
CUSTOMER SUCCESS 
MANAGER

FUNCTION: A Customer Success Manager serves as a dedicated 
advocate for clients, championing their cybersecurity interests 
and advocating for measures to enhance the security of their 
businesses. They work closely with clients to understand their 
unique security needs and challenges, providing guidance, support, 
and recommendations to help them strengthen their security 
posture and protect their valuable assets.

ABILITIES
Security Quarterback: Leads the charge in ensuring that clients’ security 
needs are met effectively and efficiently by orchestrating efforts across 
internal teams and departments to ensure seamless strategy and 
execution of security initiatives and deliverables. 

Spreadsheet Jockey: Maneuvering through vast amounts of data, 
a Customer Success Manager has unparalleled proficiency in 
spreadsheets, using it as their primary tool to organize, extract insights 
and drive decisions. 

Empathetic Advisor: Serves as a trusted advisor and confidant for 
individuals and organizations, gets to know clients (both personally and 
professionally) and is always there for support.

Success Enabler: As the voice of the customer, they act as a problem 
solver, leveraging expertise to identify, analyze and resolve issues 
that may impact the success of a client. They also have regular client 
cadences on a weekly, monthly, and quarterly basis. 

Feedback Facilitator: Fosters strong partnerships with clients by 
prioritizing transparent feedback, engaging in open and honest 
conversations by sharing insights, challenges, and suggestions without 
reservation. This transparency builds loyalty and fosters a culture of trust 
with their clients. 

COMMON QUALIFICATIONS
•  Project management skills and certification
•  Customer experience background
•  High emotional intelligence (EQ)
•  Understands cyber security space
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CUSTOMER SUCCESS 
MANAGER

ABILITIES
Threat Perception: A SOC Analyst has an innate ability to detect subtle 
signs of impending cyber threats. This includes recognizing patterns in 
network traffic, identifying suspicious user behavior, and uncovering 
anomalies in system logs.

Cyber Defense Tactics: Proficient in the use of defensive technologies 
such as firewalls, security information and event management (SIEM) 
tools, and endpoint protection tools, a SOC Analyst excels at fortifying 
digital fortresses against cyberattacks.

Cyber Intelligence Gathering: A SOC Analyst is adept at gathering and 
analyzing cyber threat intelligence from various sources. This includes 
monitoring underground forums, tracking threat actor activity, and staying 
updated on the latest cyber threat landscape.

Security Enthusiast: A SOC Analyst is skilled in using a wide array of 
query languages, SIEMs, intrusion detection systems, and penetration 
testing frameworks - with a craving to unearth new tools and exploits.

Continuous Learning: In the ever-evolving field of cybersecurity, a SOC 
Analyst prioritizes continuous learning and skill development. They stay 
on top of emerging cyber threats, attend training programs, and obtain 
industry certifications to enhance their expertise.

Persuasive Translator: A SOC Analyst excels in communicating 
complex information to both technical and non-technical stakeholders. 
This includes crafting detailed incident reports, presenting findings to 
management, and conducting cybersecurity awareness training sessions.

Incident Response Coordinator: A SOC Analyst leads incident response 
efforts for critical cyber incidents, coordinating with cross-functional 
teams to contain threats, mitigate impact, and restore operations.

Tool Optimizer: For improved threat detection and response capabilities,  
a SOC Analyst collaborates with cybersecurity engineers to enhance  
SIEM rules, develop custom threat detection signatures, and bolster  
SOC toolsets.

Ardent Mentor: As a SOC Analyst matures their tradecraft, they are 
always ready to share expertise and guidance to other team members on 
needed technical skills, incident handling procedures, and professional 
development in the cybersecurity field.

THEY HAVE IMPECCABLE  
ORGANIZATIONAL SKILLS FOR 
EFFECTIVELY MANAGING  
CUSTOMER SUCCESS INITIATIVES

RALLIES SUPPORT AND 
COOPERATION FROM 
COLLEAGUES AND 
STAKEHOLDERS 
WITHIN THE 
ORGANIZATION

PERSONALITY TRAITS
Attentive Ear: Possesses exceptional listening  
skills, allowing them to understand customers’ needs, 
concerns, and preferences with precision. They are 
not afraid to seek clarification when necessary, asking 
open-ended questions to ensure they have a complete 
understanding of a client’s needs.

Organizational Excellence: In their pivotal role 
orchestrating various tasks for various clients,  
a Customer Success Manager has impeccable  
organizational skills for effectively managing  
customer success initiatives. They excel at  
prioritizing tasks and initiatives based on their  
importance and urgency, ensuring that critical  
customer needs are addressed promptly  
and efficiently.

Warmth Warden: Radiates a friendly and  
approachable attitude, making them a beacon  
of positivity and reassurance. They understand  
the importance of building genuine connections  
with clients to withstand the cycles of security.

Persuasive Communication: Skilled in the art of  
persuasion, a Customer Success Manager rallies  
support and cooperation from colleagues and  
stakeholders within the organization. They sell  
the value and importance of client engagements  
in a way that resonates with colleagues and  
motivates them to participate.

STANDARD EQUIPMENT
•    All forms of communication: Phones, texts, emails

•   Microsoft Office Tools, especially Excel  
and PowerPoint

•   Software to capture key takeaways and meeting notes

•   Customer Success Software

•   Whiteboards for onsite strategizing


