
TAM / Digital 
Engagement

Lifecycle Phase

Data

Customer 
Metrics

Product Usage Data (license, features, stages, use cases)

Enablement
Content

(documentation, 
demos/educational videos) Best Practice

Recommendations Engagement with 
Support and/or Product

Professional Service 
Recommendations

Customer Success 
Plan *

(Outcomes, Use Case 
Adoption Plan, Timeline)

Sales 
Command 

Plan

Customer Success Management
Monitoring of adoption against success plan objectives, use case enablement, Executive Business Reviews

Primary Use Case/Stage Adopton
Collaborative management of adoption journey with customer

Secondary+ Use Case / Stage Adoption 
Expansion into additional use casesOnboarding

Assistance with 
Adoption Issues

Sales Onboarding Adoption Optimize and Expand
Implementation

Customer Health Score (product adoption, support, outcome delivery)

Other Customer Health Measures (not product usage): NPS/sentiment surveys, support cases, TAM assessment

Time-to-First-Value Time-to-Use Case Adoption Use Case Expansion (cycle time, success rates, reasons)

Additional Use Case Adoption
Minimum                                                          Complete

Additional Use Case Adoption
Minimum                                                                                Complete

License / User Adoption
Activated                                             Active

Feature / Use Case 
Recommendations

Executive Business 
Review Reporting *

* Success Plans and Executive Business Reviews apply when TAMs are assigned

Product Usage Data Helps GitLab Drive Successful Platform Adoption and Deliver to Business Outcomes

License / User ExpansionActive User Monitoring 
Power users, stage/use case utilization
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