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SmartKarrOt Question What is the level/designation/title of your most senior Customer Success leader?
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This is a reflection of the Customer Success function not yet being considered as part of the core C-Suite |

In most organizations. We hope to see this change drastically in the years to come. Almost 44% of

Customer Success functions are being headed by mid-management at this time.
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0 chose PRODUCT ADOPTION & USAGE as a key
94 Io responsibility area of their CUSTOMER SUCCESS

team

What ALL is the customer success team currently responsible
for, in your organisation? Sm artK arrot

Responses Percentage of Total Respondents GlObal

Customer
Success
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81.9%

Onboarding

Churn Avoidance

Upsell & Growth

Customer Satisfaction

Customer Experience

Product Adoption

Product Support

Others
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Peroentage of total SmartKarrot Global
Responses Respondants Customer Success
Very important . ‘ = Survey

Somewhat important
Not important : 1

Important only when combined
with metrics

We feel this is very true. NPS needs to be stopped being used as a vanity metric. It is a
critical component of measuring sentiment when used in conjunction with other

metrics like usage metrics, value milestones, touchpoints etc.
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o chose CUSTOMER EXPERIENCE as a key
84 Io responsibility area of their CUSTOMER SUCCESS

team

What ALL is the customer success team currently responsible
for, in your organization?

Responses Percentage of Total Respondents SmartKarrOt

Global
81.9% Customer
Success
Churn Avoidance SurveY

S 2020

Customer Satisfaction

Onboarding

Customer Experience

Product Adoption
X ’
Product Support :

Others
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6 50/ of respondents consider the CUSTOMER SUCCESS FUNCTION in

their organization to be SOMEWHAT INTEGRATED + SILOED

Question is si ithi i ; SmartKarrot
Global
Somewhat Completely Customer
Integrated Integrated Siloed Success
Y 35 4% / 99.8% e 4.8%

Surve
- 2020

This is not surprising considering the multifunctional aspects of Customer Success operations. We do

hope to see this improve in the years to come. Leadership backing, organizational structure and use of

integrated Customer Success platforms will be likely contributors.
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respondents recommend a high or very high degree of overlap
between PRODUCT MANAGEMENT and CUSTOMER SUCCESS

teams

7.9%

28.7%
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IOI of Customer Success teams DO NOT use a dedicated

Customer Success platform in their day to day operations

Which tools does your Customer Success team use in their day to day
operations?

76.4%  378%  37.0% 31.5% 23.6% 61.2% 21.6% 51.8% 79.1% 73.6% 0.4% 12.6%

CRM Customer XLS Tasks Financial Ticketing Marketing  Survey/ Mail/ Conference/ Not Others

Success Platform System System  Automation NPS Slack Video Applicable
Of Record Calling
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4 80/ feel there are too many TOOLS used internally as a top

challenge & 54% feel current tools are 1inetfective

SmartKarrot What are the top 3 challenges you have faced in using tools above?
Global Customer 48.0% 27.2% 20.5%

Success Survey . ‘ > . ‘ - g

2020

Too many Data liquidity Cost of tools Effectiveness Data security Training Maintenance Not applicable
tools of tools

These are stunning numbers. We anticipate the need for significant innovation 1in
Customer Success tools in the near future. OQutcome orientation and relevant to outcome

| features are likely changes we can expect.
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790/ feel the relevance of AI/ML usage in handling at-risk &
O upsell 1dentification

Question

Personalised Automating Identification of

relevance onboarding customer at-risk & upsell
outreach accounts

m W

Increasing Better
product touchpoint
adoption management
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O of respondents think that Customer Success tools should
@ cnable real time actions in response to user behavior

Question

. | SmartKarrot
rongly Disagree Agree Strongly

disagree agree Global Customer
Success Survey

2020

4.7% 41.7% 48.5%

%

This reiterates our belief that most tools today are an extension of CRM systems — great
at being a system of record (when used effectively) and a system of contacts. Customer Success as

a function needs to influence outcomes and tools/platforms will need to evolve accordingly.
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7 5°I of respondents felt that health scoring of accounts need to
o be configurable to meet specific organizational needs

SmartKarrot
GlOb al - In your Customer Success Tool/Platform, which of these are
Customer fm i important to you with regards to Health Scoring of accounts?
Success

Have some guidance/forecast Trigger alerts on score
Survey from the system about changes

HealthScore

Ability to configure the Not Applicable
Customer Health Score (CHS)
and add custom parameters

Automate data capture for
calculation
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500/ are NOT able to personalize onboarding by
0 stakeholders’ roles 1n current tools

In your Customer Success Tool/Platform, are you able to personalize
onboarding and notifications by stakeholder profiles?

No, but I would like to

Not applicable
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SmartKarrot Global

Customer Success
Survey

Very Somewhat Neutral Not
Important Important Important

This need for a prescriptive guide to operations reflects the varied resource pool in Customer
Success as well as the multi faceted role requirements. Industry and platforms needs to eventually

gauge the effectiveness of these playbooks and allow optimization & customization of the same.



33%
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7

organizations’ Customer Success platform does not
track Product Usage and Adoption

influence

Question

No, but I would like to

Not applicable

SINERLE
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respondents have $100M+ Annual Recurring Revenue
(ARR)

What is your company’s current ARR (Annual Recurring Revenue)?

SmartKarrot
Global Customer
Success Survey

2020

OM-1M
IM-5M

5M - 20M
20M - 100M

100M+

Did not answer

o > At around ~ M and in tl /I-20M range, this survey seems to

.f)
o « have covered the two ends of the spectrum.




4 4°I Customer Success Managers manage between
o 10 to 50 accounts

At your workplace, how many Accounts/Customers does each CSM
Question
manage?
SmartKarrot

1to 10 Global
Customer

Success
50 to 100 sSurvey

100 to 250 2020

250+

10 to 50

Did not answer

SmartKarrfl
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7 40/ organizations use Customer churn as Customer

Success performance measure

Question Which metrics do you use to measure Customer Success performance?

SmartKarrot 74.0% 629%  70.0% 6.0%  669%  52.7%
Global Customer
Success Survey I | I l '

i

Customer Revenue Revenue Revenue Customer Others
(ARR,MRR,ACV) Expansion Score Satisfaction(CSAT)

Customer Churn & Revenue at #1 & #2 top metrics being used currently 1s not a
surprise. With the new normal post COVID-19, we expect Revenue Expansion to

slowly become the go-to metric for CXOs.
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organizations faced Customer Churn between 2 - 10% in

Question _ SmartKarrot
e e Did no Global Customer
- Success Survey
¢ & 9§ ®

2020

10.6% 17.7% 24.8% 22.9% 17.7%

¢

This 1s consistent with industry data. We feel post COVID organizations are likely to strive for

negative churn and put more weightage around customer retention.
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720/ companies plan to increase Headcount in Customer
o Success Team 1n 2020

SmartKarrot . | .
GIObal Question [s your company plannu.1g to increase the headcount in the
Customer Customer Success team in 20207?

Success

survey
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SmartKarrot helps drive
business outcomes around life-
time value, retention,
expansion, adoption,
engagement and customer
experience. One integration
engine connecting behavioural
analysis, strong personalized

engagement and automated
actions.

For more details write to:

info@smartkarrot.com
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