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Sr. Customer Success Manager (MK)
Description
The hiring company is focused on tackling one of the
hardest challenges facing businesses today: relevance at
scale. Today we help marketing & sales teams at B2B
companies make the best decisions at every phase of the
customer journey – smart forms that dynamically re-route
high-potential leads to a ‘fast lane,’ real-time lead scoring
to help prioritize the 20% of leads that generate 80% of
revenue, and topical enrichment for outbound teams so
they can focus on what they do best: helping companies
who need their product get it faster.

Responsibilities
The Senior CSM is a critical role – not only will you be responsible for the retention
and growth of a portfolio of VIP customers but you are also a leader internally. You
will help build out the CS functions by executing strategic initiatives that help the CS
team scale their operations. Further, you will help onboard new CSM hires and
provide coaching for less experienced CSMs on best practices, understanding our
customers and the marketing and revenue domain, playbooks that result in positive
outcomes. If you are a leader and want to make a huge impact on this company’s
critical growth phase, this is the place to be.

Aside from the skills and characteristics mentioned above, the Senior CSM has the
track record for consistently beating revenue goals in terms of retention as well as
expansion potential as an IC or within a team setting where less experienced CSMs
support you. In addition, you bring the ability to navigate complex enterprises and
are able to map and develop success plans that help our customers manage
changes to core workflows that have a significant impact on revenue acceleration.
Last but not least, you are able to gain the confidence and trust of your customers
across all levels within their respective organizations. These include initial
champions, decision-makers, critical stakeholders, and VP or C-Level executives.

We are solving a huge pain point in the marketing operations space by employing a
modern data-science-driven solution that allows marketing teams to help sales
identify the quickest path to booking revenue. We are experiencing rapid growth,
have a fanatic customer base, and strong company culture. If you’re interested in
helping build a world-class CS team within a company that is rapidly disrupting the
traditional marketing and revenue operations world, then this is the place for you.

Lead a portfolio of high-value strategic customers (e.g., ARR > $2M ) to
success as an individual contributor or as a lead in a team setting.
Drive customers to value realization by adopting the company’s cross-funnel
use cases in their marketing and revenue operation workflows and by
strategically employing change management best practices within the
customer’s organization.
Consistently achieve high net revenue retention rates by ensuring low gross
churn while driving expansion revenue opportunities with Sales partnership.

Date posted
May 12, 2021

Employment Type
Full-time

Work Visa Requirements
Candidates must be legally able to
work in the United States at this
time. We regret that we are unable
to sponsor employment Visas or
consider individuals on time-limited
Visa status for this position.

Job Location
Remote work from: USA
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Create and maintain a trusted partner relationship with customers, working
with both C-Level executives for driving long-term strategic objectives and
with marketing ops and demand generation teams for near-term roadmap
and priorities.
Lead strategic meetings and Executive Business Reviews to share tactical
advice.
Coordinate with the Professional Services team to provide tailored expert
recommendations that lead to the adoption of new use cases and ultimately
expansion revenue.
Lead CS-specific and cross-department company initiatives that will enable
the company to grow and scale effectively including CS playbook
development, optimizing internal handoffs, product advocacy, and other
processes.
Train, onboard, and mentor new employees joining the CS team.
Nurture customer relationships that result in valuable customer case
studies, sponsors users for product development, community evangelists,
and strategic advice that inform the company’s growth and direction.
Be the ultimate customer Champion and the voice of the customer internally.

Qualifications

5+ years as CSM in a SaaS B2B environment managing strategic or
enterprise-level customers.
8+ years overall experience as a customer-facing resource whether in
Sales, CS, Consulting and etc.
High-level domain expertise in Marketing and Sales Operations functional
area and general background in the Marketing B2B industry.
High-level understanding of marketing, demand generation, and CRM
technology stacks.
Experience working on companies with deeply technical product including
but not limited to business intelligence, data science, AI/machine learning,
predictive analytics and etc.
Responsible for leading projects and/or teams (professionally or in personal
activities) to successful outcomes

Job Benefits

401K Matching
Equity
Life-Long Learning

Books are paid for by the company
Full Health Insurance

The company pays 100% of the premiums for the employee AND
their entire family

At least 3-weeks vacation
We will provide a MacBook Pro
We provide what you need for your office

Contacts
Bob Kelly
(561) 909-9709
bkelly@cpsi-tech.com
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