
Actionable Scoring for 
Customer Value

Wigmore IT Group
Chief Operations Officer

Frank McCracken



Introductions

• About me
• A few questions for you?



Why Health Scores Don’t Tell the 
Complete Story

 Engagement
 No. Emails Sent during last X days

 No. QBRs and/or EBRs during last 
X days

 No. Calls during last X days;

 Sentiment
 CSM gut-feel for Customer health

 Usage Data
 Application-specific functional 

metrics 

 Session Time

 No. of Logins

 No. Clicks

 Unique Users

 Support
 No. Tickets Opened / Closed / 

Pending

 Amount of Time Ticket has been 
Opened / Response Time

 Severity of Ticket



Incomplete Assumptions
Dogs like sticks, Marvin has a stick, therefore Marvin is a 
dog!

True

False

Incomplete
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“I Love you – I’m Just not In Love 
with you”

Great usage, support & engagement 
scores mean nothing if the client 

doesn’t perceive value

“It’s not me it’s you”“It’s not you it’s me”



“It's no use carrying an 
umbrella if your shoes 
are leaking!”

Irish Proverb.



There is Another Way
McCracken’s Framework for Customer Success 
(AKA the Wigmore Way)
 Method to identify if clients perceive value
 Identify those that don’t
 Understand which CSM’s are overloaded/light
 Give CSM’s a roadmap to value for their customers
 Allows for better customer retention & upsell 

forecasting
 Validates role of CS internally



Think Strategically – Act Tactically
 Do they believe your truth?

Success for a customer is based on perceived value
Do they use your reports for their key decisions? 
 Is someone else stealing your success?

 Have you delivered on the original promise to the exec?
 Are you providing valuable insight to enough 

executives?
 Are you integrated into their core systems?
 Are you tracking against past learnings?

MONTH 1 MONTH 2 MONTH 3 MONTH 4 MONTH 5 MONTH 6 MONTH 7 MONTH 8 MONTH 9 MONTH 10 MONTH 11 MONTH 12

Expectation Levels

User Executive

Really George?









Relaunch TrainingAccount Discovery & 
Training

Renewal & UpsellAccount Discovery & 
Renewal

Account Discovery & 
Adoption

Account Discovery & 
Renewal

Adoption & RenewalAccount Discovery & 
Adoption
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QUESTIONS?



“We learn from failure, 
not from success!”

Bram Stoker



Thank you 
Any further questions, please 
come talk to us in the main hall
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