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Paid Engagement

LL_J Will become a paid engagement

Acquia Services Customer Journey Map

@ Temporary/allotted hours/ project based engagement

Discovery/Selection Onboarding

CUSTOMER GOALS MARKET SOLUTION DESIRED CUTOMER OUTCOMES BUILD SOLUTION ACHIEVE RESULTS REMOVE BARRIERS
« Customer selects producs that solve the problems
they are looking to solve « Customer meets with IC who matches desired « Reunites with CSM, crc.
« Mecrs with a CSM if a high paying customer, an customer outcomes with what can be builc for the « Meets MCCand leaves IC relationship
AMor AE customer « Customer uses product and comes across unique « Customer determines if they will renew if barricrs
« Scck solution(s) to their problem o Sclects paid services such asa TAM « Atimeline and roadmap is builc problems and uses cases o reaching their day to day goals are removed
PROCESS « “Talks to.a Sales Advisor « If the customer does not use Drupal, they will not « Customer reccives a lot of one on one « Has several poines of contacs for different timely and well based on their desired cusomer

Sales talks with customer about DCO's be offered a TAM service specialties and expertise outcomes set early on

handholding from IC and TAM

Cross Solution
Collaboration

Cross Solution
Collaboration

Cross Solution
Collaboration

Cross Solution

Department Touchpoints Collaboration

Sales Advisor

Account Manager ‘ ‘ ‘

Accoun Becutie o @ @

Customer Success Manager

L2 @ @

Implementation Consultant

Professional Services (Content Cloud)

Marketing Services Consultant (DAM)

Marketing Cloud Consultant (CDP)

0000000 @

Soppor @
Named TAM (ACP) . .
Team TAM (ACP) ‘
Global TAM (ACP)

Technical Architect (CDP) . ‘

CUSTOMER QUOTES
+ Acquia Community and P e
DAM CX Journey i \ |
interviews | "The first contract included TAM as an extra line item and "However, we will find that there are peaks and troughs ; X
S era ¢ ! ‘ Twould like to see more one-on-one support on a regular
+ 2022 Customer Feedback " moving into our second contract, I was thinking that we when it comes to the communication, because we'll ask E - . . . . § H D
S Tmean the TAM arrangement helps because I sort of feel " iy freom ¢ P "You know, the, the general likelihood is that T will, if T basis once the implementation phase is over” - 2022 DAM
urvey i 2 i, . may not need that cause of our continued use of Third questions via the service portal raising tickets and also y . . I
like T have, you know, there's sort of a built in like security ) : ‘ ! e - : can't find the information myself, Tl raise a TAM request Customer Feedback Survey
) ; and Grove. So it was good that it was, sorc of bundled in directly via emails. So it's a very inceresting one because ic .
net, righe? Like, T can't get too far our of control before I o ) - and then the TAM is at least aware of my query and you
. y § . and not treated as an extra anymore to know that there are won'tjust necessarily be the TAM, itll be our Account N : . o X -
can just sort of ask someone and be like, I can't figure this S . eeomn know, where I'm trying to go Twish we could meet again with our onboarding specialisc
p some people that know us alictle bit decper level than the Manager, butalso our, I can't remember the ticle of his A
out”- | < pooland . " e whenever there are new releases or additions” - 2022 DAM
eneral support pool and support resources'- role” -
| 8 pportp PP | | Customer Feedback Survey
- y _ — Y ~ - _ - - - -
PAIN POINTS . . - " . - . . . . .
Service Offerings Conflict with Internal Processes Setting Customer Expectations Service Tickets and Trust Re-Setting Boundaries and Expectations Product Expertise and Documentation
s hall TAM
o “Claifyth i 3 . B i y during the customer g . “Th Mce o T
onboarding” i the ‘what an MCC doesn't do” own products. They req
<o ly wohave olevel sec d hand because
TAM cerain . y good i 4 o . - r 3
things tha aren't quite truc or like how the engagement is” levels of TAM services. Often customers will come into Team TAM with system support, which kind of needs to be remediated. Like we have to reset
Named TAM expectations at Team TAM prices” bugsin the ticketing system where certain alerts don't work and it's easier to expectations around how they use TAM versus Suppore” . bout how to do that. We havea I
- T Ppape TAM just like lose tickets™ proj es. is
the Acquia Support Team. « "Well the customer said this and then we have to pass it on to product, the . Fbehind g wuy 2 P hrough '
i ki But, I deliberately never done before’
don't want to position myself as whice glove support'
. nton the actual chat has b od . s kind
their TAM and that TAM isn't available 24/7" questions. You ki ?
o "Wewill to work? This s broken, what do we do to fix it? And some of that i finding.
quarterback those questions” i the
SR e igh direcion”
DP Ies
awful’
OPPORTUNITIES

Align the Sales Advisor and Internal Teams Create Clear Onboarding Documents Improve Service Tickets and Self-Service Tools Clarify Roles and Maintain Boundaries Documentation to Build Product Expertise for

with New Customer Facing Documents to Build Trust with Support Internal Teams and Customers
Match the Service Role to the Problem to be Consider a Single Point of Contact
Ilved
1. Clarify 1l phases of the customer f 1 “Guide” thatlinks valusble & Buildin all TAM . Tmpr 1. High rurnover of CSMs on CDP CSMs have not had 1. Check direction of
N forced proj M) TAM offering 2. TFwe had iy, and add don’keep g perform routine tasks.

liecycle. yp " 3 berter toolsfor Sef' s p » P
2. Clarify 2. Checklistcarly on with the like paying. 3. More sclfsrvice functionality in the product. 2. Putclearer bounds around Named TAM, Team TAM and Suppor. . Weshould also develop project check in templaces where we can offer best
5.l webinars, whi i > + Make TAM Request 5 CSMi(free suppor practices for common project stages, and fll n ideas for how the TAM can
45 TAM i pap position brings to achieve goals  sell-sell the produces & services really submission process clear and sy success) and paid PS engagemen. help.

needed. . Support induction for all CDP cuscomers. J jour - p + common TAM TAM
Value of TAM . 3. Deliver . Improve the Supporesystem forms: Add prompts,for example collaborate with each other to do so I with the out
how TAMs have helped various carlyon. problem to solve, not by cloud or product d hatand i uL 5. Partner with the CSM I of,

stages of their project life cycles.

Acauid

EXPERIENCE DIGITAL FREEDOM

4. Bring TAM or other Drupal

SME into the carly project whatis my strategic vision for my digital

g

out o for wha.
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. A g issues. One pe

Mcc.

‘customer business goals for the application.

point (projece

planning part, before build andscape we wiage. offering beter stacus/progress, macurity).
sares 4. Are we big enough to create teams by 10. One of our areas of opportunityis we want to figure out how to make the & csMs
5 8 i i ic P P
progeam for internal tams. 1 across louds? 5. More lerly grid out theroles/ and value o cuscomer in for each group.
ams,the s, indivi . I
i T Maybeamain inall
role, o TAM to direce various o bestexccute.
il di ed 1o. Providea cear, single point of contact (CSM or Account Owner).

6. Maybe have multiple TAMs

o 5
needs with the skill/experience of specific
working on TAMSs

Ive, maybe we
g TAMs between

‘That way we might end up with  accouns more frequenly.

Ferving 7. C atthe heartof
accounts. offerings, not billable hours over ll clse
8. Offer similiar

(CC kickoff/welcome” calla driven by budget, DCOs, offering a FS like
7 P a

where we Quick Start. very

pl Y
hidollar —is chere

amiddle ground?



