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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.

Who is Meazure 
Learning?



1. Cravings 

2. Recipe Research 

3. Prep & Bake

4. Enjoy

5. Evaluate

6. Modify & Fine Tune

Topics to Discuss
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⇢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.

Spoiler Alert: This did not work for us.

The Cravings
Where We Started

“My greatest dream is to eat all of the food in the very hungry caterpillar and then sleep in a cocoon for 2 weeks  ” - Unknown
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Recipe 
Research
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⇢ T I E R S

Different Tiers require different needs and 

different health scores.
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⇢ D I M E N S I O N S

The different categories that allow you to 

analyze your customer base.

⇢ M E T R I C S

Selecting data points to filter into the different 

dimensions.

Prepare
Determine What Is Important



8

Bake
Multidimensional 
Health Breakdown
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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
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Modify & Fine 
Tune
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Evaluate Your Metrics
Adapt Based on Executive Expectations
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⇢ R I S K  C A T E G O R I E S

Pricing & Packaging vs. Customer Friction



⇢ Reliable Communication & 

Observation Skills

Hosting a party means you need to 

consider factors that will impact the 

mood of the “guests” 

Lessons Learned & Skills Acquired
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⇢ 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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How Long Does This Take?
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→ Totango 
Implementation
Began with 
Account Health

August 2021 March 2022 April-June 2022

→ Trial Run 
Observed which 
Metrics, 
Dimensions, 
Weighting, etc. 
needed tweaking

→ Multidimensional 
Health Released 
Began Recipe 
Building

Jan-Feb 2022 July 2022
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→ First Release 
Implemented into 
the Team

→ Updated Risk 
Categories 
Received 
feedback from 
Leadership and 
adapted

Present

→ Continue to 
Monitor 
Effectiveness 
Review Health 
Scores daily
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Where Are We Now?
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“If the theory turns out to be 
right, there will be tremendously 
thick and tasty icing on the 
cake.”
- Brian Greene



Thank You
Emilee Marchesiello
Director of Customer Success
ProctorU - Meazure Learning
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