CS-system

Utifran ett CSM perspektiv
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Min resa med CS-system

. Tre viktigaste sakerna for mig

Bakgrund Planima & Humly

Exempel pa kravspec

Typiska signaler

Mitt basta tips - lyckad implementering




Min resa med CS-system

Inga system... HUbSF},ét
Egenbyggda dashboards, Excel, o Avancerade
Pipedrive behorighetssystem kravdes

vid internationell expansion
e Ett system for hela bolaget

T 2019 2023

2016

l 2021

CO

CHURNZERO ‘ ' Vita"y

5 CSM & 200-ish kunder var Elanima har haft sedan 1 ar
tillbaka



Tre viktigaste sakerna for mig

D D
Kanslan av kontroll Hjalp vid prioritering Automatiseringar
e Overblick kundportfol; e Health scores e Eliminera manuellt arbete
e Person-oberoende e Indikatorer/Alerts nar kunden gar e Utan att jag fysiskt gjort nagot kan
Som ny ar detta guld vart! utanfor ett “normalbeteende” jag skicka 200 mejl en dag till
All historik ar samlad pa samma kunder med olika innehall beroende
stalle. pa hur de beter sig i plattformen

e Tidsbesparingar om att systemet
sager till mig nar jag ska gora saker
och vad jag ska gora.



humly

e EXxcel, Egna dashboards, Pipedrive e Hubspot, Planima, Dataclips, Google Sheet,
Intercom
e Storsta anledning till implementation:
o Overblick e Stdrsta anledning till implementation:
o Kontroll o Samma som Humly
o Samla all data i samma system o + att en CSM ska kunna hantera fler kunder
o Hjalpa till med prioriteringar = Vitally
= Churn Zero

e Internationell expansion kravde ett avancerat
behorighetssystem + samla all data
Vissa delar av CS-system prioriteras ner, ex
health scores.
= Hubspot

Tiden som spenderas med kund ar

1 CSM = 2000+ kunder A
mer pricksaker



Kravspec for CS-plattform

Aa Funktion

(3 360 view - (Dashboard containing company data,
usage data, support tickets, health score, NPS, tasks,
lifecycle)

() Sync user/company usage data from ex
Heap/IC/Planima

(3} Segments (Be able to segment on e.g. MRR at
risk,inactivity + segment based on user
data/company data/attributes/events)

(3 Playbooks/Workflows/Series/Sequences
(3) Customer Milestones/Goals

() Customer Journeys/Lifecycles (Visually)
(3 Identify Renewals/Expansion/Upsell

() Health Score

(3 Intercom integration

(3 Hubspot integration

(3 G-Suite integration

3 NPS in CS-plattform () 2

Customer Product feedback

Integration to Product Feedback system e.g
Productboard () 1

Mutual workspace - for customers
Slack integration

Zapier Integration

(3 Alerts/Red flags (@ OPEN

COUNT 18

= Tags

Need to have

Need to have

Need to have

Need to have
Need to have
Need to have
Need to have
Need to have
Need to have
Need to have
Need to have

Need to have
Nice to have

Nice to have

Nice to have

Nice to have
Nice to have
Nice to have

Nice to have

Nice & Need to have (CS-platform)

‘= Area Churn Zero
Dashboard
Usage Integrations

Customer health
Dashboard

Workflows
Workflows
Usage Workflows
Workflows
Customer health
Integrations
Integrations
Integrations
Customer health
Customer feedback ]
Customer feedback ]
Onboarding
Integrations
Integrations
Customer health Usage
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Typiska signaler

nar det ar dags att fa ordning pa detta

Spenderar alldeles for Svart att prioritera bland Du har inte tid att arbeta
mycket tid pa att scanna sina kunder och hitta ratt proaktivt med dina kunder
av sin kundportfolj tillfalle att kontakta dom



Mitt basta tips for en lyckad implementering

> Fa over de viktigaste datapunkterna fran er plattform
till CS-verktyget sa fort som moijligt

o Kundsegment
o Storlek pa kund
o Senast inloggad / Product usage

o Kundbeteenden i plattformen




