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@ustomer Succes§

Customer Success Is that customers realize the value they expect through
Interactions with product.

Revenue

Customer Success

|
Building Relationship

Traditional model
o SaaS

Time

How to measure the success?
How to achieve customer success?




To achieve Success:

Recommend
learning

Trigger
sales for
expansion

Product
Improvement

Increase
renewal

Proactive
Support

Monitor and navigate
during customer lifecycle

A visualization Practice for Uniform Customer Success Metrics

To measure Success:

Onboarding,
Adoption &
Retention |

Annual
Recurring
Revenue

Subscriber
Engagement

Contact
Quality

Customer
Lifetime
Value

Customer
Satisfaction

Create standardized metrics of
Customer Success
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We need to SHOW success. a tool of --

VISUALIZATION

Not only to present data,
but also to assist analysis.
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Interviews with Persona & Sketches Prototype Cognitive
Metric owners User story Walkthrough




PROJECT PLANNING

Use this when you're beginning a new project and you want to get started with a clear head.

Start planning

Start by filling in each of the sections below to get your project off to a solid start. Invite other planners or stakeholders to collaborate
as you define the different pieces of your project. Some PRO TIPS are listed at the bottom of some of the sections.

PROJECT GOALS

What problem are we trying to

solve?

Create Dashboard for

executives

Innovate &
creative

PROTIP: Y

\%

Assist in
Data-driven
company
culture

Trigger
people's
curiosity &
attention

Deliver
insights

ACTION ITEMS

What are our next steps?

Who is responsible for

Conduct
secondary
research

lterate and
evolve
prototypes

(assist)
Evaluate
prototypes
through
iterations

(assist)
create data
model &
workflow

doing them?

Design
metrics/charts
through
iterations

Develop
final version
of
dashboard

(assist)
design
usability test
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HOW WILL WE WHO WILL COST WHAT ARE WE MISSING? POTENTIAL OBSTACLES
Y Time, resoL i etc
MEASURE SUCCESS? PARTICIPATE 2 2 ISR ey [Tl U What necessary incredients for Know what road blocks you might run in
Be specific. Example: "Increase one-day What will their roles be? your project do you still need? to so you can be prepared for them.
retention by 15%" instead of "Better retention"
Design
Fulfill user Data fries and Data
: Provide metnes an If interaction Touch-scree  Voice-input i
expectation deenar Visualization ~ dashboard ( involvea) i ey F::tc available =
through kbl Engineer through Metrics
aratlon insights iteration selected
Assist in User Many
Guangiao Ul e designing / requirements iterations
Yin evaluation change
Measurement: — through before
Usability test iterations deployment
L Complex S
Assitin v Interaction can mp Visualization
Data creating data e visual
Engineer T - be limited presentation does not fulfill
Blocecsliata WHAT DO WE HAVE™ (hardware, might be user
What necessary ingredients for your LB EEEEE restricted expectation
project do you already have?
Secondary
research
Front-end: Backend:
d3js, Node.js,
Highcharts,  python(flask),
PHP
PRO TIP: Once you get ot Angular 2.0
Project Kickoff ter at )
PRO TIP: Y in delete t i use t
the Frameworks s¢
U"djsr:trand Generate Design lterate and Denloyment
requirement initial metrics prototype Evolve ploy
il
project
» _ User WHY, How & WHAT Factors based ‘ Data source: ADP data, RaSTDoRTH Visual . Build data Build creat_e ﬁr_tal
g)g:gl\z; :‘r?:\g; ?c:::l; :‘n:me» Caaich r:::::;\ visual design con;g;:){rr:‘zgr{:rk. structure presentation Metrics (data) Interaction el irz:\se:bzv:r;or vls\:;l;x::on
f— Global info
NNOV:
Secom:‘ary interaction Ot peeduct Each Metric Interaction reql::rs:r:\enl
'::;?:ém?: presentation Pattern S stmer
executives
care al;out Trigger
curiosity &
attention Social
Interview & Enhance impact
survey data-driven goasie

g visual

design culture

Provide

general
overview of
products

Real-time
usage data

Products Growth
difference
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Initial layout design for 2nd visualization vie
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Industry
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“‘How to get a general
understanding of specific
customer health?”

“We want to understand customers across categories such
as Industries, company size, billing size, etc.

“We want to compare the
Individuals score and move
through time, against an
aggregated score for the
overall population or for a
comparable segment.”

“We want to see the growth for each
customer across regions. Even the
hierarchies and distribution of the
customer.”
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“We need to see the risk
of whether our customer
will renew the products.”

“Adoption score changes
through time”

“Customer Health 1s
different from account to user,
different based on where they
are In the lifecycle.”

“We wan to show not only
the number, but also how
the number was generated. ”

“The longer It takes for
the customer to start using
product, the more help
they need.”

“We want to reach out to
the customer based on
their engagement with
Autodesk.”

“We need High-
level KPIs to show
economic values.”




