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Customer Success Manager: B2B SaaS, retention and expansion
[City, State] · [email] · [phone] · linkedin.com/in/[your-name]
PROFESSIONAL SUMMARY
Customer success manager with 5 years in B2B SaaS, the last 3 owning a book of 45 mid-market accounts worth $3.8M ARR. 112% net revenue retention and 94% gross revenue retention last fiscal year. Run onboarding, QBRs and renewal forecasting in Gainsight and Salesforce, and came up through Tier 2 support, so I know what customers call about.
CORE SKILLS
Onboarding · Success planning · QBRs and EBRs · Health scoring · Renewal forecasting · Expansion and upsell · Churn risk management · Executive sponsor relationships · Voice of the customer · Product feedback loops
PROFESSIONAL EXPERIENCE
Customer Success Manager, [Company], [City, State]	[Month Year] – Present
1. Own 45 mid-market accounts ($3.8M ARR); delivered 112% NRR and 94% GRR last fiscal year against team targets of 105% and 90%.
1. Built a 90-day onboarding plan with product and support that took time-to-first-value from 41 to 23 days for new accounts.
1. Ran 120+ QBRs a year; turned usage reviews into $410K of expansion through seat growth and two add-on modules.
1. Rebuilt the Gainsight health score with the ops team; it flagged 7 of the 9 accounts that churned the following year.
1. Saved 5 of 6 at-risk renewals worth $520K by bringing in executive sponsors and agreeing a written recovery plan.
1. Brought 38 customer feature requests to quarterly roadmap reviews with evidence of ARR at stake; 11 shipped within the year.
Senior Technical Support Specialist (Tier 2), [Company], [City, State]	[Month Year] – [Month Year]
1. Resolved 25-30 complex integration and billing cases a day at 4.8/5 CSAT; kept Tier 3 escalations under 2 a week.
1. Authored 30 knowledge base articles that lowered repeat tickets on the API product by 22%.
1. Ran the weekly bug triage with engineering, so customers on open issues got a dated update instead of silence.
1. Mentored 6 Tier 1 agents; 2 were promoted to Tier 2 within a year.
Customer Support Specialist (Tier 1), [Company], [City, State]	[Month Year] – [Month Year]
1. Answered 55-65 chats and emails a day in Zendesk and Intercom at 4.7/5 CSAT and 86% first contact resolution.
1. Flagged the top 10 ticket drivers to product every month; 4 were fixed in the next two releases.
1. Volunteered for the first onboarding calls with new customers, which led to the move into Tier 2.
SELECTED PROJECTS
Renewal forecast model, [Company]	[Year]
1. Built the team's 120-day renewal forecast in Salesforce with finance; forecast accuracy improved from 78% to 93% over four quarters.
1. Wrote the at-risk playbook (triggers, owners, executive sponsor outreach) now used by all 9 CSMs.
TOOLS & CERTIFICATIONS
Gainsight · Salesforce · Zendesk · Intercom · Looker · Slack · Jira · Pendo · SuccessCOACHING Certified Customer Success Manager
EDUCATION
BA, Communication, [University]	[Graduation year]
1. Customer success talks: "Health scores that predict churn", [Regional CS meetup], [Year].
