certimia

Metric Weighting Value Score

DaysFromlnvoice toPayment 7.00% a2

5.00% ns

Escalated Cases 5.00% 16

Revenue Retention Rate (fromprevious contract) 7.00% 639
80

OpenCases 5.00% 7
Total Support Cases (thisyear) 5.00% a2
Average Response Time To Coniract s X
Completed Steps 9
Here are the action completed as
partof this process:
Success Tracker -
1. Case Summary generated
2. Account Summary generated
o p— — 3. Customer Communication generated
4. Playbook Task created and updated for the
Flagged Tasks MESuccessPlan Daft Customer Communication
5. Account Summary savs
2Tasks ccon ary saved
Inctease doption o s
Tasks that require attention 6. Case Summary Saved
7. Recommended Tasks created
+ TaiingEngogoment nProgress & Cace Status pdatec
Send emailcontaining. o% Planned 9. Playbook Stage updated
31% N
Overail Objective kP Progress Provdelinkto aihead o Parned

Schoduetontcst ox Paed
) csActivities
e ) Notes
Completed
Tof5 Playbook Tasks CustomerImpression
Completed Objective KPls
The sentiment fromrecent activites indicates
StartDateand Time agrowingfrustration amongst
7/29/20251:00 AM
Summary

Overdue Rt AlGenerated summary
lof5 Subject: Update on Your Training Request
Overdue Objective KPls CaseDear [Name], Ihope this message finds. 3
EndDate and Time.

7/29/20251:00 AM

Turn customer value into —
retention and growth by running

Double Fagle Solutions.

your business with full context

ABC Corporation

onone system of record.

Northern Pocket Elec...

Prestige Worldwide




DELIVER VALUEWITH CERTAINTY

Connect your data, your teams, and your revenue.

Achieving acomplete, coordinated picture of the entire customerlifecycle haslongbeenan
elusive goal for CS leaders. Theirteams are held accountable for NRR but are often structurally
locked out of the revenue process, forced to defend renewals from a context vacuum.

Asthe only CS platform built natively on Salesforce, Certinia eliminates functional silos to give
teams the authority and security required to drive growth. By unifying context and intelligence
within the Salesforce Trust Domain, Veda provides the essential orchestration layer to
operationalize success and prove measurable ROI.

Orchestrate the full
customer journey

Unify every touchpointinto a single view, from
opportunity torenewal, to build acomplete
picture of every customer. By eliminating the
“context gap,” Veda provides the orchestration
layer that turns this holistic customer datainto
the proactive signals and actions required to
delivermeasurable outcomes.

Align GTM teams & processes

CS Cloud breaks down the functional silos
that slow downyour go-to-market teams.
By unifying key functions like Sales, Services,
and Success on Salesforce, collaboration
across teams becomes easy. Our specialist
Alagents and yourteamleverage shared
context to automate handoffs, trigger
cross-functional playbooks, and ensure
everyresourceisfocused onNRR.

Turn customer insights into
proactive action

Transition from firefighters to value architects.
By transforming disconnected dataintoreal-
timeintelligence, Veda proactively flags at-
risk accounts and identifies expansion signals
beforerevenue begins toleak. This allows
your team to move beyond reactive motions
and focus their authority on the high-value
interactions that deliver outcomes.

Operationalize best practices

By standardizing best practices based on
unigue customerjourneys, CS Cloud gives
you andyourteamsasimple, repeatable,
predictable approach to optimizing customer
success. Integrated Al coaching providesin-
the-moment guidance and prescriptive next
stepsto ensure yourteam follows the most
effective pathtovalue.

Every customer success solution has a connector to
Salesforce, but Certinia’s Customer Success Cloud s the
only one natively built on Salesforce.

JimRoth, President, Customer Success at Salesforce



Scale without the cost

By usingintelligent orchestration to handle
everything fromvalue tracking torenewal
workflows, your organization can scale its
success motionswithout alinearincreasein
headcount. This allows your team to manage
more accounts with higher precision,
ensuring growth remains profitable.

CS agentinaction*

The Customer Success Agent handlesroutine
work foryou. Get complete account summaries
soyourCSMs can quickly getup to speedon
anaccount. Thenit proactively recommends
next steps, builds playbooks, and completes
tasks automatically, eliminating admin work
and ensuring you take theright action at
therighttime.

Accelerate time-to-value
with Generative Al

Turnsalesinsightsinto success plansinseconds
to speed customertime-to-value. Quickly
define clear objectives, milestones, and paths
to successfromdayoneso CSteamscan
deliverimpact faster. Track progress toward
value inreal-time to clearly prove ROl and stay
aligned withyour customer.

Avoid “heroic acts of
account management”

In conjunctionwith Certinia’s other solutions

— Professional Services Cloud and Financial
Management Cloud — CS Cloud can manage
your entire customerlifecycle. By identifying
customerrisks early, it fosters the kind of quick
stakeholderresponse that avoids the need for
“heroic acts of accountmanagement,” and
brings your Customer Success teams onto your
customer platform of record--Salesforce.

My At Risk Renewals Flagged Tasks
USD198,174.00 At Risk 2Tasks
M e atrisk Tesks that req

My renewal opportunities that a quire attentior

Account Health Score

Current Average Health Score

76 19% 15% 28% 38% 100%

Metric Type Weighting

AverageScore. Weighting  Value  Scors

Health Score by Account

My Active Playbooks

14 Playbooks

*Available via Certinia’s Early Adopter Program.

Ready to turn customervalue into
retention and growth?

See CS Cloud and Vedain action at certinia.com

Certiniaistheindustry’sleading Professional Services Automation system, unifying sales, delivery,
finance, and customersuccessonasinglerecord powered by acomprehensive Alengine thatacts

certinia

with certainty across the entire servicesjourney. Foundedin2009 and headquarteredin Austin, Texas,
CertiniaisbackedbyHavelilnvestments, General Atlantic, and Salesforce Ventures.

Formore information, visit www.Certinia.com.



https://www.certinia.com/

