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PROFESSIONAL SUMMARY
Customer Success and account leader with 20 years across the full go-to-market motion — customer success, account 
management, and marketing — spanning enterprise SaaS in sales enablement, martech, and compliance. Owns the post-
sale revenue motion end to end: net revenue retention, expansion and renewal pipelines, churn mitigation, and the 
executive-facing reporting behind them. Pairs disciplined account management with a quantitative analysis background and 
AI-native working style to protect and grow enterprise portfolios. Cross-functional operator who aligns sales, marketing, 
product, and delivery around shared revenue outcomes.

CORE COMPETENCIES
• Net Revenue Retention, Expansion & Renewals
• Enterprise Account Management & Negotiation
• Customer Health Scoring & Churn Mitigation
• Onboarding, Implementation & Time-to-Revenue
• Cross-Functional GTM Alignment (Sales, Marketing, Product)
• Customer Data Analysis & Reporting (Salesforce, Gainsight, Tableau)
• Stakeholder Communication & Executive Influence
• AI-Driven Automation & Personalization

PROFESSIONAL EXPERIENCE

Strategic Customer Success Manager — Channel Fusion May 2026 – Present
Remote

• Own net revenue retention and expansion across a strategic enterprise account portfolio on a channel marketing 
technology platform.

• Build the health-scoring and renewal/expansion motion that protects retention and surfaces upsell, partnering across 
sales, marketing, and customer success.

• Apply AI tooling to automate account analysis and reporting.

Revenue Operations & Customer Success Consultant — Wagons West LLC Jan 2024 – Present
Arizona · Remote

• Lead customer success and revenue operations for SaaS and multi-location retail clients, owning renewal and 
expansion motions and the reporting behind them.

• Designed lifecycle and health-scoring frameworks that surfaced churn risk early and measurable revenue uplift.
• Built attainment and revenue reporting across five sales channels using Salesforce, Tableau, and Gainsight.
• Deployed AI-powered automation across the customer workflow, improving operating efficiency by ~30%.
• Translated cross-functional data into ROI-focused reporting for ownership.

Senior Customer Success Manager — Showpad Mar 2022 – Apr 2024
Remote

• Owned net revenue retention across a $3.5M+ ARR enterprise and mid-market book, sustaining 95% gross retention 
through targeted expansion and renewal strategies.

• Built and executed an expansion pipeline, using account analysis and predictive scoring to prioritize upsell 
opportunities.

• Partnered across sales, product, and marketing to align the post-sale motion and surface expansion opportunities.
• Operationalized a structured customer-to-product feedback loop that strengthened retention.

Client Success Director — Exactera Oct 2020 – Feb 2022
Manhattan, NY · Remote

• Owned the renewal motion for a complex enterprise compliance portfolio, pairing expert tax/transfer-pricing guidance 
with disciplined account management to deliver 90% renewal success.

• Managed a $3.25M+ ARR portfolio, leading negotiations and expansion across the client base.

https://linkedin.com/in/johnrobertscott
https://johnrobertscott.com/


• Directed implementation and solution-architecture teams, standardizing onboarding to accelerate time-to-revenue.
• Drove proactive risk mitigation through early-warning monitoring and structured remediation.

Customer Success Director — Enspire for Enterprise 2018 – Sep 2020
Scottsdale, AZ · Remote

• Owned enterprise account growth at the intersection of marketing and customer success, managing a $3.6M+ ARR 
portfolio across renewals and negotiations.

• Sustained growth and retention in competitive markets through demand generation, audience targeting, and campaign 
optimization.

• Influenced product and GTM strategy and served as central cross-functional liaison across sales, marketing, and 
delivery.

Lead National Brand Success Consultant — Enspire for Enterprise 2014 – 2018
Scottsdale, AZ

• Provided analysis, account strategy, and relationship leadership for national brand clients.
• Partnered on GTM strategy, influencing positioning, distribution, and campaign design.

Director of Marketing — Gearfire 2013 – Dec 2014
Scottsdale, AZ

• Led integrated, multi-channel demand-generation strategy across the sporting-goods sector.
• Aligned marketing, sales, and support on shared campaign metrics and consistent messaging.
• Built B2B go-to-market and enablement assets, supervising a marketing team.

National Sales Manager — Gearfire Jun 2012 – Sep 2013
Scottsdale, AZ

• Built and managed the national sales motion across dealer and partner channels.
• Owned key account relationships and aligned sales and marketing on shared targets.

Recruiter (Team Lead) — Apollo Education Group Jan 2010 – Jun 2012
Phoenix, AZ
Recruitment, advising, and skills assessment; led a team of recruiters with weekly coaching, customer service, and progress 
tracking.

Loan Origination, then Credit & Debt Analysis — Solstice Capital Mar 2005 – Dec 2009
Quantitative credit and debt analysis and loan origination — the analytical foundation behind a data-driven account 
practice.

CERTIFICATIONS
AI & Prompt Engineering: Generative AI for Digital Marketers; Microsoft Copilot — The Art of Prompt Writing; Introduction 
to Prompt Engineering for Generative AI; The Communicator’s Guide to AI (LinkedIn Learning, 2026); Google Prompting 
Essentials Specialization.
Customer Success: Certified Customer Success Manager (CCSM) — SuccessCOACHING, 2023.


