111 Customer Success interview questions to ask your
applicants

Questions
1. Can you tell me about a time you had to explain something complicated to someone who
didn't know much about it?

2. Describe a situation where you helped a customer who was really frustrated. What did
you do?

3. Have you ever had to convince someone to try something new? How did you do it?
4. Tell me about a time you had to solve a problem quickly to help a customer.

5. How would you handle a customer who keeps asking the same question, even after
you've answered it?

6. Imagine a customer is upset that a product didn't work as they expected. What would
you say?

7. If a customer is confused about how to use a feature, how would you guide them?
8. Describe your approach to building relationships with customers. Why is it important?

9. What does 'going the extra mile' for a customer mean to you, and can you provide an
example?

10. How do you stay organized when you have many customers to take care of?
11. Why are you interested in a career in Customer Success, and what excites you about it?

12. How do you define excellent customer service? Give an example of when you delivered
it.

13. What strategies do you use to actively listen to and understand customer needs?

14. If a customer gives negative feedback, what steps would you take to address their
concerns?

15. How do you prioritize tasks when multiple customers need your attention
simultaneously?

16. What are some potential challenges in Customer Success, and how would you address
them?

17. Describe a time you had to advocate for a customer within a company. What was the
outcome?

18. How do you measure customer satisfaction, and what metrics are most important to
you?

19. What is your understanding of the Customer Success role within a company's overall
strategy?

20. If a customer is considering leaving, what would you do to try to retain them?

21. How do you handle working with difficult or demanding customers, while remaining
professional?

22. Tell me about a time when you anticipated a customer's needs before they expressed
them.

23. In your opinion, what is the biggest difference between customer service and customer
success?

24. Imagine a customer is super frustrated. How would you calm them down and find a
solution?

25. Tell me about a time you helped someone fix a problem, even if it was tricky.

26. If a customer isn't using our product correctly, how would you explain it to them in a
simple way?

27. Suppose a customer is happy but doesn't know about all the cool things our product
can do. How do you teach them more?

28. What do you think is the most important thing in making a customer happy?

29. If a customer gives us some feedback on what we can improve, what would you do with
that information?

30. Describe a situation where you had to explain something complicated to someone who
didn't know much about it. How did you do it?

31. How do you stay organized when you have many things to do for different customers?
32. What does 'customer success' mean to you, in your own words?

33. Pretend you are showing our product to a brand new customer. What are the first three
things you would show them?

34. If you don't know the answer to a customer's question, what steps would you take?
35. Tell me about a time when you went above and beyond to help someone.
36. How important is it to follow up with customers, and why?

37. If a customer tells you they are thinking about switching to a competitor, how would you
respond?

38. What are some ways to build a good relationship with a customer over time?

39. If a customer asks for a feature that our product doesn't have, how would you handle
that situation?

40. Why are you interested in a career in customer success?

41. Imagine a customer is upset because of a bug in our software. How do you handle the
situation with empathy and provide a solution?

42. Describe a time you had to adapt your communication style to effectively help
someone.

43. How would you measure if a customer is successful using our product or service?

44. Let's say a customer achieved great results. How do you amplify their success story with
their consent?

45. What's your strategy for staying up-to-date with product updates and industry best
practices to better assist customers?

46. How do you handle conflicting priorities when multiple customers need your attention
simultaneously?

47. If you noticed that many customers were facing the same problem, what steps would
you take to resolve it?

48. Describe your experience with tools like CRM software, help desk systems, or
knowledge bases. How would you leverage these to enhance customer support?

49. How do you handle sensitive conversations with customers while maintaining
professionalism and achieving a positive outcome?

50. Describe a time you had to manage a difficult customer relationship. How did you turn it
around?

51. How do you prioritize your workload when you have multiple high-priority customer
requests?

52. Explain your experience with customer segmentation and how it can improve customer
success strategies.

53. Tell me about a time you identified a customer at risk of churn. What steps did you take
to prevent it?

54. How do you measure the success of a customer success program? What metrics are
most important to you?

55. Describe your experience with onboarding new customers. What are some best
practices you follow?

56. How do you use data to identify opportunities for upselling or cross-selling to existing
customers?

57. Explain your approach to creating and delivering customer training programs.

58. Describe a situation where you had to advocate for a customer's needs internally. What
was the outcome?

59. How do you stay up-to-date with the latest tfrends and best practices in customer
success?

60. What strategies do you use to proactively engage with customers and build strong
relationships?

61. Explain your understanding of the customer journey and how customer success can
influence it.

62. Describe your experience with using customer success platforms or tools. Which ones
are you familiar with?

63. How do you handle customer feedback, both positive and negative, to improve the
customer experience?

64. Tell me about a time you had to resolve a complex technical issue for a customer. What
was your approach?

65. How do you collaborate with other teams, such as sales and product development, to
ensure customer success?

66. Explain your experience with creating customer success plans and setting goals for your
customers.

67. Describe your approach to conducting regular business reviews with key customers.

68. How do you measure customer satisfaction and loyalty? What methods do you use to
collect feedback?

69. Tell me about a time you went above and beyond to help a customer achieve their
goals. What motivated you?

70. Describe a time when you had to manage a very unhappy customer. What steps did you
take, and what was the outcome?

71. Tell me about a situation where you identified a significant opportunity to improve
customer retention. How did you capitalize on it?

72. How do you prioritize your workload when dealing with multiple high-priority customer
issues simultaneously?

73. Share an example of a time you had to influence a product roadmap based on customer
feedback. What was your approach?

74. Describe your experience with developing and implementing customer success plans
for enterprise clients.

75. How do you measure the ROI of your customer success efforts, and what metrics do
you track?

76. Tell me about a time when you had to navigate a complex internal stakeholder situation
to advocate for a customer.

77. How do you stay up-to-date with the latest trends and best practices in customer
success?

78. Describe a successful customer onboarding process you designed or improved. What
were the key elements?

79. How do you handle difficult conversations with customers regarding contract renewals
or pricing changes?

80. Share an example of a time you proactively identified and mitigated a potential
customer churn risk.

81. How do you tailor your communication style to effectively engage with different types of
customers?

82. Describe your experience with using customer success platforms (e.g., Gainsight,
Totango) to manage customer relationships.

83. How do you build and maintain strong relationships with key decision-makers at your
customer accounts?

84. Tell me about a time when you successfully upsold or cross-sold a product or service to
an existing customer.

85. How do you gather and analyze customer feedback to identify areas for product
improvement?

86. Describe a time when you had to resolve a conflict between a customer's expectations
and the capabilities of the product.

87. How do you empower customers to become self-sufficient users of your product or
service?



