
About This Document 

This document provides a comprehensive example of how a B2B SaaS company can 
leverage the Easy CS application to structure and manage its post-sales operations. 
Through a fictional customer scenario, it illustrates how to define a Customer Success 
Plan, track strategic engagements, manage tasks, capture customer feedback, and 
monitor account health using Easy CS. This use case is designed to help prospective 
users understand the practical application of the platform and visualize how Easy CS 
can support scalable, goal-driven Customer Success practices. 

Use Case – Easy CS: B2B SaaS Customer Post-Sales Operation 

Company Context 
Company Name: AcertaAI​
Industry: B2B SaaS – Predictive Maintenance for Manufacturing​
Team using Easy CS: Customer Success​
Number of Customers: 120+ industrial clients across Brazil and LATAM​
SaaS Scope: Cloud-based platform that uses machine learning to monitor machinery, 
predict failures, and reduce unplanned downtime.​
 

Client Context 
Client Name: Metalurgia Fênix​
Headquarters: Belo Horizonte, Brazil​
Size: Mid-market manufacturer with 3 production sites​
Client Situation:​
Metalurgia Fênix recently signed a 2-year contract with AcertaAI to monitor their forging 
and machining equipment. The client’s main goals are to reduce downtime, lower 
maintenance costs, and improve visibility for plant managers. They’re using AcertaAI’s 
Enterprise plan with 65 licenses. 



 

 



Customer Success Plan 
Plan Name: Fênix - 2025 Success Plan​
Owner: Carla Mendes (Customer Success Manager)​
Created on: April 3, 2025​
​
Business Objectives:​
1. Reduce Unplanned Downtime by 25% in 12 months​
→ Target driven by production losses in Q4-2024.​
​
2. Lower Total Maintenance Costs by 15%​
→ Planned reduction through preventive instead of reactive actions.​
​
3. Enable Data-Driven Decision-Making Across Plants​
→ Targeting plant managers and operations directors. 

 

​
 



Strategic Initiatives:​
- Deploy AI-based Anomaly Detection across all lines by Q2​
  Status: In Progress. Delayed by integration with legacy SCADA system.​
​
- Train 100% of shift supervisors on the Insights Dashboard​
  Status: Scheduled. Live training planned for July.​
​
- Set up automated weekly reports to 3 director-level stakeholders​
  Status: Completed. Reports reviewed in April and approved by client. 

 

​
 

 



Engagements 
 

 

 



Initial Onboarding Kickoff 

Date: April 5, 2025​
Type: Onboarding​
Participants: IT, Maintenance Team, CSM​
Notes:​
Kickoff meeting to align on deployment schedule, integrations, and user provisioning.​
​
Tasks:​
- [✓] Share user provisioning template – Completed April 5​
- [✓] Schedule technical setup call – Completed April 8​
- [ ] Send welcome kit and user guide – Due May 1 

 



 

Quarterly Business Review - Q2 

Planned for: July 12, 2025​
Type: QBR​
Participants: Plant Managers, CFO, CSM​
Objective: Present performance impact from deployment, review KPIs and engagement 
plan for next quarter.​
​
Tasks:​
- [ ] Prepare QBR deck – Due July 5​
- [ ] Export usage and downtime trend data – Due July 4​
- [ ] Book executive prep call – Due July 3 



 

 

 



Executive Relationship Meeting 

Date: May 15, 2025​
Type: Relationship​
Participants: New COO at client side​
Notes:​
Introductory session with recently hired COO to align strategic expectations.​
​
Tasks:​
- [✓] Map new executive org chart – Completed May 10​
- [ ] Send summary and welcome note post-meeting – Due May 16 

 



 

 

Severity 1 Incident Support 

Date: April 27, 2025​
Type: Critical Support​
Context:​
Anomaly detection stopped reporting for 12 hours at Plant 2. Incident escalated.​
​
Actions Taken:​
- [✓] Logged Sev1 ticket with engineering – Completed April 27​
- [✓] Provided workaround with manual data push – Completed April 27​
- [✓] Sent RCA document to client – Completed April 29 



 

 

 



Voice of Customer Entry 
Date: May 22, 2025​
Captured by: Carla Mendes (CSM)​
Theme: Feature Request​
Feedback:​
Plant supervisors would benefit from a mobile app version of the Insights Dashboard to 
check alerts on the go.​
Status: Logged and shared with Product Team for assessment in the next planning 
cycle. 

​
 

 

 



Customer Health Indicators 
 

 

​

 



 

 


	About This Document 
	This document provides a comprehensive example of how a B2B SaaS company can leverage the Easy CS application to structure and manage its post-sales operations. Through a fictional customer scenario, it illustrates how to define a Customer Success Plan, track strategic engagements, manage tasks, capture customer feedback, and monitor account health using Easy CS. This use case is designed to help prospective users understand the practical application of the platform and visualize how Easy CS can support scalable, goal-driven Customer Success practices. 
	Use Case – Easy CS: B2B SaaS Customer Post-Sales Operation 
	Company Context 
	Client Context 
	 
	Customer Success Plan 
	 
	Engagements 
	 
	Initial Onboarding Kickoff 
	Quarterly Business Review - Q2 
	 
	Executive Relationship Meeting 
	Severity 1 Incident Support 

	 
	Voice of Customer Entry 
	 
	Customer Health Indicators 


