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CUSTOMER SUCCESS
MARKET TRENDS

Infographic based on the Global Market Research conducted by
CSM Practice in March 2022.
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Net Retention Rate (NRR)

29% of organizations will have
a Net Retention Rate of 111%

A third of seed funding-round
companies have a NRR of

less than and above

63%
Multi-year / Annual
Contracts
Annual subscription 27% \
agreements are
37 percentage
points more common than
multi-year contract
4%
Ad-hoc/ highly T
fluctuates \6L
Monthly
CONTRACT LENGTH

Which contract length do you work with most often?

Huenstes | Monty Sl

Under 80% NRR 20% 5% 10% 3%

81-90% NRR 7% 14% 10% 9%

91-99% NRR 0% 14% 10% 10%
100-105% NRR 20% 18% 16% 12%
106-110% NRR 13% 14% 11% 12%
111-120% NRR 7% 0% 11% 15%
121-130% NRR 7% 0% 6% 4%
130-140% NRR 0% 0% 6% 2%
Above 140% NRR 0% 0% 4% 3%

Net Retention
Rate (NRR)

Annual or multi-year subscription contracts are more likely
to result in a net retention rate of 111% and above

M Variable Pay [l Fixed Salary

21%

34% Companies who offer a
Variable Pay are

13 percentage

points more likely to achieve
a Net Retention Rate of
above 100%
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NRR Below 100% NRR above 100%

20% 25%
24% 24%
Over 73% experience a churn b
rate of less than 19%
10%
8%
Only 24% report a churn .
rate of less than 5%
Over 50% 40-49% 20-39% - 10-19% 5-0% 0-4%

Logo Churn Rate

CUSTOMER SUCCESS FUNCTION
REPORTING DIRECTLY TO CEO

Customer success teams are
29 percentage points more
e likely to report directly to the
CEO when their organization

50 %
has 10 employees or less,
- in comparison to organizations
with 5,000 employees or more
(3
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100 %
33% 32% 44% 56% 62%

. CS Reports Directly to CEO CS Does Not Report to CEO

Book of Business assigned to CSM

$0-1M 30%

The median size of the

'Book of Business' swe-sr.ow (RN -~
assigned per CSM is

split at $1.5M $1.5- $2M _16%
30% of CSMs are likely e -M%

to be carrying a book of

business of up to $1M SN - L
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Customer Segment having a Specific
Renewal $$ Target

100%

73% 76% 60% 32% 45% S o
Assigning a specific renewal

= revenue target to each customer
segment is more common by

50% 30 percentage points when
headcount is above
25% . - . 500 employees.
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B Target By Segment General Revenue Targets

Top aspects that work well in renewal process

32% of Customer Success teams view X-Functional collaboration, handling
risks early, QBRs and Health scores as an area strength

Cross functional collaboration

Handling renewal issue early | ¢

QBRs before renewals 7.5%
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Upcoming Renewal Reminders to Customer

Access to Custpmer Data [ ¢ 5

Documented process 5.5%

B —

Training new employees
Contract conversations prior to invoicing |G 5
Visibility on risk 4.5%
Multi-year renewals | 1.5%
Getting multi-year commitmnets 4%

Renewal automation I

Contract processing by our RevOps team 3.5%

None of the above N
Calculationg ROI %
Renewal maintenance contracts _ 3%

Price uplift management

Renewals through resellers [N :::
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