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WHAT WE PLAN TO WALKTHROUGH

What are plays?

Why use plays?

High touch vs. low touch

Low touch use cases

High touch use cases



What are 
Plays? 

Repeatable actions that CSM’s should 
take, and/or automated communications 
to customers that are triggered by 
specific, pre-defined situations 



Examples 
of Plays

New Customer Onboarded Trigger Onboarding Play

Account up for Renewal in 60 Days Trigger Renewal Play

Customer Successful with Feature X Trigger Upsell Play for Feature Y

User is Dormant Play Trigger Re-Engagement



Why use Plays? 

Bake best 
practices into CSM 
workflows

Drive advocacy

Save CSM’s time Boost adoption

Engage more 
customers at once

Be productive about 
major red flags



Poll: 

Does your organization have documented or 
pre-defined playbooks and/or processes for CSM’s?

YES NO SOMEWHAT



Actions 
Triggered By 
Plays

Send Email

Send In-App Announcements

Create Task



How to Build 
Plays



Track Success



TEAM SIZE 
PER 

ACCOUNT

One person
does it all

3+ people
per account

ACCOUNTS PER CSM

1-20 100-250 accounts >250

CUSTOMER
MARKETING

High Touch
Semi-Technical

Mid-Market ACV

High Touch
Long Onboarding
Enterprise ACV

Medium Touch
Mid-Market ACV

Low Touch
SMB ACV

High Touch vs. Low Touch



Poll:

How would you define your CS model?

HIGH
TOUCH

MID
TOUCH

LOW
TOUCH

COMBO



Low Touch: 
Boost Feature 
Adoption

Day 1: In-App Message

Day 3: Branded Email

Day 6: CSM Email

Day 9: Phone Call



Low Touch: 
Automate the 
Lifecycle

Onboarding

Renewals

Expansion

Advocacy

*8 CSMs Managing 15k SMBs*



Low Touch: 
Expansion

Day 1: In-App Message

Day 3: Branded Email

Day 6: CSM Email

Day 9: Phone Call



Make Low 
Touch Plays 
High Touch with 
Message 
Review



High Touch with 
Message 
Review



High Touch:
Champion 
Leaves

Day 1: Task

Day 1: Email (Message Review On)

Day 3: Task (Phone and LinkedIn)

Day 7: Manager Email



Bonus Use Case: 
Drive Advocacy 
with Creativity



Takeaways:

Low Touch: Automate and Escalate

High Touch: Personalize Messaging with Message Review

Be Creative and Stand Out
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