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Sales
Customer 

Success

Implemen-

tation
Marketing Notes + Other Considerations

Book new logos Account Executive responsible

Onboard customers
CSM responsible

Drive adoption and 
value

CSM responsible with support from 

Implementation team 

Harvest brand 
advocates

CSM responsible with help from 

marketing 

Renewal CSM responsible 

Upsell / Expansion
Sales to support CSM where needed on 

bigger / more complex opportunities 





Step in our process Let’s try to do THIS… …instead of THAT

• Schedule an internal knowledge 

transfer call between Sales and 

Culture Solutions BEFORE our 

kickoff call w/ the customer

• Rush into our kickoff call with the 

customer without sharing what 

we learned while winning the 

deal 

• Implement our standard 

enhanced approach on the 

recommended timeline to provide 

immediate value to the customer

• Provide customized and non-

standard options that increase 

hours to serve and slow and 

diminish value to the customer

• Schedule an internal account 

review meeting between Account 

Management and Culture 

Solutions BEFORE our renewal 

call with the customer 

• Provide a renewal proposal to 

the customer without internal 

input from all relevant internal 

stakeholders
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