*SBI

Growth Advisory

Account Growth
and Expansion for
Customer Success™

Provide your customer success team with the skills, tactics,
and tools to grow and expand customer accounts.

Learn a proactive approach to managing the post-sales customer relationships,
focusing on demonstrating value to customers and identifying expansion
opportunities within existing customer accounts.

Best for:
* CSMs
Program Benefits: Account Managers

* Orchestrate post-sales teams to drive more * Other customer-facing roles
revenue growth

Leverage customer personas and storytelling to
accelerate adoption

Communicate business value and ROl to Workshop Length:

customers S * Two days onsite or six 2-hour VILT sessions
Help customers realize more value through

post-sales journey maps

Quialify growth opportunities and develop

multiple customer champions Delivery Options

Use impactful EBRs to uncover new expansion * Instructor-led training

opportunities * Virtual instructor-led training

Customization:

SBIl understands that each sales organization is unique, with its culture, processes, and set of abilities and challenges. Training programs
include pre-training consultation and are personalized for your organization with customized case studies, examples, and exercises to
make the training more relevant to program participants.
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Lesson 1 - Orchestrate Your Lesson 2 - Leverage Personas Lesson 3 - Drive with Success
Team to Impact Growth to Drive Value Metrics

* Define the roles of post-sales
team members

* Understand the impact of post-
sales alignment on the
customer

* Uncover sources of
gaps/friction in the post-sales
team

* Improve post-sales team
collaboration
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Lesson 4 - Map the Customer
Experience

* Assess customer needs,
milestones, and risks
throughout the journey

* Align key internal activities to
achieve company outcomes

* Create a post-sales customer
journey map to align internal &
external events

e Define and understand the
value of Customer Success (CS)
customer personas

* |dentify the elements of a CS
customer persona

* Engage key stakeholders to
realize value

* Use storytelling to connect with
customers and accelerate
adoption
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Understand the key financial
metrics by which SaaS and CS
are measured

Align customer engagement
strategies with business goals
Communicate value and ROl to
customers

o

Lesson 5 - Qualify Expansion
Opportunities

* Evaluate expansion
opportunities based on your
Ideal Customer Profile

* Multi-thread to leverage
multiple customer champions

* Apply an expansion matrix to
identify the accounts with the
most growth potential

Lesson 6 - Conduct Engaging
Executive Business Reviews

|dentify the milestones for
which QBRs/EBRs are most
strategic

Deliver engaging presentations
to key stakeholders

Uncover key growth and
expansion opportunities
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WHY SBI?

Driven by insights and delivered from experience, SBI continues to help clients grow their revenue, margin and enterprise
value in ways never before possible. Working with us, leaders can expect confidence and trust with experienced partners
every step of the way. We engage and support our clients as an extension of their team, both guiding and working side-by-
side to deliver relatable, practical strategies that work for today and tomorrow.

Connect with SBI today and talk to us about how we can help you on your growth journey.
Learn more: sbigrowth.com
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