Net Outcome Value Accountability

A PROPRIETARY FRAMEWORK BY JONATHAN M. SCHMIDT
The four-pillar operating system for CS leaders in the outcome era.

NOVA is a four-pillar operating system for CS leaders navigating the shift from relationship management to outcome

accountability. Each pillar is a diagnostic, a design principle, and a management tool — built from 12+ years of applied

enterprise practice across FinTech and PropTech.
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Net Outcome Ownership Value Architecture Accountability Systems
Revenue language, not CS Accountability without Design the proof, not just Trust built in process, not
language. ambiguity. the promise. personality.

THE QUESTION IT ASKS: THE QUESTION IT ASKS: THE QUESTION IT ASKS: THE QUESTION IT ASKS:

Can your CS team Who owns the client How do clients If your top CSM left
articulate its impact in outcome — not the experience value tomorrow, would service
terms a CFO relationship, not the between the sale and quality drop — or does
understands — without a ticket, but the actual renewal — and can you your system hold?

translator? outcome? measure it?

WHAT EACH PILLAR DOES

N Net Outcome m Ownership
Most CS leaders measure activities. Net Outcome Without clear ownership, CS teams absorb blame
reorients the entire function around the financial and and surrender credit. This pillar defines where CS
strategic results that determine renewal, expansion, authority begins, ends, and how accountability is
and executive trust. assigned across the organization.

Vv Value Architecture Accountability Systems
The structured system for surfacing, documenting, Scalable operating procedures that replace hero-
and communicating realized value at every lifecycle dependent CS — making the team great rather than
stage — before the QBR, not during it. making one person irreplaceable.

The NOVA Framework is a working system — not a slide deck.

Applied across a 24-account enterprise portfolio with documented outcomes.
Available as a leadership conversation or engagement.
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