
Account Manager 
Ticket Generated 

via workflow

Make Intial call 
to Client to book 

QBR Meeting

Meeting 
Preperation

Any 
Current 
Service 
Issues?

Any Current 
Business Support 

Actions?

Pre-Meeting 
Check to 
confirm 
Meeting

QBR Meeting

Any Post 
Meeting 
Actions?

No

Check Sales 
SBR BG 

Dashboard

Post Meeting 
Actions Completed 

or Scheduled

Account Manager 
Ticket Update with 

Meeting Notes

Account Manager 
Ticket Closed

Yes

No

Ticket creation schedule based on Strategic 
Review Schedule Field in CW:
-Monthly
-Quarterly
-Six Months
-Yearly

Service 120 
Day Report 

Sent to Client

Update Ticket 
and forward 
schedule to 
check back

Set Ticket 
Status = Requested 

QSBR Date

Yes

Update Ticket 
and forward 
schedule to 

send Srv report

No

Actions from 
Service?

Handle as per 
standard service 

SOP

Yes

No

Urgent?

Handle as per 
standard service 

SOP

Yes

> Payment issues occuring
> Document Singing
> Service Mis-matches

Any 
Actions for 

SBR?

Cross Selling 
Report 
Review

No

Update Ticket 
Notes

Yes

Update Ticket 
Notes

No

Review CW 
PSA 

Opportunities

Any 
Actions for 

SBR?

Update 
Opportunites & 
Ticket Notes

Yes

Update 
Opportunites & 
Ticket Notes

No

Plan Meeting 
Objectives

> Determine your objectives
> Gather material like 
service brouchers & battle 
cards
> Update SBR strategic 
planner

Do you 
require other 

Internal Resource 
to Attend?

Handle as per 
standard 

resource request 
SOP

Yes

Agenda 
Creation

No

Sent to 
Client Meeting 

Attendees
Yes

No

Book next 
SBR before 

Leaving

Update SBR 
strategic planner

Meeting 
Scheduled?

QSBR Date 
Week 01

QSBR Date 
Week 02

Auto 
Email

Auto 
Email

QSBR Date 
Week 03

Auto 
Email

Ticket = Sales 
Assigned

> Determine your objectives
> Gather material like 
service brouchers & battle 
cards
> Update SBR strategic 
planner

Agenda (draft)

1) What has happened within the business since we last 
meet
2) Major changes within the business within the next 12 
months
3) Review of our and your performance
4) Review Lightbulb platform
5) Agree and document actions with priorities
6) Next meeting date and time
7) AOB

CWM PSA 
Opportuniies 
Created with 

Budgets & Date

SBR 
Schedule 
Update?

CWM PSA 
Company Record

Schedule List

Updated / No 
Change
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