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Scaled CX | Definition

Mission
Our mission is to engage, educate, equip and empower our users to do their jobs and achieve
their business outcomes with Miro.

Vision
Our vision is to unlock value at scale across every step of the customer journey through an

omnichannel ecosystem of delightful, data-driven and automated on-demand, just-in-time
and 1:many content and experiences.
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Scaled CX | Design Principles
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Scaled CX | Potential Teams, Streams and Programs
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Scaled CX | Journey Methodology

Smart Signals - Account insights to help
account teams have meaningful
conversations with customers to build
relationships and expand into more LOBs.
o Real-time
« Hybrid digital + field

|
Ha PPY pCIth Adopt DO—) Renew . Divergent paths tailored by use case \
* Fully digital DN Entry points: data-triggers that detect use
cases OR field teams that input customer

e Foundational journey
use cases OR customer self-selects in-app

Off-track path

 Fully digital

e Trigger-based across
every stage of
foundational journey

CTAs - Field alert to get accounts back
on happy path. Could go to CSM, RM or

AE.

e Real-time
¢ Field alert for team to action

M miro
Note: In reality the customer journey is cyclical and each account is unique.

This is an illustrative programatic view of Digital Success and should not be
taken as a comprehensive or linear description of all programs.



Scaled CX | Beginner's Guide to Al
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Scaled CX | Learnings

Order of operations

Email journeys and in-app flows

Own a completely digital segment with no CSMs. Yes this means variable comp and
being a "wringable neck” for activation, adoption and retention metrics
Is a segment AND a strategy - serves as the foundation of all CS segments

Hybrid strategy design - digital base PLUS intelligent pulling in of humans with Signals
and CTAs

Gotchas
e When all it is is email and some pop-ups
e Get your CMO and CCO to align up front
* Not doing experimentation - this cannot be a vibes program
 Leaving customer research to your UX team
* Over-focusing on CSM-assist/optimization programs

 reducing cost internally becomes boring even to CFOs after a while. Get back in
front of customers, revenue, retention, expansion



Lets keep connecting
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and a bit more.



