e Design with the right metrics and
weighting

e Customer Health is not universal -
Consider your customers by
segment, usage case etc.

e Understand trends as it relates to
your product

e Monitor over time to identify what
“good” looks like

clientsuccess



UNDERSTANDING PRODUCT ADOPTION

Clientsuccess

N
HOW DOES THE SPEED

OF ADOPTION IMPACT
RETENTION

WHICH BEHAVIORS
CORRELATE WITH
ENGAGEMENT AND
RETENTION

HOW OFTEN AND HOW
MUCH ARE USERS
SPENDING TIME IN
YOUR PRODUCT

N
WHICH PRE-ADOPTION

BEHAVIORS BEST
PREDICT ADOPTION

DO USERS CONTINUE
TO ADD ON OR USE
NEW PRODUCT
FEATURES OVERTIME

~\




ONBOARDING

Once the product is

configured based on
the customer needs
it’s critical to train and

enable the team.

Clienfsuccess

ADOPTION

Ensure that the end
users of your solution
understand how to
integrate the product

into their workflow.

GROWTH
Map a plan for adding

new users and making
sure there is a way to
get them onboarded

trained and enabled.

LIFECYCLE ADOPTION AND USAGE MILESTONES

SUPPORT

Ensure that your
support team always
has the product
knowledge needed to

make them effective.




LIFECYCLE ADOPTION AND USAGE MILESTONES

TURNOVER

Employees will leave -

depending on their role

this might change the

strategy of how tools

are used and adopted.

success

POOR ADOPTION

Intervene when there are
signs that the product is
not being used as initially
intended. Watch for

warning signs in data.

PRODUCT NEEDS

Stay aligned to your
customers needs and make
sure to serve as their

internal advocate to

innovate appropriately.

NEW USE CASES

Be clear on the challenges
your customer is looking to
solve with your solution.
Train as needs and use

cases evolve.



SCALE YOUR EFFORTS

TRAINING VIDEOS

Create training videos that Develop a robust Design programs that will
can be used to distribute knowledge base that allow you to train and coach

to customers. customers can use. customers at scale.

1:1 ENABLEMENT IN-APP GUIDES PROD MARKETING

Leverage ongoing Set up in-app guides that help Partner with Product teams to

engagement with customers customers while they are in the educate customers on the

to train on the product. product when they need it. possibilities of the product.
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FIGURE OUT
THE BEST
PRODUCT

METRICS TO
TRACK
ADOPTION
FOR YOUR
SOLUTION

Clientsuccess

ADOPTION MISTAKES TO AVOID

DON’T IGNORE
PRODUCT
ADOPTION

WHEN
CONSIDERING
CUSTOMER
HEALTH

DON’'T
ASSUME THAT
USAGE AND
ADOPTION
ARE THE
SAME THING

ENSURE
ADOPTION
EVOLVES
OVER TIME




THANK YOU



