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Value Acceleration

The Future of Customer Success is Composable

:"% Totango



0




World

?

)Jisney




Disney World

A magical customer journey is the outcome of an incredible product



Let’s zoom out
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Your customer journey
Is the product
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~Customer

success is the
central life forc
of.recurring
reyenue growth

/

W recurring revenue multiplies

How loyalty is earned

Where moments are won
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Apple manages its in-store experience as a product




Digital First « Self Service  Product Led

Model S Model 3 Model X Model Y Solar Roof Solar Panels Shop Account Menu

Model 3

Order Online for Touchless Delivery

CUSTOM ORDER EXISTING INVENTORY




Value-driven
customer
journey

Remove Friction to Value

Digital First [ serSenice Product Led
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The value-driven journey is shared
Shift to a different operating model

Acquisition-Driven Value-Driven

Marketing
Sales
Services >
Support
Customer Success ‘

Shared
Customer
Value
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Your customer journey is a product
that always evolves
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1 Year Anniversary

$100M investment in Customer Success Innovation
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Who we are for

Magic Makers Pacesetters Growth Generators

Open new possibilities and Exceed customer expectations, Deliver uncommon results in a
distinctive customer outcomes win customers for life world of change and uncertainty



Totango

Continuous Recalibration
Day 1 Value




Accelerating Customer Success by Removing Friction

00
[ N J
Industry °t Totango
i People EXxperts (as needed)
I SuccessBLOCs
: : Digital Best Practices & Templates
Professional _Ser\"ces Content Out-of-the-Box Proven Solutions
Best Practices Self-Paced Enablement & Training
PeOp|e CUStOml?e The .Solutlon l Performance Management
Solution Delivery

Enablement & Training

A

Technology

Technology

Requires ongoing customization Easily configurable, with no
and heavy professional services heavy services — even for the
to work largest enterprises



So, you can win with inspiring journeys

Onboarding

Manage Onboarding
Projects

High touch program for Enterprise.
Launched 6/2020.

ﬂ Managed by Katie John

Stage High CSAT Scoro

T ) )

Expansion

Manage Cross-sell v

Hub for identifying and managing
EMEA cross-sell opportunities.

% Managed by Kristen Bailey

Maximize Ent. Upsell v

Proactively identify and close
more expansion opportunities

@n Managed by Kristen Bailey

Adoption

, MM Executive
" Dashboard

High level dashboard with overall
account KPI, risk mitigation and
expansion opportunities.

& Managed by Kristen Bailey
4 and MM team.

Resolve Esc

End to end prc
and resolve Tie

Manage
and Esc

Automate K
Automate rer
30-60-90 day

Manage
¥ andRen
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Journey oo

Totango Composable
Customer Success Platform

Orchestration

Intelligence

Outcome First e Modular e Embedded Intelligence



Composable
Customer
Success

Outcome First
Modular
Embedded Intelligence

[\ [oTe [V]F:T
Building Blocks

o =

Unified
Design & Run

Friction-Free
Orchestration

Embedded
Best Practices

Multidimensional
Customer View

Outcome-First
Design



Start where you are and go

Manual &
Siloed

Spreadsheets &
emails

Hunting for data

No team
collaboration

DEVA
Value

Pick a workflow

Just get started,
adjust as needed

No need for a
complete plan or
data set

Shared
Participation

Expand to add new
workflows and
experiences

Shared alignment,
visibility and metrics

Company-Wide
Orchestration

All teams working in
concert

CS becomes a primary
growth driver and
differentiation lever

Composable CS Maturity Model



:..2 Totango
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Totango Composable
Customer Success Platform

Orchestration

Intelligence
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So, you can win with impactful journeys




hese learnings inspired us to innovate...



New design paradigm that you’ll love!
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Your customer journey
Is the product
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CUSTOMER JOURNEY MAP

CUSTOMER JOURNEY MAP

Le)

TrendSpot | Online Shopj
Customer Journey Map

Customer journey map User Journey Map: Example
IS eE—TT—

/
’

|
) 4

--o----0-

oproRTUNITIES INTERNAL OWNERSHIP + METRICS

,
1
s
l

The Customer Journey Map

The Customer Journey Map

Customer Journey Map
Stogesof
e

SHOPPER
CONFIDENTIAL

Gustomer
Expectations

e R

- Purchase: ek
CUSTOMER JOURNEY LAYERS Guuge e o st Customer 2 @ Customer Journey. FRANK
T Journey Map

= Implement Renew/Expand

Value Hypothes Value Realization &Advocate
alue Realization

L= e b ®
o o = = = ] £ ]
5 Attrac a ° - ° o o
‘ Web Value Calculator Case Study Builder s ®

Quantified Case Studies




In order to
move fast,

you heed to
cycle through O @

Totango



Totango Q search

@ - -0

Journeys\Manage Onboarding Projects

Manage Onboarding Projects

@ Scorecard i Canvas  Segments [ Reports < Assets © SuccessPlays < Campaigns ~ Setup

All types + All Statuses + All Owners + By Label +

,
e
o
O
i
o
=
=4
=
™

Kick Off

Sales to CS handover
and knowledge transfer

2 accounts

Task

v Upload contract

v Update account info
¥ Another task

And another task

Inactive v

New customer welcome
Email

2 users

® Onetime
Start date: Aug 3 2022

Discovery Implementation

Schedule and run
discovery meeting

Data Integration

2 accounts

. Task
v

Data Integration

2 accounts

Task
Schedule and deliver
business discovery
meeting

Data Design and post
integration for a specific
account

Send discovery business

Email

Inactive v

Inactive v
Product Configuration

2 accounts

Task

¥ Complete Product
Configuration

Inactive v

2 Cards

+Add 3 Ccards

Go Live

Post - onboarding
satisfaction survey

2users

@ One time
Start date: Aug 3 2022

Inactive v

High CSAT Score

2 accounts 2 users

Task

v Upsell Opportunity
v Request resources
v Request resources

Inactive v

5 Cards

Onboarding Risks

Onboarding Delayed

2 accounts

Task

v Data Integration

v Data Design and post
integration for a specific
account

Inactive v

CSM outreach for
onboarding delays

2 accounts 2 users

We value your feedback.

T

s i o st v e e Onsesring
cxponens

@® One time
Start date: Aug 3 2022

+Add 4 Cards




CX Canvas: The results speak for themselves

SUCCESSPLAYS

85%+ 70% 2X6X

CAMPAIGNS

Of customers were in Of customers fully Canvas users run 2x
beta—our most popular mapped and activated more campaigns and
beta EVER at least one journey 6x more SuccessPlays
) Most popular customer journeys:
5 o o Customer journeys have been Onboarding, Adoption, Voice of the
shared by 200 businesses ([ Customer, Customer Nurturing,

and Renewals

:>% Totango



Customer journey

Totango

Welcome back Anne,

Q Acme Customer Journey

Choose a Life cycle type

& Ssaas, Annual Contracts v

Onboarding

Manage Onboarding MM Executive
Projects “" Dashboard

High touch program for Enterprise.
Launched 6/2020,

"\ Managed by Katie Joh

Discovery — o

High level dashboard with overall
account KPI, risk mitigation and
expansion opportunities.

@) Managed by Kristen Bailey
4 and MM team

Active v

® Last updated: Nov
® Last updated: Sep 10, 2022

1Sus BLO!

Resolve Escalations

End to end process to drive, monitor,
and resolve Tier 1 customer escalations.

Automate Renewals

Automate renewal process with
30-60-90 day engagement

@ Managed by

ar val Team,

Risk Detection v

Get visibility into customer signals
and critical events to detect risk.

Risk Manaaement

Manage Cross-sell v

Hub for identifying and managing
EMEA cross-sell opportunities.

& Managed by Kristen Bailey
a =

Maximize Ent. Upsell

Proactively identify and close
more expansion opportunities

& Managed by kristen Bailey
P

A Maximize Upsell

Playbook for mid-market CS team

@ ) Managed by Kristen Bailey
P

Identify —> Engage

Improve NPS & Loyalty

Newly launched 2022 NPS program
to drive customer loyalty.

e Managed by Anthony Andrew




Totango

Welcome back Anne,

Q Acme Customer Journey

@ saas, Annual Contracts v

Manage Onboarding MM Executive
Projects Dashboard
program for Enterprise. igh level dashboard with overal
1 6/2020. ount kP! risk mitigation and
n opportuniti

oucovery  — <o

Active v
Draft v

Resolve Escalations
to drive, monitor,
Manage Cross-sell v

Hub for identifying and managing
EMEA cross-sell opportunities.

Automate Renewals
Automate renewal process with

30-60-90 day engagement Maximize Ent. Upsell

'\ . . Proactively identify and close
moro expansion opportuniti

Y

A Maximize Upsell A
Risk Detection Playbook for mid-market CS team

Get visibility into customer sign
and critical events to dotect ris

8

Risk Management

Proactive churn program

Improve NPS & Loyalty

Nowly launched 20

NPS program

oyaity.

Customer
Journey

Bringing together teams to plan,
build, design, and run more
inspiring customer journeys

:.¢ Totango



Campaigns
Journeys\Manage Onboarding Projects
Webinar Training Invite

Main Email

B vou're invited! H

To:  Allusers for product webinar

From: C Me

Onboarding Training
Webinar

® Onetime

Start date: Sej

Draft

Registration Reminders

& Don't miss your H
onboarding training!
To:  Unregistered users

from:  C Me

Don’t miss out!

~mIss
fh,'

sminder

nt to non-registrants 7
days after first emnail

1 There's still time to register 3
for your mandatory onbo...

To. | Unregistered users

from:  C Me

Still time to register!

Confirmation

@1 Congrats! You registered
for Onboarding Training!

To:  Registered users

from: C Me

Thank you!

Confirmation email sent upon

registration for webinar

Event Reminder

@l Reminder to attend :

To.  Registered users

From: C Me

See you tomorrow!

Reminder to attend email sent 24 hours
before webinar date

Webinar Follow-up

5 Thank you after event

To:  Registered users

From: C Me

Thanks for joining us.

et

Follow up email sent to all training

attende: fter event

B sorry we missed you

To:.  Unregistered users

from: C Me

still time to register!




Campaigns

oumeysianage rojects =D |
Webinar Training Invite m a I ow

Main Email H Registration Reminders Confirmation Event Reminder Webinar Follow-up.

B vou're invited! H X i our H & Congrats! Youregistered &' Reminder to attend & Thank you after event
) onboarding training! for Onboarding Training!
To: | Allusers for product webinar (
to | Unregistered sers To:  Registored users
€ me

from € Me From: € Me

S ECE— —— —  Manage the sequence of emails in
one campaign

Don’t miss out! Thank you!

—  Visualize an entire email flow

—  Keep customers engaged visually
r——qune y— and emotionally

€ me

still time to register!

& Final Reminder

To. | Unregistered users

Fom € Me




Totango

Segment progress view

< Enterprise Accounts in Onboarding @ accounts

= Customer journey stage is onboarding X

Segment is enterprise X

Q search

= List BORICRIEEEN 4 Timeline | [ Work ] T 4 =2

Segment is days in onboarding >80 X

& o e
D

+ More Filters

All Accounts v 5 Stages v

Lovsnessicover 38

@ Pennsylvania State University
Marketing Departmet

0

PennState

Target Go Live Date
Feb 12th, 2023

Days in stage

96

Days in onboarding

96

Segment
Enterprise

Onboarding Manager

@ Mitch Hedberg

© Apple Computer Inc

& Apple

Target Go Live Date

Status: enterprise onboarding v

. :

® ACME Inc

Qacme inc.

Target Go Live Date
Jan 18th, 2023

Days in stage
35

Days in onboarding

92

Segment
Enterprise

Onboarding Manager

© Vikolang

1 Account

Sort by owner v ¥ Saved

Configuration 14

@ Mitsui Engineering
M MITSUI E&S

Target Go live Date
Dec 18th, 2022

Days in stage
55

Days in onboarding

96

segment
Enterprise

Onboarding Manager
@ Mitch Hedberg

® Techtopinc

Days in stage

52

@ JBand Corporation

Days in stage
ny.

Training and UAT I

® Multiversus

IMuLTIyRsist

Target Go Live Date

Oct 10th, 2022

Days in stage
44

Days in onboarding
136

Segment
Enterprise

Onboarding Manager

. Miko Lang

@ Albatros Inc

Days in onboarding

105

® Bear Technology

Days in onboarding
o]

s :

There are no accounts
in this stage



Totango ("J@ &
Enterprise Accounts in Onboarding e accounts st X © rimetine | @ work | 4 2

Customer journey stage is onboarding X Segment is enterprise X Segment is days in onboarding >30 X+ wore fiters

All Accounts v | | 5 Stages v Status: enterprise onboarding - sortbyowner v | saved

© Pennsylvania State University ® ACMEInC ® Mitsui Engineering ® Multiversus
Marketing Departmet

i MITSUI E&S
'a PennState Qacme e =

get GoLive bate Target Golive at 9 o ot
Jan 18th, 2023 Dec18th, 2022 Oct 10th, 2022

Febizth 202
ays in onboarding
nboarding
Segment
Enterprise Enterprise There are no accounts
Enterprise. o nboarcing Manager in this stage
—_—_ © vicotang @ Mitch Hedberg
@ Mitch Hedberg

TAccount
® Techtopinc

© Apple Computer Inc ooy

5
@& Apple o ssond Corporsion

sinstage

Tar oate
Feb18th, 2023

© Alpha engineering

Days n stag

Days inanbor

32 Accounts 14 Accounts 41 Accounts




We can’t wait to see
what you’ll come up with



Back to Guy
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Totango Composable
Customer Success Platform

Orchestration

Intelligence




+°% Totango

Win, as a team, with intelligent journeys

Orchestration

Platform -

Intelligence




Shared, Open, Community,
and Innovation

+°% Totango



Embedded
workflow
across the
company

Customer
Success

Customer
Support

Shared
Customer
(0]

Marketing Product

Community




Opportunity
lifecycle
management

—

—

—

Enable CS identify opportunities based on data
No more switching between systems

Easy recognition for CS attribution

Totango

Goodsilron  couveany

Goodsilron Opportunities 2 ~

OVERVIEW TIMELINE

Opportunities

(m Opportunity Stage is not Closed Won or Closed Lost X )

I $450.00K |1 NUMBER OF OPPORTUNITIES

2

<V  Opportunity Cl.. Opportunity ...

Dec 3ist, 2023 Nate Richarc

Nov 30th, 2022 Nate Richarc

ASSETS

+ NEW OPPORTUNITY

OPPORTUNITY VALUE

$600.00K

Opportunity ...




Your data
+
Totango best practices and learnings

insights and recommendations



= Totango

My Portfolio

In flow plo

= ((10Fiows x ) (_12eventTypes x ) ( sortBy:Date ~ ) [ showmyactiity o MY PORTFOLIO

ACME (101,500 MoiG8) Sipporstarm (8))

] ° i
$7.65B
_ooSusan Rabano created a task Aug 23 2022, 1:46 AM
@ The following account ‘Account Name' is up for renewal at Oct 22nd, 2022. Please make sur update the conts with its ¥

Iatest renewal details.

— |dentify a support storm & Sepport storm %

v 8 support issues related to this account

— |dentify neglected customers

— |dentify distracted CSM

Proprietary and Confidential



Community

You are all creators



All Content

Accounts

320 Individuals

Build skills. 450 | o (]

Badges Issued —

Eal n badgeSl "Totango EET emEmEn G O WD e ®

760 Course Enroliments

Unlock new Welcome to Creator Campus
- 0 /
ideas. 100% e + o o

Don't have Totango? Browse and learn at See best practices in Grow your knowledge

11 Self-Paced Courses

Not sure where to start?

Find courses relevant to your role.

s0® 600/0 S p—

... TOtango Course Completion EEEEEE] | |

New Totango User New SuccessBLOCs Creator New Totango Admin

Creator Campus 25 Min Avg. Session Time




You Y a S kS —  Easily submit your wishlist requests and browse
through requests submitted by other Totango users.
are part of _
—  Easier workflow to ensure we get your feedback and

Our p|anS address it.

L 65 6

Wishlist items New items Wishlist items
released submitted moved to planned

:.% Totango



Customer Journey Q_ sooreh tho Marketplac

Totango Marketplace

Continue building your customer journey. Browse our ready-to-use templates tailored to every step of the customer journcy.

BPl umeys  SuccessBLOGs  KPfs  Compaigns  Documents  SuccessPlays

Customer Journeys

High-Touch Journey Digital Journey Freemium Journey
Lorern ipsum dolor it amet, consaatetur odipisoing Lorem ipsum dolor sit amet, consectetur adipisoing Lorem ipsum dolor sit amet consectetur adipisoing
ot s6d do oiusmod Mo . et s0d do eiusmod tempo elit sed do siusmod tempo

3 SuccessBLOCE journay 7SuccessBlOCE journsy. 3 SuccassaLocs joumay

i o oo
#7e s v [¢f=l] 00 FECEC

Journey BLOCs tailored to every step of the customer journey Viow Al

' Manage Onboarding Projects Digital Onboardiing Cisco Onboarding
L2 2 2 AT ’ Hhk L

L 23 2 SRATTS

Proviow

onboarding oxporion

Dolight custamors from day one with @ smoath and officiont ‘Onboord igh velumes of customers quiekly and officiently -

&

Drive Product Adoption Nurture Customers
L whkk . wRAK s

Personalize your custamers product adoption sxperienca o Improve customer relationships and incraase angagement ion opportunit

ensure use and help unlock acictional value. with scoloble nurture progroms that crive vokue, and efficiently manoge the upsell proce:

KPIs View All

Goal: Consistently Meet Implementation Timelines

Total Accounts In Onboarding ‘Accounts Awalting Onboarding verage Days in Onboarding ‘Onboarding Accounts by Stage

6 1 265

Acsounts

Torget <1 Account Target < 45 Days. Target < 45 Days

View All

Add your firstintegration welcome Email Add Usors

R Py

[

) Il ‘weicome NN velue your faedback.




Totango

Totango Community Builder

Continue building your customer journey. Browse our ready-to-use templates tailored to every step of the customer journey.

Bxplore  Featured  Extensions

Extensions

)) Syncwith

122 & s

ta from SaL databos

. Typeform
L2 L 3 ST

Generoteform and import e

Scripts

Syncwith

B0 wwww wus

dota from SQL databas

= Tpetom
IE: * ok ok ok o 14K

(Ganerate forms and import resources t your existing

Eosily sync
Ads, Focebook Ads,otc.

. Typeform
0 ...
Genorote forma and impo
customer journey

business dota from Sal dotobosas, Googlo

Documents

" Miro

122324

ourideas ona

visuolze your journey

Pexels

Kkk Rk

orch and aftach photos t your

ize your dsas on a collaborative whitsboord.C
yourdota to visualize your journey

U—Q Pexels
B=) wwnn o

s, search and attach photos o your journs

Visuaiza your doas on o atvo whitoboord. G

Yourdote to visualize your journey.

. Pexels
B e o

Browso,soarch and ottach photos to your our

InfoPixo Live Charts.

KhhkLas

@ oo

Formstack Documents

L2 2 & SR

pulcte documents with your

E_Q InfoPixo Live Charts
Bl waww wum

iz youridsas on a collaborative whitaboard. Co
Yourdata to visuaize your ouney.

Formstack Documents
‘?.:‘ﬂ ok ko sk

Auto populate documents with your records

Formstack Documents.
122 3 S

it your ro

View Al

View Al

View All




Open
Totango
to Partner




Back to Guy
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Start where you are and go

Manual &
Siloed

Spreadsheets &
emails

Hunting for data

No team
collaboration

DEVA
Value

Pick a workflow

Just get started,
adjust as needed

No need for a
complete plan or
data set

Shared
Participation

Expand to add new
workflows and
experiences

Shared alignment,
visibility and metrics

Company-Wide
Orchestration

All teams working in
concert

CS becomes a primary
growth driver and
differentiation lever

Composable CS Maturity Model



Thank you

totango.com


http://totango.com/

