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Great Customer Success -> 
Acquisition



The beginning of 
Customer Success at 
ReviewPro



The beginning of Customer Success

2017

Upsell Campaign 
(January) 

Identified small 
Accounts churning 

(August) 



Some technical support 
added

Introduction of Gainsight

The Birth of Customer 
Success



Introduction of Gainsight 
to the Organization



Introduction of 
Gainsight to 
Manage 
Customer Health

SOCIAL MEDIA

There are many variations of passages 
of Lorem Ipsum available.

Introduction of Gainsight



Healthscore to measure engagement of our 
clients.



Visibility
Transparency
Value

The idea was to promote 
the value of the support 
team to the sales 
organization and provide to 
them visibility of the 
progress of the client, and 
the amount of effort it took 
to fully implement a client

Health Widget in Salesforce

Provides visibility to the Sales Team on the Health of 
the client.

Visibility into the Proactive Touchpoints

Whole organization has visibility into the most recent 
proactive communications with the clients and able to 
review the detail and make comments to the 
Customer Success Coach.

Visibility of Support Cases

We also moved our support cases from Desk.com to 
Service Cloud with the intention of making sure once 
again that our Sales Team had visibility into everything 
that was happening with their clients.

Transparency for the Sales 
Organization



Is It Possible to 
Drive Revenue 
from Customer 
Success.

Adding Value to Customer 
Success 



Clients Recognized 
Value.
Sales Recognized 
Results.

Adding Value to Customer 
Success 



Automated Churn 
Survey sent to 
smaller clients.

Adding Value to Customer 
Success 



Keeping 
Accounts 
Engaged.

• Once the Customer Success Team had 
engaged the accounts, an automated email 
campaign was created to keep them 
engaged.

• Cadence for delivery was 14 days, 30 days 
and 60 days after the initial verbal 
communication.

• Clients were interacting with these mails, 
and having made them look personalized, 
reaction was very positive.





Upselling + Cross-Selling 
Through Customer 
Success



Upselling + 
Cross-
Selling.Engagement Through Customer 

Success
Customer Success Team began engaging our 
smaller clients to introduce them to the tool in 
more detail.

We became astonished by the amount of 
clients that had requested to add more 
Hotels/Restaurants to their current 
subscription which began to drive additional 
revenue. 



Upselling + Cross-
Selling.
Upselling Program

• 2019 Strategy was to Upsell
• Customer Success & Sales Teams became much closer
• Threshold created for the accounts that sales can upsell to, and the ‘sweet-spot’ that Customer Success 

Should work with.
• Customer Success Team would then engage these clients to get the Healthscore moving up and as close to 

cross the threshold as possible.

Upsell – Sales Team can engage the clients for upsell

Proactive – Customer Success Team to engage the 
client to push them over Threshold

Reactive – Support and engagement reactive and Tech 
Touch



Upselling 
Automated 
Campaign.
• Email campaign created that was automated 

and sent one email every two weeks.
• There were 12 emails in total, 4 emails for 

each client type based on the products they 
already had.

• Fantastic qualified leads were generated as a 
result.

• All customer facing emails are sent from 
myself, through Gainsight, and not through 
marketing!

• Open rate remains high!



Upsell Dashboard 
for Customer 
Success



Upsel l ing to 
Addit ional  Cl ient  
Types Through a 

Face to Face 
Training

Upsel l ing of  
Consult ing Packs

Cross-Sel l ing Other  
Products



Internal 
Competition and 
KPI’S for Upsells
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Other initiatives 
driven by the 
Customer 
Success 
Organization.

As we engage more and more with 
our clients in order to simply have a 
conversation, we have identified that 
there are many other uses that 
Gainsight could Help us with. 

Logging of Touchpoints
Any communication verbally by our team is now logged within a feature 
called timeline within Gainsight.  This enables us to track all activity by 
the team and this activity is then used to influence the client 
HealthScore. 

Tracking of Consultancy Packs
Consultancy packs that are purchased by our clients are now tracked 
within Gainsight.  This provides the opportunity to understand how many 
hours have been used, and in the future, an automated email will be 
generated once they have consumed 80% of their pack to provide an 
opportunity to sign up for another. 

Coolio Cases
The team have a KPI where they have to obtain one ‘Coolio Case’ per 
month.  The definition of a Coolio Case is the ability to identify a use 
case from a client of how they used data or tools from ReviewPro to 
change product, service or processes for the better.  These are then 
shared internally by an automated email through Gainsight to the 
whole organization to help them use new examples when selling

Upselling in Customer Success Leads to Other 
Opportunities





Customer Success offers huge 
value to the organization, the 
client, the Sales Team and the 
bottom line. This however does 
not mean that outsourcing 
Customer Success doesn’t work!Neil James. ReviewPro     ;-)



Results of Touchpoints and Upsells 
from our 
one Outsourced Customer Success 
Coach

ReviewPro plans to invest in 
d CS i  2020
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Customer Success 2020



Automate more, 
add more 
resources, reduce 
churn.

As we move into 2020 the Customer 
Success Organization will continue to 
evolve where the whole Account 
Management and Customer Success Team 
will become ONE Customer Success 
Organization. Customer Success sells well 
to new clients! 

Moved from MixPanel to Gainsight PX
During the month of September ReviewPro switched to a the new PX platform 
by Gainsight.  This platform provides us more opportunity to engage with 
clients in-app.  In addition the usage data is now tracked by Gainsight and 
driving the Health Scores 

Remove Technical Support Barrier
We will implement new Technical Resources into the team next year, and 
make sure that Customer Success Managers are not spending time 
investigating issues, creating JIRA tickets and verifying fixes.  They will simply 
communicate with technical resources and be the conduit between tech team 
and the client. 

Technology to improve support
The intention is to move away from templated support at Level 1, and invest 
in a GIF tool that will enable us to send moving images to help clients get a 
better understanding and reduce email communication.  Implementation of 
support through chat to enable us to close more cases quickly and deal with 
multiple cases windows at a time

Customer Success Strategy for 
2020



Already amazing 
results received 
from Gainsight PX

Gainsight PX







Knowledge BOT

Gainsight PX



QUESTIONS?
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