EFSP Auxiliary ESL Curriculum

Customer Success English

Instructor guide for advanced ESL learners working in customer success

Audience: customer success managers, account managers, onboarding specialists, support
escalation leads, renewals managers, implementation teams, and post-sale revenue leaders

Focus: A customer success English curriculum for onboarding, adoption, health scoring, escalations, QBRs, renewals, churn
risk, difficult customers, product feedback, and expansion conversations.

Designed for advanced ESL learners who already use professional English and need industry-specific terminology, realistic
meetings, role-play pressure, careful pushback, and polished workplace outputs.

Teaching stance: this is language and workplace-communication training, not legal, medical, financial, safety, or regulatory advice.
Instructors should connect every scenario to the learner's current company policies, local rules, and approved procedures.
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Purpose and Course Logic

A customer success English curriculum for onboarding, adoption, health scoring, escalations, QBRs, renewals, churn
risk, difficult customers, product feedback, and expansion conversations.

Core language challenge

Advanced learners do not only need vocabulary. They need the ability to ask which standard applies, who owns the decision,
what evidence is sufficient, what risk is being accepted, and how to disagree without sounding vague, defensive, or reckless.

Each module trains a realistic workplace pressure point with role-specific terms, decision language, pushback practice, and a
written output learners can adapt to their own work.

Course objectives

- Use customer success terminology accurately in meetings, written updates, handoffs, escalations, reviews, and client
or stakeholder conversations.

- Turn vague requests into specific questions about evidence, owner, deadline, constraint, risk, and decision rights.

- Push back on unsafe, unsupported, noncompliant, unrealistic, or poorly scoped proposals while preserving
professional trust.

- Handle realistic dialogues from the field, including conflict, uncertainty, documentation gaps, customer or stakeholder
pressure, and cross-functional disagreement.

- Produce concise workplace outputs: briefing notes, escalation updates, meeting scripts, risk memos, decision records,
and follow-up messages.

Instructor Module Plans

Module 1. Onboarding and Implementation Expectations (90 minutes)

Set realistic timelines and responsibilities after the sale.

Learners should be able to

- Use these terms accurately: onboarding, go-live, implementation, customer owner.

- Explain the workplace tension: Scope, data readiness, customer owner, training, and risk need alignment.
- Respond professionally when a stakeholder says: Promise the date to maintain excitement.

- Draft a usable onboarding expectation reset with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A customer expects go-live in two weeks despite incomplete data.
Promise the date to maintain excitement.

Scope, data readiness, customer owner, training, and risk need alignment.
Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
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4. Output lab: draft and revise a onboarding expectation reset.

Module 2. Adoption Metrics and Health Scores (90 minutes)
Discuss account health without reducing it to one number.

Learners should be able to
- Use these terms accurately: adoption, health score, stakeholder engagement, usage.

- Explain the workplace tension: Depth of adoption, business outcomes, sponsor engagement, and support trends
matter.

- Respond professionally when a stakeholder says: Mark the account healthy.
- Draft a usable account health analysis with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure
Usage is high but key stakeholders are disengaged.
Mark the account healthy.

Depth of adoption, business outcomes, sponsor engagement, and support trends matter.

Classroom sequence
1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
Output lab: draft and revise a account health analysis.

Module 3. Support Escalations and Incident Communication (90 minutes)
Coordinate urgent customer issues across support and product.

Learners should be able to
- Use these terms accurately: escalation, severity, workaround, SLA.

- Explain the workplace tension: Severity, workaround, reproduction, priority, and communication cadence need
agreement.

- Respond professionally when a stakeholder says: Promise engineering will fix it this week.
- Draft a usable escalation update with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A strategic customer has a recurring defect.

Promise engineering will fix it this week.

Severity, workaround, reproduction, priority, and communication cadence need agreement.
Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.
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3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
4. Output lab: draft and revise a escalation update.

Module 4. QBRs and Business Outcomes (90 minutes)

Run business reviews that connect product use to value.

Learners should be able to
- Use these terms accurately: QBR, business outcome, ROI, executive sponsor.

- Explain the workplace tension: Customer goals, outcomes, risks, recommendations, and executive asks should guide
the story.

- Respond professionally when a stakeholder says: Add more usage charts.
- Draft a usable QBR narrative with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A QBR deck lists activity but no outcomes.

Add more usage charts.

Customer goals, outcomes, risks, recommendations, and executive asks should guide the story.
Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
Output lab: draft and revise a QBR narrative.

Module 5. Renewals and Churn Risk (90 minutes)

Talk about renewal risk early and specifically.

Learners should be able to
- Use these terms accurately: renewal, churn risk, commercial term, value gap.

- Explain the workplace tension: Adoption gaps, unresolved issues, executive alignment, and commercial terms need a
recovery plan.

- Respond professionally when a stakeholder says: Offer a discount.
- Draft a usable renewal risk plan with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure
A customer delays renewal conversations and complains about value.
Offer a discount.

Adoption gaps, unresolved issues, executive alignment, and commercial terms need a recovery plan.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.
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2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
Output lab: draft and revise a renewal risk plan.

Module 6. Expansion and Upsell Ethics (90 minutes)
Recommend expansion only when value is credible.

Learners should be able to

- Use these terms accurately: upsell, expansion, use case, readiness.

- Explain the workplace tension: Readiness, value proof, use case, and customer trust must be considered.
- Respond professionally when a stakeholder says: Pitch the expansion anyway.

- Draft a usable expansion readiness note with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

Sales wants to upsell before the customer is live.

Pitch the expansion anyway.

Readiness, value proof, use case, and customer trust must be considered.
Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
Output lab: draft and revise a expansion readiness note.

Module 7. Product Feedback and Feature Requests (90 minutes)
Translate customer requests into product evidence.

Learners should be able to
- Use these terms accurately: feature request, roadmap, workaround, product feedback.

- Explain the workplace tension: Segment fit, revenue impact, workaround, frequency, and roadmap tradeoff need
assessment.

- Respond professionally when a stakeholder says: Demand that product build it.
- Draft a usable feature request brief with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure
A customer says a missing feature is a deal breaker.
Demand that product build it.

Segment fit, revenue impact, workaround, frequency, and roadmap tradeoff need assessment.

Classroom sequence
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Terminology drill: define each term, then use it in one sentence from the learner's own role.

Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
Output lab: draft and revise a feature request brief.

Module 8. Difficult Customers and Boundary Setting (90 minutes)

Stay calm when customers are angry or unrealistic.

Learners should be able to
- Use these terms accurately: boundary, executive escalation, commitment, expectation setting.

- Explain the workplace tension: Priority, feasibility, contractual commitments, and respectful boundaries need clear
communication.

- Respond professionally when a stakeholder says: Accept the demand.
- Draft a usable customer boundary script with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure
A customer threatens escalation unless all issues are fixed by tomorrow.
Accept the demand.

Priority, feasibility, contractual commitments, and respectful boundaries need clear communication.

Classroom sequence
1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
Output lab: draft and revise a customer boundary script.

Nomenclature and Jargon

These are classroom working definitions. Learners should adapt wording to their organization's policies, systems, and
local regulatory environment.

Onboarding and Implementation Expectations

onboarding Working customer success term used in onboarding and implementation expectations; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

go-live Working customer success term used in onboarding and implementation expectations; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

implementation Working customer success term used in onboarding and implementation expectations; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

customer owner Working customer success term used in onboarding and implementation expectations; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Adoption Metrics and Health Scores
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adoption Working customer success term used in adoption metrics and health scores; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

health score Working customer success term used in adoption metrics and health scores; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

stakeholder engagement Working customer success term used in adoption metrics and health scores; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

usage Working customer success term used in adoption metrics and health scores; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

Support Escalations and Incident Communication

escalation Raising an issue to a higher authority or different function because risk, urgency, or decision rights require
it.

severity Working customer success term used in support escalations and incident communication; define the
owner, evidence source, governing document, risk, and decision impact before using it in a meeting.

workaround Working customer success term used in support escalations and incident communication; define the
owner, evidence source, governing document, risk, and decision impact before using it in a meeting.

SLA Service-level agreement defining expected service performance or response commitments.

QBRs and Business Outcomes

QBR Working customer success term used in gbrs and business outcomes; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

business outcome Working customer success term used in gbrs and business outcomes; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

ROI Working customer success term used in gbrs and business outcomes; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

executive sponsor Working customer success term used in gbrs and business outcomes; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

Renewals and Churn Risk

renewal Working customer success term used in renewals and churn risk; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

churn risk Working customer success term used in renewals and churn risk; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

commercial term Working customer success term used in renewals and churn risk; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

value gap Working customer success term used in renewals and churn risk; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

Expansion and Upsell Ethics
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upsell

expansion

use case

readiness

Working customer success term used in expansion and upsell ethics; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in expansion and upsell ethics; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in expansion and upsell ethics; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in expansion and upsell ethics; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

Product Feedback and Feature Requests

feature request

roadmap

workaround

product feedback

Working customer success term used in product feedback and feature requests; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in product feedback and feature requests; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in product feedback and feature requests; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in product feedback and feature requests; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Difficult Customers and Boundary Setting

boundary

executive escalation

commitment

expectation setting

Working customer success term used in difficult customers and boundary setting; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in difficult customers and boundary setting; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in difficult customers and boundary setting; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Working customer success term used in difficult customers and boundary setting; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Industry-Specific Meeting Moves

Onboarding and Implementation
Expectations

Before we commit, | want to confirm onboarding, go-live, the owner, and the evidence behind the
decision. If scope, data readiness, customer owner, training, and risk need alignment., |
recommend we document the risk and agree on the next step.

Adoption Metrics and Health Scores Before we commit, | want to confirm adoption, health score, the owner, and the evidence behind

the decision. If depth of adoption, business outcomes, sponsor engagement, and support trends
matter., | recommend we document the risk and agree on the next step.

Support Escalations and Incident Before we commit, | want to confirm escalation, severity, the owner, and the evidence behind the

Communication
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QBRs and Business Outcomes

Renewals and Churn Risk

Expansion and Upsell Ethics

Product Feedback and Feature

Requests

Difficult Customers and Boundary
Setting

Before we commit, | want to confirm QBR, business outcome, the owner, and the evidence
behind the decision. If customer goals, outcomes, risks, recommendations, and executive asks
should guide the story., | recommend we document the risk and agree on the next step.

Before we commit, | want to confirm renewal, churn risk, the owner, and the evidence behind the
decision. If adoption gaps, unresolved issues, executive alignment, and commercial terms need
a recovery plan., | recommend we document the risk and agree on the next step.

Before we commit, | want to confirm upsell, expansion, the owner, and the evidence behind the
decision. If readiness, value proof, use case, and customer trust must be considered., |
recommend we document the risk and agree on the next step.

Before we commit, | want to confirm feature request, roadmap, the owner, and the evidence
behind the decision. If segment fit, revenue impact, workaround, frequency, and roadmap
tradeoff need assessment., | recommend we document the risk and agree on the next step.

Before we commit, | want to confirm boundary, executive escalation, the owner, and the
evidence behind the decision. If priority, feasibility, contractual commitments, and respectful
boundaries need clear communication., | recommend we document the risk and agree on the
next step.

High-pressure pushback frames

- | understand the urgency. The risk is that we move faster than the evidence or process supports.

- I am not blocking the goal. | am naming the condition we need before the decision is safe and credible.

- If we accept this risk, we should name the owner, document the assumption, and define the trigger for escalation.

- That may be possible, but not under the current scope, timeline, or approval path.

- Let's separate what we know, what we assume, and what still needs confirmation.

Assessment and Coaching

Performance rubric

Terminology Recognizes terms but uses them Uses field terms accurately in Defines terms, connects them to

loosely. context. evidence, and explains decision
impact.

Pushback Disagrees vaguely or avoids Names concern with evidence and Balances urgency, relationship, risk,
disagreement. next step. owner, and decision rights.

Scenario judgment Focuses on one stakeholder's Identifies constraint, risk, and Guides the group toward a
preference. process. documented, realistic decision.

Written output Writes general summaries. Produces clear notes with facts Creates concise, decision-ready

and owner. workplace communication.

Source orientation

- Customer contracts, SLAs, and support policies.

- Company renewal, escalation, and product-feedback procedures.

- CRM and health-score definitions.

- The learner's own company policies, SOPs, contracts, systems, templates, and approved communication standards.
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