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Overview

A framework for outcome-led customer success and revenue ownership — establishing
genuine customer success accountability for retention and expansion revenue outcomes,
not just satisfaction or engagement metrics disconnected from actual business impact,

aligning customer success function incentives with genuine commercial outcomes.

Shouldn't customer success focus on customer satisfaction and

leave revenue accountability to sales? Satisfaction matters, but without genuine revenue
accountability, customer success can optimize for satisfaction metrics that don't necessarily
translate into retention or expansion outcomes — connecting customer success to genuine
revenue ownership aligns the function's incentives with actual business impact.

What's the risk of customer success operating without revenue

accountability? Customer success activity can look successful on engagement or
satisfaction metrics while retention and expansion revenue underperforms, since
satisfaction alone doesn't guarantee the specific business outcomes that drive genuine
commercial results.

{ "@context": "https://schema.org", "@type": "FAQPage", "mainEntity": [ { "@type™:
"Question", "name": "Shouldn't customer success focus on customer satisfaction and",
"acceptedAnswer": { "@type": "Answer", "text": "leave revenue accountability to
sales?\nSatisfaction matters, but without genuine revenue accountability,\ncustomer

success can optimize for satisfaction metrics that don't\nnecessarily translate into retention
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or expansion outcomes — connecting\ncustomer success to genuine revenue ownership
aligns the function's\nincentives with actual business impact." } }, { "@type": "Question",
"name": "What's the risk of customer success operating without revenue",
"acceptedAnswer": { "@type": "Answer", "text": "accountability?\nCustomer success
activity can look successful on engagement or\nsatisfaction metrics while retention and
expansion revenue\nunderperforms, since satisfaction alone doesn't guarantee the
specific\nbusiness outcomes that drive genuine commercial results." } } 1}
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