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1. Waystar + Client Success Overview

2. Creating a Framework for Success

3. Building CS Universal Programs

4. Leveraging Technology to Engage 
Cross-Functional Teams

What we’ll 
cover
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Waystar Overview
Purpose: We simplify healthcare payments, so our clients and partners can focus on their 
goals, patients and communities.
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Building Waystar from the Ground Up
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Client Success Focus Areas
In Client Success, we execute with fanatical focus on Client Satisfaction + Growth + Retention 
and passion for our Team Members. 
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Creating a Framework 
for Success
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⇢ Client Satisfaction
Unify and Improve Client 
Experience

⇢ Client Retention
Increase overall retention rate

Client Success Needs
A common client platform
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⇢ Client Growth
Accelerate upsell and cross-sell 
efforts

⇢ Team Member Experience 
Scale CSM Resources

Problem: With our complex client structures, our continual acquisitions of product 
lines, and our growing CSM team, we struggled with understanding our Customer 
Journey and building our unified workflows/playbooks.



“... The biggest differentiator for me is 
speed to value. From kick-off to go live 

was 8 weeks. That is a phenomenal 
path from entering into partnership to 

realizing value in 90 days.”
- EVP, Waystar
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Customer- 
Centric Data 
Platform
Totango enabled Waystar’s 
CSM team to be agile and 
scale as the business 
grew, and transformed 
processes for our 
Customer Journey.
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Consolidated 
multiple views of a 
customer from our 

CRM into one

Empowered our 
CSMs with Insight 

into our 
Customers as a 

whole

Implemented new 
CSM workstreams 

that were 
previously 

un-manageable

Provided 
leadership better 
understanding of 
our customer’s 

journey



Building Universal
Client Success 
Programs

12

Customer Success Summit: Teams



13

Client Success 
Workflows in 
Totango

→ These key workflows helped our 
CSM team deliver on their goals 
related to our focused areas: 
Client Satisfaction + Growth + 
Retention
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→ Totango’s technology has 
helped drive 
cross-functional 
engagement through these 
workflows



Leveraging Technology 
to Engage 
Cross-Functional 
Teams
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Waystar CS Pillar: Growth
Cross-Functional Teams: Sales, Marketing, Client Success
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⇢ Reference Program

○ Built a scalable Reference Program into 
Totango that would streamline workflows for 
new acquisitions 

○ Easily track outcomes and successes via 
touchpoints to identify Champions for Case 
Studies (Marketing)

○ Working to implement a strategic pipeline with 
Sales on upcoming Reference Needs and 
Reference Candidates from Totango
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Waystar CS Pillar: Growth
Cross-Functional Teams: Sales, Marketing, Product, Client Success
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⇢ Product Campaigns

○ Common Feedback - Clients not 
understanding our Product Mix / Product 
Capabilities

○ Partnering with Marketing to engage clients 
via Campaigns on Product Releases, and 
Cross-Sell/Up-Sell Opportunities

○ Working to expand campaigns to 
mid-market clients to drive engagement
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Waystar CS Pillar: Retention
Cross-Functional Teams: Leadership, Finance, Sales, Product, Client Success
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⇢ Risk Management

○ Implemented workflow to predict Risk 
before client notification

○ CSMs deliver proactive save plans that 
have alignment and visibility on Retention 
Strategy with measurable objectives

○ Insights from Totango are shared with 
Cross-Functional teams to manage risk 

○ 2021 Target Attrition Rate: 6.6%

● Actual Attrition Rate: 5.3%
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Waystar CS Pillar: Retention
Cross-Functional Teams: Leadership, Finance, Sales, Client Success
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⇢ Contract Renewals

○ Prior to Totango - No digital tracking of 
Contract Information

○ Implemented Renewal Successbloc

● Digitized Contract Data Points

● Created Proactives Successplays

● Developed new reports & dashboards

○ Monthly Reporting gives visibility to 
leadership and other Cross-Functional 
team to align on retention efforts
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Waystar CS Pillar: Client Satisfaction
Cross-Functional Teams: Support, Leadership, Product, Solution Adoption, Client Success
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⇢ NPS Program

○ 2022 Goal: Improve Managed Client’s 
Response Rate & Score

○ After testing Ad-hoc NPS Campaigns in 
Totango, Waystar transitioned the NPS 
process to Totango for our Managed 
Customers

○ Complete CSM workflow for NPS, with 
Real-time Close-the-Loop, sharing 
feedback to Cross-Functional teams
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Waystar CS Pillar: Client Satisfaction
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Cross-Functional Teams: Solution Adoption, Consultants, Client Success

⇢ Consulting Team Projects

○ Created new Successbloc for our 
Consulting Team to Manage Projects 

○ Customized workflow, with real-time 
insights into Client Health, Engagement, 
and Risk

○ Proactively identifies potential needs for 
Consultants during Optimization

○ Consolidated Customer Journey View for 
Leadership 
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Empowering Cross-Functional Programs
Key Takeaways
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Creating a Framework     
for Success

1. Understand your 
customer journey

2. Leverage data & 
technology to think 
outside the box

3. Build your framework to 
be agile and scalable

Building Universal           
CS Programs

1. Align your goals with the 
overall business

2. Design your workflows 
to be flexible

3. Emphasize the 
outcomes to drive user 
adoption

Leveraging Tech to Engage 
Cross-Functionally

1. Create scorecards for 
CS and the business

2. Correlate insights 
between your programs

3. Ensure outcomes and 
the customer journey is 
accessible



Thank You
Joe Tichenor
Senior Client Success Manager
Waystar
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