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WHY DID WE 
INVEST IN CS 
TECH?

AUTOMATION

STANDARDISATION

ALERTING

INTRODUCTION



HOW DID WE 
GET STARTED?

TOOL SELECTION
Requirements, Demos & 

Negotiations

SALESFORCE
Fresh installation, tidy data

TRAINING
Complete the mandatory GS 

modules

STAFFING
Make time for the team to make it 

successful

PRE-IMPLEMENTATION



GET YOUR MINIMUM 
FUNCTIONALITY

BE COMFORTABLE TO 
DO LATER STAGES 

YOURSELF

WHAT SHOULD THE AIMS OF AN 
IMPLEMENTATION BE?



DO YOU UNDERSTAND YOUR DATA?



VISUALISE YOUR DATA AS 
EARLY AS POSSIBLE

TOP TIP!



FOCUS YOUR 
FUNCTIONALITY.

LIFECYCLE

CTAS

The basic building block.

Treat these as ‘leading 
indicators’ of health.

HEALTH SCORES

NPS

Get a sense of your risk.

Understand what your 
customers are thinking.

PLAYBOOKS
Destroy your wiki!

IMPLEMENTING



FOCUS YOUR 
FUNCTIONALITY.

LIFECYCLE
The basic building block.

IMPLEMENTING

New 
Customer

Kick Off

Proof of 
Concept

Onboarding

Launched

Adopting

Performing

Renewed
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FOCUS YOUR 
FUNCTIONALITY.

HEALTH SCORES
Get a sense of your risk.

IMPLEMENTING

Overall 
Experience

Support 
Experience

Sentiment 
Risk

Customer 
Experience

Stakeholder 
Engagement

Product 
Fit/ROI

Company 
Risk

Customer 
Outcomes

Monthly 
Active Users

Usage of 
individual 
features

Product 
Usage

23
%

26
%

51
%
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Give your CSMs 
actionable information
they cannot get 
anywhere else!



MONITORING 
SUCCESS.

There’s no point launching 
something and then forgetting about 
it- how can you engage the team?

BUILD INTO PROCESSES
Make a dashboard for 1:1s, review Gainsight 360, run 
Customer Health meetings.

TRAIN AND ENGAGE
Train little an often- Tell everybody in the business 
how they can leverage the new stuff.

CONTINUE TO DELIVER
Crowdsource ideas for new reports, alerts and 
functionality. Seek High Impact, Low Effort.

POST LAUNCH



HOW WOULD WE 
DO IT DIFFERENTLY 
NEXT TIME?

PLAN

PREP DATA

SCOPE

LESSONS LEARNT



WHY WERE WE SUCCESSFUL?
LESSONS LEARNT



QUESTIONS?
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