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Who is Meazure
Learning?

Our goal is to serve the higher-ed marketplace
by providing a reliable and secure online
proctoring experience. The higher-ed division
accounts for $30 million of Meazure Learning’s
$92 million in revenue. Our customer success
team is comprised of 17 members who are each
responsible for about $2.5 million in their book
of business.
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Topics to Discuss

Cravings

Recipe Research
Prep & Bake

Enjoy

Evaluate

Modify & Fine Tune



The Cravings
Where We Started

Last Touch: The last interaction our CSS’s had with
the client in the last 21 days.
Risk Status: Does or Does Not exist.
CSS Sentiment: Green, Yellow, and Red. -
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LAST 14 DAYS

LAST 14 DAYS

Spoiler Alert: This did not work for us.
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Recipe
Research
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Prepare
Determine What Is Important

TIERS DIMENSIONS

Different Tiers require different needs and The different categories that allow you to

different health scores. analyze your customer base.
METRICS

Selecting data points to filter into the different

dimensions.
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B d ke Work Dimension Risk Dimension

Multidimensional Last Risk Status
Health Breakdown Touch Friction 20%
50% 40%
Work
20% .
Sentiment
Risk 50% 10%
30%
YOY Dimension Feedback Dimension
Student NPS
YOY voume sat 20%
20% 60%
’ CSAT
20%
Feedback Revenue

50%

30%
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Enjoy
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Evaluate
Your Metrics For Success
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Cleaning Up NPS
Evaluating Your Metrics For
Success

NPS - Decoptralizod

ali 2021

Fall 2021 NPS User NPS Breakup NPS - Centralized
(sentt th) NPS Result Fall 2021 Fall 202
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Good \ ' CGreat Needs Improvement

& Foll 2021 NPS - Decentralized
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summer
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Modify & Fine — W

Tune advice Lo people:

learn how Lo cook -- try new recipes,
learn from your mistakes,

BE FEARIESS,

and above all have fun.

- Julia Child (
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Evaluate Your Metrics
Adapt Based on Executive Expectations

RISK CATEGORIES
Pricing & Packaging vs. Customer Friction

Pricing and Packaging

‘ Competi.. 41%

® BacktoC.. 40%
Enrolime.. 8%
172V

(@ Risk: Pricing and Packaging
9 oy
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Customer Friction

i Risk:C

Poor Eng..
® Product /..

Operatio..

12V

stomer Friction

68%

15%

10%
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Lessons Learned & Skills Acquired

Reliable Communication &
Observation Skills

Hosting a party means you need to
consider factors that will impact the

mood of the “guests”

Creative Spark
Ability to serve dishes outside the box

Intuition
Know your market - will you receive

spoiled goods? Always wash before prep.

Flexibility & Adaptability
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HEALTH SCORE

70/

HEALTH IMPROVED

How Long Does This Take?

HEALTH DECLINED
~14 w2

LAST 14 DAYS LAST14 DAYS

August 2021 Jan-Feb 2022 March 2022 April-June 2022 July 2022
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Present

— Multidimensional — First Release — Trial Run — Updated Risk — Continue to

Implementation Health Released Implemented into Observed which Categories Monitor

Began with Began Recipe the Team Metrics, Received Effectiveness

Account Health Building Dimensions, feedback from Review Health
Weighting, etc. Leadership and Scores daily
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Where Are We Now?

Apr 22 - Volume May 22 - Vol Jun 22 - Vol
Actual / Projected Actual / Projected Actual / Projected
120K
102K 102K
88% 137K 102% 99,528 106% 95739
il Apr 2022 - Volume i May 2022 - Volume @ Jun 2022 - Volume
b Apr 2022 - Volume i May 2022 - Volume @ Jun 2022 - Volume
Q2 22 - Revenue Q22022 AOP Q2 2022 Projected Revenue Q2 2022 Actual Revenue
Actual [ AOP
5.72M 5.00M 5.69M
L ] - L
100% $572M
& Q22022- Revenue
@ Q22022- Revenue @ Q22022- Revenue i Q22022 - Revenue W Q22022 - Revenue
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MEA7IURE poctol

MULTIDIMENSIONAL HEALTH
"Every skilled baker was first an amateur”™- Chris Geiger
1/4 cup  Voice of the Customer O Q Q
2 tsp Risk est. time est. servings skill level
VARIES  ANY CUSTOMER ANY
1/3tsp  Usage
1/3 cup Engagement
CHOOSE YOUR INGREDIENTS COMPARE YOUR CUSTOMERS
Determine your ingredients and Determine whether different
SEASONINGS seasonings based on your customers need different
customer base knowledge. ingredients or seasonings.
pinch CSAT & NPS
Sout | astTouch CHOOSE YOUR PORTIONS TRY IT OUT

squeeze CSS Sentiment

drop YOY Revenue

Determine the weight of
each ingredient and
seasoning to makeup your
overall health score.

Determine your completed
recipe and bake until ready.

NOTE: you may have to bake

multiple batches until correct.

P

/s

(



“If the theory turns out to be
right, there will be tremendously
thick and tasty icing on the
cake.”

- Brian Greene

Customer Success Summit
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Thank You

Emilee Marchesiello
Director of Customer Success
ProctorU - Meazure Learning




