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In complex, multi-level sales, your customer’s experience doesn’t start or stop with
the sale. It lives in every promise kept, every handoff managed, and every
response delivered. The strength of the customer experience determines whether
your accounts grow, stall, or silently leak revenue.
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At MVP, we see customer experience not as a “soft” metric but as one of the
hardest revenue levers in enterprise sales. When execution, responsiveness, and
alignment break down, trust weakens...and with it, renewal, expansion, and
reputation. This edition of 7The Revenue Leak Series uncovers how four often-
overlooked points of failure quietly erode value and what elite sales organizations
do differently to close the gap between promise and performance.

CX Leak #1. Implementation Misses

Revenue Leak:

The handoff from “sold” to “implemented” is where
trust is either reinforced or eroded. When reps
overpromise, under-scope, or fail to ensure the
appropriate stakeholders are involved in the
implementation, cracks form quickly. Those cracks
widen when delivery teams discover mismatched
expectations, unclear success metrics, or missing data
needed to deploy the solution effectively.

This isn’t just a service issue...it’s a credibility issue.
Poor implementation doesn’t just delay time-to-value;
it damages confidence, disrupts compliance, and stalls
expansion. Every breakdown between what was
promised and what was delivered represents a silent
revenue leak that threatens renewal.

Metrics to watch:
e On-time implementation completion rate
« Time to first measurable value

« Change request frequency and variance from
initial scope

.
50%

HIGHER

CUSTOMER
RETENTION

Companies with strong
onboarding and delivery
alignment achieve 50%
higher customer retention
and 54% greater product
adoption rates. (Gainsight
Benchmark Report, 2023)

63% of customers say a
poor implementation
experience would make
them reconsider renewal,
even if the product itself
performs well. (HubSpot
State of Customer
Success, 2024)
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e Renewal infent / sentiment score during onboarding

Remedies:
« Ensure all stakeholder expectations are validated before contract execution.

e Agree to “finish line criteria” and document in standard operating
procedures.

e Build cross-functional accountability matrices to ensure complete
adherence to contract terms.

« Monitor compliance and track where implementation delays put contract
performance at risk.

e Leverage a BD Quality Management System to capture performance gaps
and customer feedback.

When implementation breaks down, it’s usually because something was missed in
the later stages of the sales process. The most powerful sales tfeams close the gap
between what was sold and what was delivered. Trust compounds when you
demonstrate that you heard the customer, understood their needs and
implemented your promises.

CX Ledak #2: Slow to Respond to Customer Needs

Revenue Leak:

When customers can't get their needs resolved in real-time, utilization of your
service/product goes down. Slow response times create frustration and erode
confidence. Even when the product performs, perception suffers. If you aren't
responding to your customer's needs, somebody else is.

Clients measure partnership not just by outcomes, but by how valued and
prioritized they feel throughout the journey.
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Metrics to watch:
e Average first response time
« Time to full resolution / SLA adherence ]_ O— ]_ 50/0
« Client satisfaction delta between first response H IG H E R

and issue resolution REVENUE
« Escalation rates and “repeat inquiry” volume G ROWTH

Remedies:
Companies that prioritize

fast, proactive service

achieve 10-15% higher

« Set expectations and ensure accountability revenue growth and 20-
around responsiveness. 50% reductions in service

costs. (McKinsey CX

Report, 2024)

e Build clear communication channels to get each
issue to the right expert the first time.

o Define accountability swim lanes where sales,
success, and service teams jointly own
responsiveness for fop accounts.

o Build a visible, timestamped chain of custody for In B2B, 78% of buyers
every customer touch. cite lack of timely follow-
up as the top reason they
disqualify vendors post-
Responsiveness is the frontline measure of respect. It’s purchase. (Forrester
how customers decide whether they’re working with a Research, 2023)
vendor—or a true partner. Slow response times show
up as early warning signs that will often result in
unexpected RFP for your business, shrinking market
share and non-renewal of your contract.

When speed and precision become cultural standards,
not optional behaviors, clients don’t just notice; they
reward it with loyalty, advocacy, and growth.
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CX Leak #3: Dysfunction in Silos

Revenue Leak:

When marketing, sales, and service operations are
disconnected, clients receive mixed messages,
redundant requests, and conflicting priorities. Your
customer doesn’t care which department they’re talking
to. They only care about effective solutions to their
problems.

Connection beats perfection. The most powerful
customer experiences happen when silos are bridged
with access to the same information, a common
language, and a shared purpose.

Metrics to watch:
e Consistency of NPS/CSAT across departments

« Number of fouchpoints required for the client to
get their issue resolved

Remedies:

o Implement a universal system of record all
revenue teams/silos utilize to share customer
data.

e Create metrics that prioritize the end-to-end
customer experience, not just departmental
outputs.

e Develop a common language for use across all
customer facing teams/silos.

30% HIGHER
CUSTOMER

LIFE TIME
VALUE

Companies that align
cross-functional CX see
15% faster revenue
growth and 30% higher
customer lifetime value.
(McKinsey CX Excellence
Report, 2024)

Poor internal alignment
increases churn risk by
33%. (Forrester CX Index,
2023)

76% of customers expect
consistent interactions
across departments, yet
only 29% say they
experience it. (Salesforce
State of the Connected
Customer, 2024)
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e Conduct cross-functional CX reviews with single/shared scoring and

analysis

“If the meftrics aren’t visible fo everyone, they're not useful fo

anyone.” — Andy Grove

Disconnection is one of the costliest forms of inefficiency. It drains credibility,

slows decisions, and breaks momentum.

CX Leak #4: Brand Reputation

Revenue Leak:

Reputation amplifies experience, for better or worse.
When service falters, social proof follows fast.
Dissatisfied customers don’t just churn quietly; they
share it publicly, shaping perception for every future
buyer. In the age of information, one bad experience
can ripple across entire markets.

Brand reputation /s the aggregate of your customer
experiences. It’s the scoreboard the market uses to
decide who to trust. Protecting reputation starts with
every interaction, from proposal to renewal, and is
measured by every promise kept.

Metrics to watch:
e NPS and CSAT trends and review velocity

e Referral and advocacy rates (volume and
senftiment)

e Share of positive vs. negative mentions in social
monitoring

e Correlate renewal intent with reputation score

889%
REPEAT
BUSINESS

88% of buyers are more
likely tfo purchase again
when a company meets
or exceeds CX
expectations. (Zendesk
CX Trends 2024)

Negative reviews
outweigh positive ones
by a factor of 3 in
purchasing influence.
(BrightLocal Consumer
Survey 2024)
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Remedies:

e Implement regular customer sentiment surveys to capture (and act on) NPS
and customer feedback.

e Respond to detractors within 24 hours; acknowledge, solve, and document.

« Elevate promoters info champions through case studies, references, and
recognition.

« Train teams how to convert detractors to passive or promoter status.

e Incorporate NPS reputation metrics in quarterly business reviews alongside
other key performance metrics like pipeline and retention.

When experience, responsiveness, and delivery align, your customers become your
loudest sales team. But when trust erodes, silence isn’t neutral, it’s negative.
Protecting reputation isn’t marketing’s job; it’s everyone’s responsibility.

The Bottom Line

Customer experience isn’t owned by one department... it’s the sum of every
conversation, every decision, and the cumulative commitment across your
organization.

In high-stakes environments, credibility compounds.

When implementation, responsiveness, and collaboration work in unison, clients
feel it and markets reward it.

But when even one of those systems breaks down, so does confidence.

The takeaway: CX isn’t a service function. It’s a growth function.

And like any other system that drives revenue, it needs visibility, accountability,
and leadership attention... every quarter, every deal, every day.
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At MVP, we help sales leaders close the leaks that weaken client confidence and
design systems that make experience a competitive advantage.

ABOUT THE AUTHORS

With 30+ years in sales leadership our founders, Gina Gauna and Taylor Crook, have helped senior

executives in the Life Sciences ecosystem build sales organizations that consistently win. We've scaled
new business segments generating over $1B in sales, built enterprise accounts exceeding $100M
annually, and coached B2B sales leaders using frameworks that drive consistent, profitable growth.

If you enjoyed this newsletter article please click LIKE and click SHARE to share it with your network!

We would also appreciate hearing your thoughts and ideas in the comments section.

fif) *FREE DEMO: Schedule a Meeting

%, CONTACT: (866) 501-5196

EMAIL: contact@matchverticals.com

FOLLOW: Match Vertical Partners

@ WEBSITE: www.matchverticals.com

SUBSCRIBE: The Empowered Sales Leader Newsletter

*We are offering a FREE DEMO, for qualified B2B sales leaders in the life science industry, interested in

learning more about how Match Vertical Partners can help you close revenue gaps, generate new

business and maximize current portfolio growth.
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