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Customer Success Practice Questionnaire
Cisco Partners applying for the Customer Experience Specialization may fill out this questionnaire or the power point version and

upload it into PMA. All questions are mandatory.

1. Company Overview

Please attach power point file if available

Please provide an overview of your company and (We are looking for a generic company overview (incl. history and your company’s vision) and value
your unique value proposition. proposition — In aprox 142 words

How does your company differentiate itself with (Describe your strategy how your company differentiates by delivering Customer Success Practice
lifecycle services? what are the advantages vs a traditional model by incorporating Customer Success and Lifecycle

services to your business model) - In Aprox 80 words

Example — Our organization is focus on driving EA on all architecture to our customer base to provide
amore complete solution to their needs.

Where are your office locations and in which (PIs provide your office location ~ HQ office and branch office in other cities or country if applicable)
geographies do you serve customers?

Please provide an overview of your organization (Insert a slide with Company organization chart including your CX department, roles reporting
structure. structure):

> Overview of roles
> Where does the Executive Sponsor sitin the organization
> Where do the CSMs and RM sit in the organization

Describe your industry focus and ideal target List Targeted market segments - In Aprox 35 words
customer.

2. Business Plan

Please attach an org chart including Customer Success organization

Please describe your company’s strategy and PIs provide the generic vision and company strategy for your organization

goals. Example: We drive digital transformation to the Enterprise sector, provide best customer
experience in the public sector.

Have you clearly defined a business plan relative Pls provide the business plan specific to the Customer Success. That is what is your business case to
to your customer success and lifecycle services start the Customer Success practice — e.g., to gain Cisco Lifecycle Incentive, to support recurring
revenues, margins, operating expenses, and revenue, to help customer realize business outcomes, to reduce churn, etc.

required investments? Pls provide numeric Customer Success goals e.g., reduce churn to 10% of ARR, Achieve 100K of LCI,

support 1M recurring revenue In Aprox 123 words
(Describe your Customer Success Practice investment to achieve the goals, for example head count
investment, tool investment)

Please give an overview of your customer success | This can be addressed in Company overview section as part of “Overview of your organization
resources. (please provide the organization chart) | structure”

Please list and define your Key Performance (Some common KPIs include ~ number of customer success plan in place, customer health score,
Indicators (KPIs) of the CSM: renewal rate, recurring revenue, customers churn rate, etc. Describe how you measure your Customer

Success team such as CSM or RM or any other roles in the lifecycle journey, in order to be able to
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Please describe how your compensation plan
aligns to your recurring offer business plan, drives
the desired recurring offer sales behaviors, and
rewards superior Software-led sales results.

Describe how your customer success practice
contributes to the overall business.

3. Customer Success Processes

Please attach document

Define your customer success methodology or
process, such as TSIA’s LAER model, or
engagement framework.

Describe how you track business outcomes and
KPIs.

Does your company have an internal enablement
plan to develop customer success expertise in-
house, including customer success management
methodologies, offers, and customer value
propositions in order to develop capacity and
accelerate your transformation?

recognise/identify the benefits of investing in the practice and the benefits in the customer
engagement.)

(You can utilize a foundations of Customer Success e-book on the SuccessHub to help you with
addressing some of this area such as compensation.)

Example a mix of fix and variable component (e.g., 80/20), and/or SPIFF incentive to drive recurring
revenue

(Describe how CS influences additional business capturing, business retention (Renewal), expansion to
new technology areas (Expand), customer stickiness (ARR grow) etc)

Define your customer success methodology or process, such s TSIA’s LAER model, or Cisco
racetrack or any other engagement framework.) - In Aprox 123 words Insert about 43 words about
each of the life cycle stages and the way you approach it (this section should ideally be presented
via some graphics)

(Is there a structured process to guide your company through Land-Adopt-Expand-Renew.

Provide your lifecycle model ~ your organization might have adopted Cisco Lifecycle racetrack, but
you might also use your model that fits your organization)

Pls explain which system is used to track the P, e.q., the SAP system provide ARR growth and
Renewal rate

Q3 & 4 can be answer together. How do you enable your internal team on the concept of Customer
Success and the role that the CS team play in driving Recurring Revenue.

Do you have a Sharepoint folder to capture customer success use case as case studies? Do you have
internal slides to educate your Account sales team on the long-term benefits of adoption in driving
Cisco solutions and business outcomes.
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4. Tools and Platforms

Please attach document, diagram, and screen shots

Do you utilize platforms and tools to ensure sales
execution, tracking of customer success plans,
adoption metrics, business outcomes and KPIs?
Can you track activities in each phase of the
customer lifecycle?

Do your tools allow you to identify customer
adoption barriers (technical/non-technical) and
track remediation strategies?

Does your company's sales, licensing, and
customer success teams utilize tools or a

How do you collect data from your customers? What telemetry you use (Smart account, WebEx
Control hub, DNA Center, Secure X portal, etc.)

Do you use any Customer Success Tool to provide you with traffic light dashboard of various
parameters that shows the health status of your customer or do you track it manually? Mention
what capturing method do you use and how do you manage the information.

Note 1: We are not expecting specialized-level partners to take on CS tools from a day one. We are
accepting any tools incl. excel for Partner do their Customer Success tracking and monitoring. The
excel will obviously not give Partner the intelligence to integrate Health Index of the Customer.
Note 2: You can insert your own slides, screen shots or extracts from your formal playbooks to
support answers to the above questions

Describe how do you capture barriers and resolution activities, what types of barriers do you identify
(if you do) and what activities these barriers trigger (if any). How this activity improves (if it does)
your Customer Success process.

(Write down next to each section below what CRM/ERP/Sales or Customer Success tools do you use
and for what data gathering?)
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customer success platform that aggregates the
following customer information to manage overall
customer success and health?

If applicable, please describe your historical sales
information:

e.g. the ERP/CRM system (provide the name of the system used)

If applicable, please describe your hardware and
software assets:

e.g. the ERP/CRM/ITSEM system (provide the name of the system used)

If applicable, please describe your service contract
data hardware:

e.g. the ERP/CRM system (provide the name of the system used)

If applicable, please describe your solution
consumption (adoption metrics or telemetry)

Where do you get the consumption data - Smart account, WebEx Control hub, DNA Center, Secure X
portal, etc.

If applicable, please describe any 3rd party
information used to manage overall customer
success and health:

Do you also support Customer Success function for any other principal vendors such as Microsoft?
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5. Sales and Marketing Strategy

Please attach marketing material if available

Please describe how your sales and marketing
strategy leads with business outcomes/use cases
and positions the business value of subscriptions.

Please describe how your sales and marketing
strategy ensures customer success and value
realization.

Please describe your internal processes support
hand-offs from sales to delivery to customer
success and back to sales throughout the
customer lifecycle.

(Customer facing collaterals, website, use cases, videos, sheets, collaterals, etc. for your customer
success)

(Describe what Sales & Marketing activities you have in place (if any) to promote your €S
methodologes to customers, create awareness internally and externally and communicate success)

(Utilize a foundations of Customer Success e-book on the SuccessHub to help you with addressing
some of this area such as internal customer success hand-off process. Describe how you document
Hand Off Processes ( Flow charts, documents, through workflow tools etc) e.g., from the Account
Sales team/Project Team to the Customer Success Team during Land-Adopt transition.




