POSITION BLUEPRINT
	Company
	(B2B SaaS)
	Position
	Head CS
	Date
	Dec 29, 2025



	COMPANY GOAL
	CORE VALUES
	SHARED TEAM GOALS

	Double from ~$5M to ~$10M ARR in 36 months—by building a company customers love and talented people want to stay in (strong retention, healthy margins)
	• Build what matters
• Be clear, not clever
• Act like owners
• Keep promises
• Learn fast, share often
	Keep our customers winning. Catch problems before they become churn, get every new customer to value in their first 30 days, and grow our accounts through genuine expansion opportunities.

	THIS QUARTER’S TOP 3 OUTCOMES (PICK 3)

	1. Reduce gross churn from 2.2% to 1.8–1.9% monthly through better onboarding and risk identification 
2. Improve activation rate from 32% to 38–40% (customers hitting "aha moment" within 30 days) 
3. Expand $80–$100K in net new ARR from existing customers (upsells, cross-sells, seat expansion)



	ROLE MANDATE

	Own retention, expansion, and customer health. Make sure every customer gets value fast, stays engaged, and grows with us. Catch churn risk early—no surprises at renewal. Build a CS team that scales without you in every conversation.


	Obsess over: Net revenue retention (NRR) and customer health scores



	NO
	ROLE BUCKET
	OUTCOMES & ACCOUNTABILITY

	1
	Retention & Churn
	☐ Reduce gross monthly churn from 2.2% to 1.8–1.9% by improving onboarding and catching risk early
☐ Identify churn risk 60+ days before renewal; save 70%+ of at-risk accounts through intervention
☐ Keep NRR above 105%; every churn gets root cause analysis within 1 week

	2
	Onboarding & Activation
	☐ Improve activation rate from 32% to 38–40% (customers hitting value milestone within 30 days)
☐ Reduce time-to-first-value from 18 days to 12–14 days through better onboarding process
☐ Build repeatable onboarding playbook by Feb 15; CSMs follow it on 100% of new customers

	3
	Expansion & Upsells
	☐ Generate $80–$100K in net new ARR from existing customers (upsells, cross-sells, seat expansion)
☐ Identify expansion opportunities 90 days before renewal; conversion rate 40%+ on qualified upsells
☐ Work with Sales to pilot expansion playbook; document what triggers expansion readiness

	4
	Customer Health & Engagement
	☐ Implement customer health scoring by end of Q1; 90%+ of accounts scored weekly
☐ Proactive outreach to red/yellow accounts within 5 business days; health improves or escalates to leadership
☐ Run quarterly business reviews (QBRs) with top 20% of ARR; document ROI and renewal confidence

	5
	Team & Process
	☐ Build CS team capacity model; each CSM manages $800K–$1.2M ARR with clear segmentation
☐ Weekly team sync on pipeline risks; no renewal surprises within 30 days of renewal date
☐ Create feedback loop with Product; top 5 customer pain points documented monthly and prioritized

	CADENCE & SCORING

	Monthly (30 min): traffic-light each bucket, unblock top risks, and decide what stops.
Quarter end (45 min): score each outcome (Hit/Partial/Miss) + write 3 lessons.
Rule: If it's a task, rewrite it as the measurable effect.
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