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Did you know?

CCO is the 7th

fastest growing 
C-level title on 
LinkedIn out of 

50+ titles they track
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Only 4000 CCOs 
globally compared to 
57k CMOs and over 

200k CFOs 
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❑ Grow your team and budget in 2023

❑ Team and budget are about the same in 2023

❑ Team and budget are smaller in 2023 

Poll: How would you describe your org’s growth in 
2023?
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Optimize Metrics that Matter
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Implementation 
Costs

Support 
Costs

CSM 
Costs

Operational 
Costs

+ + + +

Other 
Relevant 

Costs

Divided by …
# of Customers in the 
Segment or Business

Cost of Delivery for Software

= Cost of Delivery per Customer



Cost of Delivery 
Marketing Software Company – SMB Segment

Implementation 
Costs

Support 
Costs

CSM 
Costs

Operational 
Costs+ + + + Other 

Relevant 
Costs

Situation: ARR = $15k per year with retention rates ~75% GRR

$4k per client
(one time)

$180k per CSM 
managing 60 clients = 

$3000/client per yr

12 cases per year at 
30 minutes/case 

x $3/minute 
= $1000/yr

Decision: SMB was not a good business to be in to maximize EBIDTA. Focus on the Enterprise segment



Customer Support
Total Cost of Support  

Cost of staff, systems, corporate allocations, etc.  

Number of Support Cases
Cases by product line, region, segment

Cost Per Case
Function of Handle Time and 

Cost of Resources Per Minute/Hour/Day

Prevention and Self-Service Capabilities
Ability to prevent or resolve cases without requiring live assistance
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Levers to Improve

Decrease # 
of Support 
Cases Per 
Customer 

Shorten Time 
to Resolve a 

Case

Optimize 
Cost of 

Resources

Cost of 
Support 

Per 
Customer

1

2

3

4

2

3
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Career Accelerator 
#1

Understand your 
Cost-of-Delivery

Career Accelerator 
#2

Work Closely with 
your CFO or 

Finance Business 
Partner

Career Accelerator 
#3

Prioritize Resource 
Investments

Discussion and Template for 
Calculating Cost of Delivery

Download at 
www.rodcherkas.com/resources

Career Accelerator 
#4

Evaluate Costs by 
Segment or Product



Improve Efficiency and Productivity



• Self-Service Learning Paths

• Best Practice Use Cases

• Lower Cost Implementations

• Faster Time to Value





Community

Webinars Best Practice 
Use Cases and 

Resources

Easy to Use
Self-Help



Building out a Help Center – Documentation, Screenshots, Videos

Vitally’s Help 
Center



Templates in your Customer Success Platform

In-Product Guidance



Demonstrate Strategic Thinking:
Segmentation and Differentiated Experiences
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•Specialized expertise

•Match cost of delivery to value

•Right experience for the right customer



Differentiate the Experience 
Based on Customer Needs and Value



Strategic Enterprise SMB/MID Digital Only

Characteristics
● Global clients, often F500 
● Multiple business units and regions
● Potential to use full suite of products

● Mostly regional, sometimes global 
● Commonly use point solutions 
● Potential to use full suite of products

● Mid-market clients 
● SMBs with high potential for expansion
● Small small division or BU of a larger company 
● Primarily use point solutions 

● Mostly SMB clients  
● Use only 1 point solution 
● Low potential for growth

Client Size >$250k ARR $100k-$250k ARR $15k-$50k ARR <$15k  

CSM Model
● Assigned CSM  per client
● Global account responsibilities
● Starts engaging right after the sale 

● Assigned CSM per client in region
● Two teams - Americas and EMEA
● Starts engaging right after the sale  

● Assigned CSM per client in region
● Two teams - Americas and EMEA 
● Introduced after implementation

● Pooled team  
● Called Account Managers 
● No new Tier 5 customers 

Number of Clients 50 clients 300 clients 500 clients 750 clients

Total ARR per Segment  $15 million $45 million $10 million $5 million

Team Size 5 CSMs plus a Manager 12 CSMs plus 2 Managers 5 CSMs plus 1 Manager 1 Digital Marketer

Average ARR Per Client $300k $150k $20k $7k

CSM Ratio $3.0 million/CSM
10 clients/CSM

$3.7 million/CSM
25 clients/CSM 

 $2.0 million/CSM
100 clients/CSM $5 million/person

Interaction Model
Very High Touch

Weekly/Monthly Interaction Model
Exec Sponsor assigned  

Mostly auto-renewing contracts

High Touch
Monthly/Quarterly Interaction Model

Mostly auto-renewing contracts

Primarily digital communications
Pooled CSM Model

Annual review 6 months prior to renewal
Mostly auto-renewing contracts

Only reactive customer success
All digital interactions

Auto-renewing contracts

Segmentation Model and Experiences - Template

©2023 HelloCCO LLC. All rights reserved. 
rodcherkas.com



Career Accelerator 
#1

Align to Company 
Objectives

Career Accelerator 
#2

Identify High 
Priority Segments 

or Customers

Career Accelerator 
#3

Create Differentiated 
Experiences and 

Offerings

Career Accelerator 
#4

Re-allocate Your 
Scarce Resources

Download the 
Segmentation Template at 
rodcherkas.com/resources
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Where are you?
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Where do you want to 
be?
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Recap – Capital Efficient Resource Allocation
❑ Understand and improve your Cost-of-Delivery by segment

❑ Get to know your CFO or finance business partner

❑ Automate your implementation, charge fees and consider partners

❑ Segment your experience design to focus on high value clients

❑ Reduce the burden on your support teams

❑ Leverage self-service and one-to-many capabilities

❑ Monitor utilization and productivity of each functional team



Chat with me
rod@hellocco.co

m

Available on 
AMAZON

READ MY BOOK

Download these resources
rodcherkas.com/resources
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What’s your 
Action Plan?

Action Step #1

???

Action Step #2

???

Action Step #3

???

Action Step #4

???



Q&A
 “A must read for CCOs and leaders aspiring to be a CCO”

READ THE BOOK. NOW AVAILABLE ON AMAZON.
PLUS download helpful resources: rodcherkas.com/resources

Buy the Book on 
Amazon


