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Overview

• Defining Customer Success

• Delivering Customer Success

• Acumatica Partner Ecosystem

• Customer Success Group

• Support and Services

• Community

• Going Above and Beyond!



Customer Success is Success Defined by the Customer in Their Own Words



Twice a year, NPS and CSAT surveys provide us with the Voice of Customer

2021 Top Success Needs:

• Swiftly Implement and Deliver Value

• Optimize Cost

• Provide Continuous Improvement and Innovation

• Deliver High Quality Services & Support

• Be Proactive, Responsive and Engaged

Saddleback Leather Increases 

Sales, Saves $1 million+ with Acumatica

• 33% lower cost than NetSuite with 10 times 

the functionality

• $750,000 savings in IT costs

• Gained remote access to the ERP, boosting 

productivity

https://www.acumatica.com/success-stories/erp-system-for-saddleback-leather/


Programs for Customer Success

We are a partner driven organization. Customer Success 

and Services are primarily provided by the partners. 

Acumatica provides programs and resources that 

complement our partners in delivering an unrivaled customer 

experience.

• Acumatica Partner Ecosystem

• Support and Services

• Community

• Customer Success Group

Hartzell Construction Taps 
Acumatica for Integrated 
Construction Management

• Improved total gross margins at least 
15% with better visibility into operations

• Provided real-time mobile access for 
project managers on jobsites to the back 
office

• Automated and improved the vendor 
and subcontractor approval process

https://www.acumatica.com/success-stories/erp-system-for-hartzell-construction/


Acumatica Partner Ecosystem

For five of the last six years, Acumatica has been awarded the prestigious CRN 5-star Partner Program award. CRN has consistently 
recognized Acumatica's program as being among the best at offering solution providers with "all the training, financial resources, 
and sales and marketing assistance they can get."

Acumatica’s scalable Customer Success excellence is directly related to our strong 

business partnerships. The Acumatica Partner program and our global partner team 

includes:

• As a "born in the cloud" software publisher, Acumatica sells and 100% through an ecosystem of 

certified and authorized Value-Added Resellers.

• An international network of experienced resellers there to help in the evaluation, implementation, 

training and ongoing support of Acumatica ERP (VARs);

• Independent software vendors that build extensions to Acumatica’s base functionality (ISVs);

• Large software companies that have selected Acumatica to migrate their industry functionality onto 

the Acumatica platform (OEMs).



Customer Success Group – Partner Driven, and Acumatica Enabled

Health
On-boarding and engagement

Retention
Adoption and Value Realization

Growth
Business processes and technology 

Programs
Feedback and Innovation

As a partner driven organization, most of our partners have Customer Success Managers that are directly engaged with 

our customers to make sure they get the most value from their investment in Acumatica. Acumatica also employs several 

Customer Success Managers for providing thought leadership and innovation to our partners and customers.



Support & Services

• Acumatica matches the customer with a partner that knows 

their market and industry.

• Acumatica Customer Success Managers provide 

governance to the partners and customer during the entire 

customer journey.

• Acumatica Direct Customer Support

• Our customers and our partners (VARs) have 24/7 

access to direct support from Acumatica experts.

• Call, chat, or email—we’re always here to ensure you 

get the most out of your ERP investment.

• Partner-provided support and services

• Evaluation

• Implementation and Training

• Ongoing Support



Support & Services

• Implementation and Planning

• The VAR partner will help develop an 

implementation project

• Additionally, provide expert advice on streamlining 

business processes

• Acumatica provided on-going enablement and 

governance to partner and customers

• Consulting, customization, and upgrade services

• We want our customers to get the most out of their 

software investment

• This partnership represents a long-term strategic 

relationship

• Acumatica consulting services complement partners 

in accelerating customer's value realization



Dakota Red Corporation

https://www.acumatica.com/success-stories/erp-system-for-dakota-red-corporation/

https://www.acumatica.com/success-stories/erp-system-for-dakota-red-corporation/


FSC Lightning

https://www.acumatica.com/success-stories/erp-system-for-fsc-lighting/

https://www.acumatica.com/success-stories/erp-system-for-fsc-lighting/


American Meadows

https://www.acumatica.com/success-stories/erp-system-for-american-meadows/

https://www.acumatica.com/success-stories/erp-system-for-american-meadows/


Firewire Surfboards

https://www.acumatica.com/success-stories/erp-system-for-firewire-surfboards/

https://www.acumatica.com/success-stories/erp-system-for-firewire-surfboards/


Community

• Our community is one of our greatest strengths

• Forums, user groups, product ideas, 

announcement and more

• User can register at community.acumatica.com



ACUMATICA COMMUNITY



Community Collaboration

10K
USERS

13K
POSTS

2K
Q & A



Self Service Resources 

• help.acumatica.com –

product documentation and user guides

• community.acumatica.com –

forum, list of known issues and knowledge 

base

• openuni.acumatica.com –

training materials for end users and 

developer as well as webinar recordings



COMMUNITY + ROLE-BASED RESOURCES



LEARNING



Customer Success – Above and Beyond

Acumatica’s Customer Success 

Team goes above and beyond to 

make sure its technology helps 

customers have a successful 

business.

This is reflected in its established 

Customer Bill of Rights, which 

ensure customers receive an easy-

to-understand SaaS end-user license 

agreement; licensing that doesn’t 

inhibit growth; ERP implementations 

without hidden fees; deployment 

flexibility; and access to data, 

anytime.

Acumatica Customer Bill of Rights

Acumatica customers have a right to:

• Easy to understand and not frequently modified End User 

Licensing Agreement (EULA)

• A flexible, open platform for rapid integrations

• Consumption-based licensing that does not inhibit business 

growth

• Sustainable pricing with annual increases of no more than 3%

• ERP implementations without hidden fees

• Deployment flexibility

• Ownership of and access to THEIR data, anytime

• Consistent, 24/7 customer service

• Local business expertise

• Dual layers of support

https://www.acumatica.com/blog/vendor-practices-cloud-business-providers/


Customer Success – Above and Beyond

Acumatica consistently achieves a 

high customer retention rate in the

high 90%. In 2021, Acumatica also 

had a B2B SaaS industry-leading Net 

Promoter Score (NPS) of 32.

Further, Acumatica users regularly 

indicate their satisfaction with the 

platform and the company has a high 

level of support level of agreements 

(SLAs), which means its client 

success team resolves customer 

issues and concerns in a timely 

manner.

Testimonials:

Agile companies can adapt to changing circumstances quickly and 

easily, as exemplified by Acumatica customer PennAir. CEO Seth 

Bray says, “While our competition struggles to adapt, our team 

has been able to work anywhere and maintain business continuity 

under any scenario because we’re running PennAir on Acumatica 

in the cloud.

Rebecca Ogle, CFO of Safety Management Group, says her 

team was able to begin working remotely in early 2020 because of 

Acumatica. “We’ve all been able to stay business as usual: 

efficient, functional, and productive—and still serving clients. It’s 

been so nice to know we have reliable software we can use from 

the comfort of our home.”

Ben Rothe, CEO of Premier 1 Supplies, says, “With Acumatica’s 

open API framework, I can get data in and out quickly without 

having to hire outside developers. That is a great benefit.”

https://www.acumatica.com/userreviews/

