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The Certified Customer Success Manager (CCSM) certification examination reflects the critical 
knowledge areas, skills, and tasks required to excel as a customer success manager. The exam is 
designed following the standards for educational and psychological testing and aligns with IACET 
accreditation requirements. It validates professionals who can effectively manage customer relationships, 
drive adoption, and ensure long-term customer success.

The CCSM exam includes 180 questions, with a mix of multiple-choice, scenario-based, and 
application-oriented questions. Candidates have 230 minutes to complete the examination. The following 
outline details the domains, tasks, and enablers that form the foundation of the CCSM certification.



Domains, Tasks, and Enablers
Domain I: Customer Relationship Management (40%)

Tasks:

Enablers:

1.  Build and Maintain Customer Relationships
Establish trust and rapport with stakeholders.
Conduct regular check-ins and QBRs to align on goals.

2.  Proactively Address Customer Needs
Use active listening and empathy in communication.
Develop strategies to anticipate and mitigate customer pain points.

3.  Foster Advocacy and Loyalty
Identify and cultivate customer champions.
Collaborate with marketing on case studies and success stories.

Engage customers through onboarding and enablement sessions.
Create tailored Customer Success Plans (CSPs).
Use Net Promoter Scores (NPS) and other metrics to measure relationship health.



Domain II: Process and Operational Excellence (40%)

Tasks:

Enablers:

Domain III: Leadership and Influence (5%)

Tasks:

Enablers:

Domain IV: Technical Proficiency and Analytics (20%)

Tasks:

1.  Customer Lifecycle Management
Map and optimize customer journeys.
Monitor engagement and adoption metrics.

2.  Risk and Escalation Management
Proactively identify risk signals.
Develop escalation frameworks for effective resolution.

3.  Retention and Growth Strategies
Conduct renewal and upsell/cross-sell negotiations.
Leverage data to identify expansion opportunities.

Use CRM tools and dashboards to track customer health.
Employ segmentation frameworks to prioritize high-value accounts.
Conduct after-action reviews for churn cases to improve strategies.

1.  Internal Collaboration and Alignment
Build cross-functional partnerships with Sales, Product, and Support teams.
Advocate for customer needs in internal roadmap discussions.

2.  Mentorship and Coaching
Mentor team members and peers in customer success best practices.
Lead initiatives to share knowledge and improve organizational maturity.

Create dashboards for internal reporting.
Lead workshops on customer-centric methodologies.
Present success metrics and ROI to executive stakeholders.

1.  Leverage Tools for Efficiency
Master CRM, data visualization, and communication tools.
Optimize workflows using automation and AI-driven insights.



Enablers:

Exam Composition

Time Allocation

This structure ensures that candidates are tested on both their theoretical understanding and practical 
application of customer success management principles. Passing the CCSM exam demonstrates mastery 
and sets candidates apart as leaders in the field of customer success.

Copyright © 2025 Customer Success Institute, LLC. All rights reserved.

2.  Data-Driven Decision Making
Analyze customer metrics to guide strategic decisions.
Use predictive analytics to forecast customer outcomes.

Generate and interpret customer health scores.
Implement AI tools for customer insights and automated outreach.

Scored Questions: 175
Pretest Questions: 5 (unscored)
Total Examination Questions: 180

Examination Duration: 230 minutes
Two 10-minute optional breaks.


