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PROFESSIONAL SUMMARY

[Customer Success Manager] with [X+] years of experience driving customer retention, product adoption, and revenue growth across

[B2B/B2C/SaaS] environments. Proven track record of managing complex customer portfolios, reducing churn, and expanding accounts

through data-driven success plans and proactive engagement. Skilled at building executive-level relationships, leading cross-functional

initiatives, and translating customer feedback into product and process improvements. Known for combining strong business acumen with

a customer-first mindset to deliver measurable outcomes and exceptional customer experiences.

PROFESSIONAL EXPERIENCE

[Senior Customer Success Manager] | [Company Name]
[Month Year] – Present | [City, State]

Own a portfolio of [X] mid-market/enterprise accounts totaling [$X] in ARR, driving onboarding, adoption, and renewal strategies that

consistently achieve [X%+] gross retention and [X%+] net revenue retention.

Develop and execute structured success plans aligned to customer business objectives, leveraging tools such as [Salesforce],

[Gainsight], and [HubSpot] to track health scores, product usage, and risk signals, resulting in a [X%] reduction in churn within [X]

months.

Lead quarterly business reviews (QBRs) with VP/C-level stakeholders, using data visualizations from [Tableau/Looker/Power BI] to

highlight ROI, identify expansion opportunities, and influence upsell/cross-sell motions in partnership with [Sales/Account

Management], contributing to [$X] in incremental revenue.

[Customer Success Manager] | [Previous Company Name]
[Month Year] – [Month Year] | [City, State]

Managed end-to-end customer lifecycle for [X] small-to-mid-size customers, from onboarding and training through renewal, achieving a

customer satisfaction score (CSAT) of [X%] and Net Promoter Score (NPS) of [X].

Implemented a proactive engagement model using [customer health scoring frameworks] and [CRM/CS platforms], enabling early risk

detection and intervention that decreased at-risk accounts by [X%] over [X] quarters.

Collaborated closely with Product, Support, and Marketing teams to escalate critical issues, advocate for customer needs, and

contribute to knowledge base content and webinars, reducing support tickets per customer by [X%].

EDUCATION

[Bachelor of Business Administration, Major in Marketing] | [University Name]
[Month Year] – [Month Year] | [City, State]

Relevant coursework: [Customer Relationship Management], [Data Analytics], [Organizational Behavior], [Marketing Strategy].

SKILLS

Customer Success & Strategy: [Customer lifecycle management], [Account planning], [Onboarding & adoption], [Renewal management],

[Upsell & cross-sell identification]

Tools & Technologies: [Salesforce], [Gainsight], [HubSpot], [Zendesk/Freshdesk], [Jira], [Tableau/Looker/Power BI], [Excel/Google

Sheets]

Data & Process: [Customer health scoring], [Cohort analysis], [Churn analysis], [QBR preparation], [Playbook development], [Reporting &

dashboards]

Communication & Leadership: [Stakeholder management], [Executive presentations], [Conflict resolution], [Cross-functional

collaboration], [Change management]

Customer Experience: [Voice of the Customer (VoC)], [Journey mapping], [Feedback analysis], [Training & enablement], [Process

improvement]

PROJECTS

[Customer Health Score Framework Implementation] | [Company Name]
[Month Year] – [Month Year]



Designed and implemented a multi-factor customer health score model incorporating product usage, support interactions, contract

value, and engagement metrics using [Gainsight/Salesforce] data.

Partnered with Analytics and Product teams to validate thresholds and triggers, enabling targeted outreach campaigns that improved

renewal forecast accuracy by [X%].

[Scaled Onboarding Program for New Customers] | [Company Name]
[Month Year] – [Month Year]

Created a standardized onboarding playbook, including email sequences, training sessions, and in-app guidance using

[LMS/WalkMe/Pendo] to support a growing volume of new customers.

Reduced average time-to-first-value by [X%] and increased product activation rates within the first [30/60] days by [X%], as measured

in [analytics platform/CRM].


