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CSOps is like the blind and the elephant:
Individual experience is rarely the whole trut

Lack of holistic view
into the customer
accounts

Increase the
risk of churn



Let's
all speak
the same
language

Nomenclature
clarification

Clients = Customers
Team = Internal GTM teams

CLC = Crappy Little Customer




How did you get
started?



Un-siloing you
for a 360-vie
customers



Generally Keyed by Subscriber #
= Usually tracks Billable Usage
hoeni

Ecommerce £ 0% 24
Viper

May go to Phoenix or
VBO depending on

product. Phoenix
Billable RUM

Generally Keyed by Subscriber
Usa

Usually tracks Billable

Apptus — Contains most of the
Automated contract data needed

Contract for GPX
m a n a e e Workspata D,
t onerally set up with Order Automation Gainsight PX Workspace ID.
) - or International Contracts (Should we switch
Subscriber Number?

Feeds either to product or VBO

’ Manual
There are a set of

@ SFDC Opp
Contract
7 minimum required fields
that need to be included
(] for every workspace.

Salesforce Gainsight CS

|~ -

Plan to use Golden UID,
DUNS, and SUB to key these
records




How do you identify
the whitespace and
figuring out the CLCs?



How do you
encourage/incentivize
people (sales!) to put in

the right/good data?



bring the data tog




How do you determine
the right technology to
unify siloed data?



When implementing new technology,
how do you bring people and
processes together to ensure smooth
adoption and long-term success?



Have a clear
measurable client jo
with a dynamic gro
JED *



What are the ingredients
needed to measure
a client's journey?



How to do you create
a dynamic growth
plan for clients?
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If you only
learned
three things
from this
session...

fora3
client/c

Technologi
bring
the informat

Have a clear a
measurable cli
with a dynamic






