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Customer Relationships
Or

New Customer Transactions / 
Events?

SaaS Customer Support
necessarily

has to be better…
because we must 

re-earn our customers’ 
loyalty every month



•Some useful questions
•Places to look for

• consistency &
• connections



•Strategy
•Process
•People
•Technology



Don’t Assume…

Challenge & Prove



The Survey
The Report
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8 Revenue Conduits
1. License Subscription Fees
2. Enhanced Usage Billing
3. Implementation / Integration
4. Professional Services
5. Customer Support
6. Training

7. Outsourcing
8. Metadata
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Findings
• Multiple conduits in play
• Missing data
• Uncertain ownership
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Process

• Hours
• Access Channels
• Metrics



Process

Findings
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People

• Definitions
• The Company Organizational Chart
• Who “owns” Support?



People
Findings
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Technology

Findings



•Strategy
•Process
•People
•Technology
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Questions?
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