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The Customer Success AssessmentTM measures your business across the five pillars of Customer Success 

Management:

• Customer Churn & Retention

• Customer Journey Map

• Customer Business Value

• Leadership and Culture

• Customer Success Organization

Each pillar supports a different but integral piece of the business. Five core capabilities are assessed in each 

of the five pillars or twenty five factors in total. In this report, you will receive your overall result for each pillar 

and each core capability along with information on how you compare to the industry benchmark and scored 

as low, medium, or high.  

Three specific recommendations for improvement are tailored to your result for each of the twenty-five core 

capabilities. Review your results and take note of any areas where you scored a low or medium result, 

although even high results have room for improvement. Prioritize and begin implementing the 

recommendations to improve your results. 

The report is designed to be as self-explanatory as possible. You can also schedule time with Bob Dunn to 

discuss the results and begin addressing areas of weakness critical to creating business value, achieving 

growth, and producing revenue. 

How to use this report
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Your Overall Customer Success Result

Discover your current Customer Success result. 

Your Customer Maturity Model Score

Are you optimized, chaotic, or somewhere in between?

Your result for each pillar of Customer Success

Do you rank as high, medium, or low for the benefit it brings to your business?

Your Individual Result for 25 specific Customer Success capabilities that contribute to improving 
retention, expansion, advocacy, satisfaction, lifetime value, growth, and profitability. 

See how you compare with your competition and learn what steps you can take to get ahead with 
detailed recommendations.

What’s included in this report



Your Customer Success Maturity 

Score

Your Customer Success Maturity Score is identified to be Forming.

Culture supports increasing the focus on customer journey, experience, and outcomes.

Customer Success function likely formed or the culture and leadership embrace at minimum.

Basics are understood and being implemented including team structure, roles, skills, processes, 
customer journey map, metrics, and leading indicators.

Churn and retention importance understood, possible uptick.

Want a helping hand? Dunn Growth Experts has in-house expertise, led by Bob Dunn, to help you 
move the bar and lead the change in your business. Set up an appointment Bob Dunn today for more 
information. 
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Your Customer Success Results

This chart showcases your aggregate results for each of pillar of Customer Success:

• Customer Churn & Retention: Does your organization understand why customers leave and how 
to mitigate it?

• Customer Journey Map: Have you documented your customers’ journey and anticipated 
roadblocks and expansion opportunities?

• Customer Business Value: Are you ensuring your customers receive their anticipated business 
value?

• Leadership & Culture: Does the c-suite cascade Customer Success into your organization’s 
culture?

• Customer Success Organization: Is Customer Success ingrained in your organization’s structure?

Details on how you can improve all aspects of your Customer Success Management are included in 
the upcoming sections of this report.



Every time a customer leaves, your revenue growth slows. 

Now you need to acquire new customers to backfill in order to show growth. Furthermore, in 

addition to losing the revenue that customer provided, you miss out on the opportunity to upsell and 

cross-sell. That customer won’t be advocating for you either, further diminishing your returns.

Being able to mitigate churn and improve customer retention is one of the top requirements of any 

successful organization. How does your organization measure up for churn and retention? 

We’ve analyzed your organization against the top five indicators of Customer Churn & Retention:

• Reasons for Churn: How well does your organization understand why customers leave?

• Measurement: Do you measure churn, renewal and expansion revenue and rates?

• Customer Health Systems: Are you able to monitor customer health and satisfaction, and when 

needed, create interventions to prevent churn at least 80% of the time?

• Friction: Do you understand the customer journey, focusing on points of friction that may occur 

in the customer’s path? 

• Customer Intelligence: Is customer data used to identify when the customer is on track with 

adoption and utilization, and thereby likely to achieve value with your solution?

SECTION ONE

Customer Churn & Retention



Customer Churn & Retention

Your results indicate your Customer Churn and Retention efforts have some success, along with 
some room for improvement. 

Improving your customer retention will have immediate benefits to your organization’s bottom line. It 
will become easier for you to meet your targets and grow your business.

Your Results

You scored MEDIUM on 

Customer Churn and 

Retention

Discover the simple steps you can implement to immediately reduce churn and increase retention.

The next five pages showcase your detailed results for Customer Churn and Retention. Review each 

result in detail, taking note of areas where you are below the industry benchmarks. Your top 

recommendations are included for each dimension of Customer Churn and Retention.



Recommendation 1 Recommendation 2 Recommendation 3

RESULT: MEDIUM

The organization measures churn, renewal, and 
expansion revenue and rates, and uses them to manage 
the business – to some degree.  That’s good!  Still there 
is ample room to improve.   
Performance in these areas is critical to growing your 
company and creating enterprise value.  It is said that 
what gets measured gets managed.  This can be a high 
impact, high return area for you.

QUESTION: My organization measures and manages by our churn, renewal and expansion revenue and rates.

Measurement

In the appendix, you will find a list 
of metrics related to retention and 
churn.  Some you likely already use, 
some you may not.  A solid 
foundation includes Logo and Gross 
Revenue Churn and Retention Rates 
and Amounts, Net Revenue Churn 
and Retention Rates and Amounts, 
and ARR and MRR Growth Rates 
and Amounts.

Consider adding metrics that 
provide more operational visibility, 
control and actionable insights to 
managing your company and 
customer base.  Opportunity 
conversion performance metrics for 
internal management.

Expand and extend the degree to 
which you are acting on churn data 
and retention opportunities to drive 
the performance of your 
organization’s customer 
engagement practices and growth.  
Considering adding, managing, and 
optimizing the Quick Ratio – a 
measure of growth efficiency that 
compares revenue growth against 
revenue churn.  And, Customer 
Retention (CRC) if you are really 
ambitious!  See the appendix for 
how to calculate these.

Additionally, and with the solid 
foundation of Gross and Net 
Retention and Churn metrics and 
reports, develop the ability measure 
Expansion performance.  Review 
these metrics in the appendix and 
ensure you are measuring across 
your business.  Number of 
Expansion Deals Closed, Expansion 
Deal Value, Expansion Growth Rate, 
Win/Loss Reporting are 
suggestions.



SECTION TWO

Customer Journey Map

From your first initial contact, your customers begin a journey with you. 

As the organization providing a solution to the customer, it is up to you whether the customer’s 

journey is easy or difficult to navigate. Have you anticipated the roadblocks your customers might 

encounter?  Have you eliminated friction?  Is it clear who in your organization is responsible for each 

touchpoint in your customer’s journey?  

We’ve analyzed your organization against the top indicators of the Customer Journey Map:

• Customer Journey Map: Do you have a documented and repeatable process for each stage of 

the customer journey, from onboarding to advocacy?

• Onboarding: Do you have a clear and effective strategy for onboarding customers to your 

solution?

• Adoption and Utilization: Does your organization ensure customers adopt and utilize your 

solutions to achieve business value?

• Expansion Strategy: Are you engaging customers and expanding the relationship with cross-sell 

and upsell initiatives? 

• Customer Advocacy: Do you foster customer advocacy, both internally and externally?



Customer Journey Map

Overall, your organization is on its way but has room for improvement. Having a defined Customer 

Journey Map with a clearly documented repeatable process will lead to more opportunities. Your 

customers will be more successful with your solutions, from onboarding to adoption and utilization 

strategies, leading to opportunities to expand your customer relationships through upsell and 

cross-sell initiatives. The highest mark of success will be when your customers begin advocating on 

your behalf, further growing your customer base and revenue.

Your Results

You scored MEDIUM on 

Customer Journey Map

Enhance your Customer Journey today.

In this section, find out how you can help your customers navigate their experience with your business. 

Learn how you can smooth and simplify their pathway, enhance their experience and encourage them 

to advocate for you.



Recommendation 1 Recommendation 2 Recommendation 3

RESULT: HIGH

The organization is proficient at executing a repeatable 
approach to onboard new customers and has defined 
roles and responsibilities for internal groups, yet there is 
room to improve.

Most executives believe effective onboarding increases 
customer satisfaction and lifetime value, but only 50% 
report their organization provides the right onboarding 
services. The most frequently cited challenges to 
provide more effective onboarding are limited 
customer understanding, lack of functional group 
alignment, and poor communications.

QUESTION: My organization has a clear and effective strategy and plan for onboarding new customers, with 
defined onboarding roles and responsibilities for both organizations.

Onboarding

Onboarding is the initial stage in the 
post-sale customer journey and it 
affects the success of the 
implementation.  Onboarding is 
typically defined as the period from 
the moment of purchase to when 
the customer achieves value, 
sometimes called Time to First 
Value (TTFV).  

If you haven’t done so already, 
define the start of customer 
onboarding in late stages of the 
sales process.  The onboarding 
team, be it Professional Services or 
Customer Success, will learn 
valuable information that the 
customer will not have to repeat 
(friction point), thereby streamlining 
the hand-off.

When customer feels let down 
during onboarding, your journey 
ahead could be problematic.  

Know what success looks like:  
Commonly accepted criteria that 
define customers’ expectation for 
each and every touchpoint with 
their providers are: 

• Reliability – does your product or 
service do what it promises? 
• Relevance – does your company 
know the customer throughout the 
process?  
• Value – does your solution and 
company perform to the customers’ 
expectations? 
• Trust – does your company 
proactively help the customer 
achieve value 

Inspect and improve your 
onboarding process to deliver more 
of what your customers value.

Given the sophistication of your 
onboarding process, you know the 
importance of the customer 
achieving first value (FV) in the 
shortest, easiest, most satisfying 
ways possible (frictionless).  
Ensure your and customer’s team 
mutually define what “value 
achieved” means.  When the 
customer achieves first value treat it 
as the “Aha moment.”.  Capture and 
celebrate them both internally for 
job well done and with the 
customer.  This will memorialize 
success in the customer’s mind.  
And, it presents a perfect 
opportunity to ask the customer for 
an advocacy event such as referral 
or positive review.



SECTION THREE

Customer Business Value

Customer Business Value refers to the value the customer achieves through your solution.

When you consider your own organization, how closely do you work with the customer to onboard 

them to your product or solution and help them realize the benefits your solution was intended to 

provide?

We’ve analyzed your organization across the five dimensions of Customer Business Value:

• Customer Business Value: Does your organization have a customer success view based on 

value achieved versus the product or solution simply working as promised?

• Proactive Business Value Engagement and Consulting: Do you proactively engage the customer 

to ensure they succeed?

• Achieve and Confirm Business Value: After the sale is made and the customer has adopted your 

solution, do you confirm that they have achieved value?

• Customer Marketing: Do you share content that drives greater adoption, utilization, and value 

achievement while encouraging customers to produce referrals and success stories?

• Customer Segmentation: Do you prioritize Customer Success by segmenting customers on their 

strategic importance, value, and level of investment?



Customer Business Value

Your results suggest you have initiatives to better capture your Customer Business Value but still 

have room for optimization. 

Understanding and documenting your customer business value drivers and targets is key to your 

Customer Success strategy, as it will enable you to proactively engage your customers and ensure 

they have achieved value with your solution.

Your Results

You scored MEDIUM on 

Customer Business 

Value

Reach your full potential by optimizing the Business Value you provide.

In this next section, review your detailed results, focusing on areas where you are below the industry 

benchmarks. Your top recommendations are included for each dimension of Customer Business Value.

Looking for an expert to help you get started? Set up a session with Bob Dunn today to optimize the 

Customer Business Value you provide.



SECTION FOUR

Leadership and Culture

Leadership and Culture refers to how Customer Success is embedded within your internal company.

Does your organization embrace Customer Success or dismiss it? Ideally, Customer Success should 

be supported first by the executives and then cascaded throughout all levels of the business.

We’ve analyzed your organization for the five dimensions of Leadership and Culture:

• Executive Priorities: Do you C-level Executives demonstrate they value customer retention and 

acquisition?

• Executive Ownership: Do you have an Executive Owner who is ultimately responsible for 

driving your Customer Success function throughout the organization?

• Executive Business Review: Do you have meetings in place to maintain customer relationships 

and identify new opportunities?

• Customer Success Culture: Is Customer Success ingrained throughout your organization?

• Customer Success Goals: Do you have Customer Success goals that you track and progress 

towards?



Dunn Growth Experts understands your business and can show you how to succeed in our complex 

marketplace.

 

Research shows that today's businesses need solutions more quickly and efficiently than traditional 

consulting can offer. Shareholders and Board Members demand results, and traditional consulting can 

take up too much precious time, money and resources. 

 

Dunn Growth Experts offers a solution. We offer high value, cost effective and time efficient consulting, 

delivered through a blend of digital, remote and in-person options that make world-class consulting 

convenient and accessible while reducing the time to result.

 

This is because of our world class DGE Revenue Supply Chain™, steeped in experience, research, and 

best practices, all developed by Bob Dunn, an expert in enterprise value creation, revenue acceleration, 

strategy, alignment, execution, and leadership.

About Dunn Growth Experts

• B2B - B2B2C Revenue Growth 
Consulting

• Custom Reports and Assessments

• In-house consulting with the 4-Step Customer 
Success Solution

• Strategic Planning

• Fractional and Interim Executive Assignments

• Speaking Engagements

Our Services



About Bob Dunn

Bob Dunn, CEO of Dunn Growth Experts, has more than 35 

years of global experience in technology solutions, company 

leadership, investing, board service, and consulting with high 

profile clients. A recognized expert, Bob understands the key 

requirements every business needs to produce revenue and 

growth, which correspondingly increases enterprise value.

A thought-leader in his field and the founder of Dunn Growth Experts, Bob has distilled his knowledge 

into the DGE Revenue Supply Chain™, a systematic end-to-end approach to generating revenue 

growth and creating enterprise value.

Through the DGE Consulting Experience with Bob Dunn, you will receive the key insights you need to 

grow your Enterprise Value while taking your customer experience to new heights.



Grow your Customer Success today!
We are here to help you achieve your goals and want you to be successful. Ready to get started? 

Here are some options to help you on your way to optimized Customer Success:

1. Your Personalized CS Report: Complete your DGE Customer Success Assessment now 

and immediately receive your personalized report, it will take you less than 30 minutes. Start 

now. 

2. Report Debrief: Meet with Bob Dunn to review your report in detail in a 2 hour dedicated 

debrief session. Bob will walk you through your Customer Success Maturity Score and your 

detailed recommendations for achieving Customer Success. Packages are $499 each. 

Schedule Now. 

1. Customer Success Prioritization Plan: Work with Bob Dunn to create your action plan  

Discover which opportunities are best for you to Act on and which you should Avoid based 

on your current capabilities and their importance to the business. For only $499, you will 

receive 2 hours with Bob Dunn where you will work through the DGE Prioritization Tool.  Book 

Now.

1. 1:1 Consultation: Meet with Bob for 60 minutes  to answer on any questions you have. 

Sessions are $299 / hour. Set up time with Bob now.
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Prioritize Improvements for Action

With your results in hand and a strong understanding of your Customer Success maturity and 

improvement recommendations, it is time to prioritize which initiatives you will focus on.

You can start on your own, using this report for guidance, or you can continue to evolve your 

Customer Success Management capabilities through the DGE Prioritization Workbook, an excel-

based tool that will help you achieve success and simplify your action plan development.

What’s included in the DGE Prioritization Workbook?

Ready to get started? 

Purchase your DGE Prioritization Workbook today for the low price of $499 that includes two 

dedicated hours of online consulting with Bob Dunn.
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