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What are the charters of your Customer Success

Organization?
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The Charter of Professional Services

C-Level Stakeholders 22%
Core PS Stakeholders 22%
Other External Stakeholders 22%
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Lori Ellsworth

VP of Product Management,
Professional Services Cloud

Lori Ellsworth is Vice President of Product Management for Professional
Services Cloud at FinancialForce, leading the team that drives product
strategy and direction to deliver value to professional services organizations
globally. Lori has been with FinancialForce for six years, and brings over 30
years of business and SaaS software experience. For the last 20 years, Lori
has focused on delivering solutions for professional services organizations.
She had held a variety of Product Management roles at Compuware,
Changepoint, and MKS. Lori holds a Bachelor of Mathematics degree from
University of Waterloo and an MBA from Schulich School of Business, both in
Canada.
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KinmnmpLe

» Kimble’s Professional Services Automation
(PSA) software helps services
organizations make better decisions
Peter Fitzpatrick sooner, increasing customer satisfaction
Chief Adoption Officer and optimizing resource utilization,
e profitability, and business scalability

» Kimble offers comprehensive out-of-the-
box functionality covering project scoping,
resourcing, project management, billing,
revenue recognition and more

» Over 20 years experience in consulting and
professional services

» Joined Kimble in 2013

» Prior to taking on Chief Adoption Officer role,
was Chief Implementation and Business
Transformation Officer at Kimble

» And it does it all on the world’s leading
CRM platform, Salesforce, giving
businesses a unified solution that makes
service delivery more predictable, more
profitable, and more efficient




The Kimble Subway Map KimeLe

Aligning Teams around Processes That Lead to Consistent Customer Success



Gayle Lassen

VP, Professional Services,
Mavenlink

EXPERIENCE

. Professional Services & Education Services executive
with 2 decades of software industry leadership
experience.

Mavenlink, Global VP Professional Services
o Established Mavenlink’s Enterprise PS
practice and Boston Mavenlink office
Leads Mavenlink Education Services team

Kofax, Director PMO & PS Operations

170 Systems, Senior Mgr PS & Education Services




M Mavenlink

INDUSTRY CLOUD
FOR PROFESSIONAL
SERVICES™

Purpose-built technology with a resource-first architecture
that puts people at the core

M Copyright 2021, Mavenlink, Inc. - Proprietary and Confidential.



The Mavenlink Industry Cloud for
Professional Services is purpose-
built for professional services
organizations, overcoming long-
standing technology
shortcomings. Mavenlink helps
services leaders reach new
levels



Adrian Speyer
Head of Community &
Lead Evangelist @higherlogic

@adrianspeyer
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YOUR SPEAKER

e Based in Charleston, South Carolina

e A husband and father of two children, Beckett
(4) and Isla (9 months)

e Outside of family and work | enjoy playing
tennis, the guitar, and boardgames.

e Been with Gainsight for six (6) years in a variety
of different roles.

e Had the opportunity to build out our CS efforts in
London for our EMEA customer base.

Easton Taylor
Vice President of Customer Success




ABOUT GAINSIGHT

X f Drive Outcomes
Enable Adoption
P & Retain Customers

Customer
Success

Improve

Net Retention

Scale & Expand \ Revenue Optimization Customer Experience ‘ Improve Experience &
Build Advocates
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Delivering Value vs. “Launch and Leave”

Do you have a methodology for developing PS offerings that are
intended to increase adoption of products by existing customers?
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Source: TSIA 2021 Professional Services Benchmark

Implementations
must take a different
focus when the goal
Is accelerating value

realization



Live Technology Summit Poll Results
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What is the CSM's Role in Implementations?

70%

of companies have CSMs
engage with the customer either
before or immediately after
contract close

Source: TSIA 2021 Customer Success Benchmark
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What portion of the Health Score is dedicated to the

following:

CSM Disposition

23%
Adoption 22%

Other
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Sales m— 29,

Education e 29,
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Account to CSM Ratio: High Touch v. Low Touch

High Touch Engagement Model Low Touch Engagement Model
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Who Owns Onboarding?

Who has the primary responsibility at your
company for customer onboarding?

— 519, w. Customer Success is
increasingly taking

ownership of
onboarding
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Live Technology Summit Poll Results
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Technology Adoption and Planned Spending
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Who Is Delivering For-Fee CS Offers?
Is It A Scalable Business?

38% 21%

of companies have fee- of companies measure
based Customer gross margin for
Success offerings monetized CS offers

Source: TSIA 2021 Customer Success Benchmark
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Technology Adoption and Planned Spending
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How is Services Convergence Accelerating PS and CS
Collaboration?

Big “C” Customer Success Organization

Chief
Customer
Officer

 Offer Definition » High Touch  SS/FS « PMO

 Offer Engineering * Low/Digital Touch + PS + RMO
» Partner-Led « ES * Analytics

* Renewal « MS « KM
Specialists * Cloud Operations + Finance

From “The Case for Services Convergence and Big “C” Customer Success”

"SKJ | www.tsia.com

69% of companies see an overlap in
their services portfolio

45% of companies have an approach
to chargeback resources across
different service lines

75% of companies are actively
pursuing initiatives to find cost

synergies across existing service
lines

TSIA R3 Poll, Services Convergence, June 2020



Live Technology Summit Poll Results
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