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“It ain't what you don't know 
that gets you into trouble. 

It's what you know for sure 
that just ain't so.”



Enterprise SaaS: secular growth

Gartner, September 2018 report

https://www.zdnet.com/article/gartner-predicts-saas-revenues-to-reach-85-billion-in-2019/


CX will be the #1 reason for customer’s 
buying decisions by 2020

Walker Customers 2020 Report,

How important are the following to your business strategy – today and in 2020?
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Enterprise customers
Buying centers vs consumption centers

Buying 

centers

Consumption 

centers



Customer Experience (CX) is the perception and 
experience of your brand. It comprises all interactions 
with customers and the value received from you, the 
vendor.



Enterprise SaaS Customer Experience

Product Experience “Everything Else”



Enterprise SaaS Customer Experience

Product Experience Go To Market



Enterprise SaaS GTM

Land

Expand

AdoptRenew



Customer Lifecycle

I Buy

I Optimize

I UseI Renew



Services are critical to SaaS GTM
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Services interacts with your customers 
10x than Sales

TSIA TSW 2018



Services

Digital Services Online 
Communities

Support Customer 
Success

Professional 
Services



Customer Success Plans

Silver Gold Platinum
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Creating a great Customer Experience

1 2 3 4 5

Customer 
Journey

Define the 
offer

Define operating 
model

Test with MVP Scale and 
incentivize



Questions?



One last 
thing…


