
60 Customer Success Manager interview questions to
ask your applicants

Questions

1. Can you describe a situation where you turned a dissatisfied customer into a loyal
advocate? What strategies did you use?

2. How do you prioritize tasks when managing multiple customer accounts with competing
deadlines?

3. What metrics do you consider most important for measuring customer success, and
why?

4. Describe your approach to onboarding a new customer. How do you ensure they start
seeing value quickly?

5. How would you handle a situation where a customer's expectations exceed what your
product can deliver?

6. Can you walk me through your process for identifying upsell or cross-sell opportunities
within existing accounts?

7. How do you stay updated on industry trends and incorporate that knowledge into your
customer success strategies?

8. Describe a time when you had to communicate a product change or update that
negatively impacted some customers. How did you handle it?

9. What strategies do you use to maintain high customer retention rates?

10. How do you approach building and maintaining relationships with key stakeholders
within customer organizations?

11. How do you handle feedback from a customer that you disagree with?

12. How would you deal with a situation where a customer repeatedly contacts you for
minor issues?

13. What would you do if a customer requests a feature that doesn't align with the
company's current roadmap?

14. How do you ensure effective communication between your team and the sales
department?

15. How do you balance proactive and reactive customer support in your role?

16. Describe a time when you had to say 'no' to a customer request. How did you handle it?

17. What strategies do you use to increase product adoption among existing customers?

18. How do you approach creating and presenting quarterly business reviews to
customers?

19. Describe your process for developing and implementing a customer health score
system.

20. How do you handle a situation where a customer's success metrics don't align with your
company's definition of success?

21. What methods do you use to gather and analyze customer feedback for product
improvements?

22. How do you approach training and developing junior team members in customer
success?

23. Describe a situation where you had to manage a customer's expectations during a
product outage or major issue.

24. How do you balance the needs of high-touch enterprise clients with those of smaller
accounts?

25. What strategies do you use to re-engage dormant or at-risk customers?

26. How do you approach setting and tracking customer goals throughout their lifecycle?

27. Describe your process for creating and maintaining customer success playbooks.

28. How do you handle conflicts between different departments (e.g., sales, product) that
impact customer success?

29. What methods do you use to stay informed about competitors and communicate this
information to customers and internal teams?

30. How do you assess the risk of churn for your customers?

31. Can you share a strategy you've implemented to improve customer retention?

32. How do you measure the effectiveness of a customer retention strategy?

33. What role does customer feedback play in your retention strategies?

34. How do you tailor retention strategies for different customer segments?

35. How would you handle a situation where a key customer is considering leaving?

36. How do you approach establishing rapport with a new client during your first
interaction?

37. What steps do you take to ensure that a client's unique needs are understood and
addressed?

38. Can you share an example of how you have personalized interactions with clients to
strengthen relationships?

39. How do you handle misunderstandings or miscommunications with clients to resolve
issues effectively?

40. What techniques do you use to proactively identify potential challenges for a client
before they arise?

41. Describe a time when you successfully managed a challenging customer relationship.
What was your approach?

42. How do you ensure that clients are aware of the resources available to them for their
success?

43. What role does empathy play in your interactions with clients, and how do you
demonstrate it?

44. How do you collaborate with clients to set realistic expectations and achieve mutual
goals?

45. Can you explain how you leverage client feedback to improve your service delivery?

46. What strategies do you use to keep clients engaged and informed about product
updates or changes?

47. How do you handle a situation where a client's needs conflict with company policies or
capabilities?

48. Tell me about a time when you had to manage a customer's expectations during a
product launch delay. How did you handle it?

49. Describe a situation where you successfully upsold a customer by identifying their
unmet needs. What was your approach?

50. How have you used data analytics to improve the customer experience? Give a specific
example.

51. Tell me about a time when you had to collaborate with the product team to resolve a
customer issue. What was the outcome?

52. Describe a situation where you had to balance the needs of multiple high-priority
customers. How did you manage it?

53. How have you leveraged customer success stories for marketing or sales purposes?
Give an example.

54. Tell me about a time when you had to adapt your communication style for a difficult
stakeholder. What was the result?


