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Why this conversation
matters

AI is changing the way every business function works and Customer Success is no exception.
Instead of seeing AI as a threat, we need to see this as an opportunity for Customer success to
step into its full potential. Here’s why this conversation matters:

Customers are expecting quicker responses, earlier insights and faster impact
Teams are becoming leaner, which means every CSM must operate at a higher strategic level
The role is moving beyond relationship led work into real business impact
The skills that made CSMs successful 5 years ago will not be enough in the next 5 years.

AI isn’t a threat to CS, it’s a catalyst for creating more paths for growth



T H E  E V O L V I N G  C U S T O M E R  S U C C E S S  C A R E E R  L A N D S C A P E

Customer Success  Operations 
CS Ops is becoming the engine of modern CS teams. As
companies invest in AI, CS Ops may be responsible for:

Build automations
Translating data into actionable insights
Design scalable customer journeys
Integrating AI tools into day-to-day workflows
Improving forecasting accuracy with machine learning
models

This role is becoming one of the fastest growing pathways
in tech because AI needs people who can operationalise it.

AI Enhanced Roles

Customer Success Managers
With AI reducing admin duties, the role is becoming more
strategic and commercial with CSM’s being expected to do the
following:

Own revenue more confidently
Predict renewals and churn
Translate AI-generated insights into business outcomes
Help customers navigate digital and operational
transformation

This shift moves us from managing accounts to delivering real,
measurable impact

For CS Leader, there will be more of an emphasis on leaner, data driven teams who can focus on predictive insights, ROI
and transformation. AI literacy will become a must have when it comes to hiring



T H E  E V O L V I N G  C U S T O M E R  S U C C E S S  C A R E E R  L A N D S C A P E

AI Success Managers
These help guide customers through
adopting and getting value from AI-
driven features, 
Increasingly common as B2B SaasS
embeds more AI into their products.

Value Consultants
AI is enabling CS to prove value faster
and more accurately. These
consultants build strong ROI stories,
support executive alignment and use
AI insights to demonstrate value..

Customer
Intelligence Analysts
A new hybrid between data teams
and Customer Success. These are
specialists who interpret
predictive AI insights and
translate them into actions for the
CS team making them more
proactive and accurate.

CS Enabelement &
Education Leads
With AI evolving fast, teams need someone
to train CS professionals on new tools, build
AI-augmented playbooks and ensure quality
and consistency across the customer journey
.
Companies with strong enablement
functions outperform those without,

New AI-Driven Roles 

These roles are rising
because AI needs people

who can turn insights
into outcomes.



T H E  H U M A N  A D V A N T A G E :  W H A T  A I  C A N ’ T  R E P L A C E

Trust and emotional intelligence
The ability to decode unspoken
concerns
Creating a relationship where a
customers wants and trusts your
guidance

WHERE WE WIN

AI can mimic knowledge but it cannot mimic connection...

AI can automate the work, but not the worth, of Customer Success.

Coaching customers through change
Influence, confidence and
storytelling
Understanding cultural nuance
Making people feel seen, supported
and guided 



A D A P T I N G  T O  T H E  F U T U R E

The skills that will define the next generation of Customer Success Professionals

Technical Fluency: confidence with AI tools, CRM automations, data insights and storytelling

Commercial Awareness: understanding revenue levers, forecasting, value drivers, and how CS

contributes directly to profitability and business impact

Strategic Thinking: seeing the bigger picture, challenging assumptions, identifying

opportunities, and guiding customers with clarity.

Executive Communication: being able to lead conversations where AI insights drive decisions.

Human Centric Leadership: empathy, influence and the ability to guide customers through an

uncertain AI landscape



AI is automating the work, 
not the worth of Customer Success.
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Thank you!


