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SURVEY PARTICIPANTS
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CUSTOMER SUCCESS TEAMS |

<100 Employees:

100+ Employees:
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WOMEN IN CUSTOMER SUCCESS

Customer Success Managers

Customer Success | eaders
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PEOPLE OF COLOR IN CUSTOMER SUCCESS

Customer Success Managers
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PAY STRUCTURE MODELS

BASE + BONUS BASE ONLY BASE + COMMISSION
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WHERE CSMS SPEND MOST OF THEIR TIME

Renewal
8%
Expansion
10%

Implementation
16%
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WHERE CSMS SPEND MOST OF THEIR TIME

stomer-Related Email
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Internal Meetings
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CUSTOMER ENGAGEMENT TYPES

HIGH TOUCH MEDIUM TOUCH LOW TOUCH

/0% 50% 20%

22% of Organizations also had a “Tech Touch”
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COMMUNICATION TRENDS

Occasionall

19%
Never

2%

Mostly
40%

28% Use Text 98% Use Video Conferencing
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TOP TOOLS USED BY CS PROFESSIONALS
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KEY PERFORMANCE INDICATORS
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AVERAGE RETENTION RATES

99%

89%

GROSS NET
RETENTION RATE RETENTION RATE
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CEO “GETS”
CUSTOMER
SUCCESS

CS PERCEPTIONS

PROPERLY 0
REPRESENTED 44%
AT BOARD
MEETINGS VISIBILITY
INTO
CS METRICS
COMPANY
CELEBRATES
RENEWALS

COMPANY
SPEAKS ABOUT
CUSTOMER
SUCCESS
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