89 Customer Success Manager Interview Questions for
Hiring Managers

Questions
1. Can you describe what customer success means to you, like you're explaining it o a
friend who has no idea about business?

2. Tell me about a time you had to explain something complicated to someone who wasn't
an expert. How did you do it?

3. What do you think are the three most important qualities a Customer Success Manager
should have, and why?

4. Describe a situation where a customer was unhappy. What did you do to turn things
around?

5. How would you handle a customer who is constantly demanding new features that aren't
part of our product?

6. Imagine a customer is about to cancel their subscription. What steps would you take to
try and keep them?

7. How do you stay organized when you're juggling multiple customers and tasks at the
same time?

8. Why are you interested in customer success, and what excites you about this role at our
company?

9. Tell me about a time you had to learn something new quickly. How did you approach it?
10. How would you measure the success of your work as a Customer Success Manager?

11. If a customer isn't using our product to its full potential, how would you approach the
situation?

12. Describe your experience with using data to understand customer behavior.

13. How do you build relationships with customers, especially when you're working
remotely?

14. What's your understanding of our product/service, and how do you see it benefiting our
customers?

15. Tell me about a time you went above and beyond for a customer. What was the
situation, and what did you do?

16. How do you handle the stress of dealing with demanding customers or tight deadlines?

17. What are some strategies you use to proactively identify and address potential customer
issues?

18. In your opinion, what's the difference between customer success and customer
support?

19. Can you share an example of a time you had to collaborate with other teams to solve a
customer problem?

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

21. What kind of tools or technologies are you familiar with that could help you in a
customer success role?

22. Describe your approach to creating a positive and lasting impression on customers.

23. How do you ensure that you are providing value to the customer beyond just resolving
their immediate issues?

24. Describe a time you had to manage a client with unrealistic expectations. How did you
approach the situation, and what was the outcome?

25. Tell me about a situation where you identified a potential upselling or cross-selling
opportunity within an existing client account. What steps did you take?

26. How do you prioritize your tasks and manage your time effectively when dealing with
multiple clients simultaneously, each with different needs and timelines?

27. Walk me through your process for creating and delivering a Quarterly Business Review
(QBR) fo a key client. What key performance indicators (KPIs) do you focus on?

28. Describe a time you had to advocate for a client's needs internally within your company.
What challenges did you face, and how did you overcome them?

29. How do you measure the success of your relationships with your clients beyond just
renewal rates or revenue targets?

30. Explain your approach to handling a situation where a client is consistently
underutilizing your product or service. How would you re-engage them?

31. Tell me about a time you had to deliver difficult news to a client, such as a product delay
or a price increase. How did you handle the conversation?

32. Describe your experience with using Customer Relationship Management (CRM)
software to manage client interactions and track progress. Which tools are you familiar
with?

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

34. What strategies do you use to build rapport and establish trust with your clients,
especially in a remote or virtual environment?

35. Explain your understanding of customer journey mapping and how it can be used to
improve the customer experience.

36. Describe a time you had to collaborate with other departments within your company,
such as sales or product development, to resolve a client issue. What was your role in the
collaboration?

37. How do you handle a situation where a client is considering leaving your company for a
competitor? What steps would you take to try to retain them?

38. Tell me about a time you successfully onboarded a new client and helped them achieve
their desired outcomes. What were the key factors in your success?

39. How do you use data and analytics to identify trends and patterns in customer behavior,
and how do you use that information to improve your customer success strategies?

40. Describe your approach to creating and implementing customer success plans for
different types of clients, based on their size, industry, or goals.

41. What is your experience in creating customer-facing content (e.g., knowledge base
arficles, tutorials, webinars) to help clients succeed with your product or service?

42. How do you handle a situation where a client is consistently providing negative
feedback or expressing dissatisfaction with your product or service? How do you turn the
situation around?

43. Tell me about a time you identified an area where your company could improve its
customer success processes. What changes did you recommend, and what was the
impact?

44. Describe a time you turned a very unhappy customer into a happy, loyal one. What
steps did you take?

45. How do you prioritize tasks when multiple customers need your attention urgently?

46. Imagine a customer is not using your product's key features. How would you approach
getting them to adopt these features?

47. Tell me about a time you had to deliver bad news to a customer. How did you handle it?

48. How do you measure the success of your customer success strategies, and what
metrics are most important to you?

49. What's your experience with customer segmentation, and how does it impact your
approach to customer success?

50. Describe your experience with creating and delivering customer training programs.

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

52. What strategies do you use to proactively identify at-risk customers before they churn?

53. Explain how you would build a strong relationship with a key stakeholder at a major
client.

54. How do you handle a situation where a customer's expectations are unrealistic?

55. Describe your process for conducting a quarterly business review (QBR) with a strategic
client.

56. How do you use data to personalize the customer experience and drive adoption?
57. What is your approach to upselling or cross-selling to existing customers?

58. Tell me about a time you had to advocate for a customer's needs internally within your
company.

59. How do you manage customer feedback and use it fo improve the product or service?

60. Describe your experience with using customer success platforms (e.g., Gainsight,
Totango).

61. How do you balance the needs of individual customers with the overall goals of the
company?

62. What are the key differences between customer success and account management,
and when is each approach most appropriate?

63. Imagine a competitor is actively trying to poach one of your key accounts. How would
you respond?

64. How would you approach building a customer success strategy for a brand-new
product or service?

65. Describe a time you anticipated a client's needs before they explicitly voiced them. How
did you identify the need, and what was the outcome?

66. Share an example of a situation where you had to navigate a complex internal
organizational structure to resolve an issue for a client. What strategies did you use?

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

68. Explain your approach to building a customer success strategy for a newly acquired
company with an existing customer base.

69. Walk me through a time when you had to deliver difficult news to a client. How did you
manage the conversation and maintain the relationship?

70. Describe your experience with creating and implementing customer segmentation
strategies. What factors do you consider?

71. How do you measure the ROI of your customer success efforts, and what metrics do
you find most valuable?

72. Imagine a key client is considering leaving due to budget cuts. How would you
approach the situation to try and retain them?

73. Tell me about a time when you successfully advocated for a client's needs internally,
resulting in a product or service improvement.

74. What strategies do you use to proactively identify and mitigate potential risks to
customer satisfaction and retention?

75. How do you balance the needs of multiple clients with varying levels of engagement
and urgency?

76. Describe your experience with using data analytics tools to gain insights into customer
behavior and identify opportunities for improvement.

77. Explain your process for onboarding a new client and ensuring they achieve their
desired outcomes within the first [time period].

78. Share an example of a fime when you turned a negative customer experience into a
positive one. What steps did you take?

79. How do you approach building relationships with key stakeholders at client
organizations?

80. What is your philosophy on customer advocacy, and how do you encourage clients to
become advocates for your company?

81. Describe a time you had to work with a client who had unrealistic expectations. How did
you manage those expectations and achieve a mutually agreeable outcome?

82. How do you handle situations where a client is not actively using your product or
service to its full potential?

83. What strategies do you employ to ensure consistent communication and collaboration
between the customer success team and other departments within your organization?



