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The Future of Customer Success is Composable
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Welcome to Miami!



Who wants to go to Disney World?



Disney World
A magical customer journey is the outcome of an incredible product



Let’s zoom out



Your customer journey
is the product



Where moments are won

How loyalty is earned

How recurring revenue multiplies

Customer 
success is the 
central life force 
of recurring 
revenue growth



Apple
Apple manages its in-store experience as a product



Digital First     Self Service     Product Led



Self Service Digital First

Product Led

Value-driven 
customer 
journey
Remove Friction to Value

Digital First Self Service Product Led



The value-driven journey is shared
Shift to a different operating model

Marketing

Sales

Services

Support

Customer Success

Shared 
Customer 

Value

Customer 
Success

Sales

Marketing Product

Support

Acquisition-Driven

Siloed Product Sales (Bookings/ACV)

Value-Driven

Customer Outcomes (CLV/NDR)



Your customer journey is a product
 that always evolves



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

Pacesetters
Exceed customer expectations, 
win customers for life

Magic Makers
Open new possibilities and 
distinctive customer outcomes

Growth Generators
Deliver uncommon results in a 
world of change and uncertainty



Self Service Digital First

Product Led

High 
Expectations
By our customers

Day 1 Value

Continuous Recalibration

Predictable Scale-Up

  



CS Product
Customer Success capabilities

Professional Services
Best Practices

Customize The Solution
Solution Delivery

Enablement & Training

Composable CS
Platform to Deliver & Consume Customer 

Success Applications

SuccessBLOCs
Best Practices & Templates

Out-of-the-Box Proven Solutions
Self-Paced Enablement & Training

Performance Management

Experts (as needed) 

Technology

People

Technology

People

Digital 
Content

Industry

Easily configurable, with no 
heavy services – even for the 

largest enterprises

Requires ongoing customization 
and heavy professional services 

to work

Accelerating Customer Success by Removing Friction



So, you can win with inspiring journeys



Totango Composable 
Customer Success Platform

Improve NPS 
& Loyalty

Monitor
Health

Detect
Risk

Automate
Renewals

Drive Product 
Adoption

Maximize 
Upsells

We built a composable customer success platform, so you can focus on customer journey innovation

Onboarding Adoption Renewal Expansion Advocacy

Orchestration

Intelligence

P
la

tfo
rm
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ur
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y

Outcome First  Modular Embedded Intelligence



Composable 
Customer 
Success
Outcome First
Modular
Embedded Intelligence

Modular 
Building Blocks 

1

Unified 
Design & Run

2

Multidimensional 
Customer View

3

Outcome-First 
Design

4

Embedded 
Best Practices

5

Friction-Free 
Orchestration 
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Manual & 
Siloed

Spreadsheets & 
emails

Hunting for data

No team 
collaboration

Day 1 
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

Scale-Up 
Winner

Customer 
value-driven 
business

Distinctive 
experiences and 
outcomes

Composable CS Maturity Model

Start where you are and go



Totango Composable 
Customer Success Platform

Onboarding Adoption Renewal Expansion Advocacy

Orchestration

Intelligence

P
la

tfo
rm

Jo
ur

ne
y



So, you can win with impactful journeys

Onboarding Adoption Renewal Expansion Advocacy

Jo
ur

ne
y



These learnings inspired us to innovate…



New design paradigm that you’ll love!



Your customer journey
is the product



This doesn’t work



In order to 
move fast, 
you need to 
cycle through

plan -> design & build -> launch → Measure → (data) → learn

Plan

Build

Launch

Measure

Data

Learn

plan -> design & build -> launch → Measure → (data) → learn
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CX Canvas: The results speak for themselves

We could recognize a winner!

Over 85% of customers were in beta—our most popular beta EVER
40% of customers fully mapped and activated at least one journey
Canvas users run 2x more campaigns and 6x more SuccessPlays
Over 300 customer journeys have been shared by 150 businesses
Most popular customer journeys: Onboarding, Adoption, Voice of the 
Customer, Customer Nurturing, and Renewals

85%+ 70% 2x 6x
Of customers were in 
beta–our most popular 
beta EVER

Of customers fully 
mapped and activated 
at least one journey

Canvas users run 2x 
more campaigns and 
6x more SuccessPlays

C
A

M
PA

IG
N

S

S
U

C
C

ES
S

P
LA

Y
S

500+ Customer journeys have been 
shared by 200 businesses 

Most popular customer journeys: 
Onboarding, Adoption, Voice of the 
Customer, Customer Nurturing, 
and Renewals



Customer journey



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

Customer 
Journey 



Email flow



→ Manage the sequence of emails in 
one campaign

→ Visualize an entire email flow

→ Keep customers engaged visually 
and emotionally

Email Flow



Segment progress view



→ Visualize your entire book of business

→ Manage progress of customers

→ Instant spotlight on key attributes

Segment 
Progress 
View



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



Back to Guy



Totango Composable 
Customer Success Platform

Onboarding Adoption Renewal Expansion Advocacy

Orchestration

Intelligence

P
la

tfo
rm

Jo
ur

ne
y



Win, as a team, with intelligent journeys

Orchestration

Intelligence

P
la

tfo
rm



Shared, Open, Community, 
and Innovation



Embedded 
workflow 
across the 
company 

Shared 
Customer 

OS

Customer 
Success

Sales

Product

Community

Marketing

Customer 
Support



→ Enable CS identify opportunities  based on data

→ No more switching between systems

→ Easy recognition for CS attribution

42

Opportunity 
lifecycle 
management 



Your data 
+ 

Totango best practices and learnings  
= 

insights and recommendations  



Proprietary and Confidential

In flow
recommendations
→ Identify a support storm

→ Identify neglected customers

→ Identify distracted CSM



Community
You are all creators 



Proprietary and Confidential

Build skills.
Earn badges.
Unlock new 
ideas.

180
Accounts
320 Individuals

450
Badges Issued

760 Course Enrollments

100%
Course CSAT
11 Self-Paced Courses

60%
Course Completion 

25 Min Avg. Session Time
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Wishlist items 
moved to planned 

42
Wishlist items 
released

65
New items  
submitted

Your asks 
are part of 
our plans

→ Easily submit your wishlist requests and browse 
through requests submitted by other Totango users. 

→ Easier workflow to ensure we get your feedback and 
address it. 



Marketplace 
and community 
→ Star ratings
→ Popularity counters
→ Discussion threads
→ Community publishing



Marketplace 
and creators 
→ Unlock assets that 

wuthering successbloc 
→ Enabling you to share 

feedback
→ Contribute your best 

practices 



Open 
Totango 
to Partner  

Shared 
Customer 

OS

Expand Use case



Back to Guy



Manual & 
Siloed

Spreadsheets & 
emails

Hunting for data

No team 
collaboration

Day 1 
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

Scale-Up 
Winner

Customer 
value-driven 
business

Distinctive 
experiences and 
outcomes

Composable CS Maturity Model

Start where you are and go



Thank you
totango.com

http://totango.com/

