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Growth in SaaS is no longer just about acquiring new customers. To achieve 
sustainable success, you need a growth engine that combines acquisition, 
engagement, and retention. 

This 5-page strategy empowers SaaS founders and C-level executives to align 
Marketing, SDR, and Customer Success teams into one seamless machine. 
When these functions operate together, your SaaS business will unlock faster 
revenue growth, better customer relationships, and higher retention rates.

Why Integration is the Key to SaaS Growth
Most SaaS companies face one critical problem: siloed teams. Marketing 
drives leads but may not provide the quality SDRs need to close deals. 

SDRs might focus on closing opportunities without considering long-term 
customer needs. Customer Success often works reactively rather than 
proactively, leading to churn.

By aligning these three teams around shared goals, processes, and metrics, 
you create a growth engine that is efficient, scalable, and customer-focused.



Marketing.
 
Marketing is your demand generation powerhouse. But for Marketing to truly 
succeed, it must go beyond vanity metrics like website traffic or social media 
impressions. Marketing needs to work closely with SDRs and Customer Success 
to ensure alignment on target audiences, messaging, and data sharing.

Key Responsibilities for Marketing
• Target the Right Audience: Use buyer personas and Ideal Customer Profiles (ICP) 

refined with input from SDRs and Customer Success. 

• Generate Demand with Value-Driven Content: Create content that addresses 
pain points at each stage of the buyer’s journey. 

• Collaborate with SDRs on Lead Qualification: Clearly define what constitutes an 
MQL (Marketing Qualified Lead) to ensure SDRs receive high-quality leads. 

Actionable Steps for 
Integration

• Regular Feedback Loops with SDRs: 
Set up weekly meetings to review lead 
quality and adjust campaigns based on 
SDR insights. 

• Data Sharing: Ensure SDRs and 
Customer Success teams have access 
to Marketing’s analytics tools for shared 
visibility. 

• Lifecycle Campaigns: Use email 
nurture campaigns that transition 
leads smoothly from SDRs to Customer 
Success post-sale.

MQL to SQL Conversion Rate: Ensure 
leads generated by Marketing are 

genuinely sales-ready. 

Cost per Lead (CPL): Measure the 
efficiency of your campaigns. 

Content Engagement Rates: 
Determine which assets resonate 

most with your audience.

METRICS TO TRACK



Sales Development.
 
Your SDR team is the bridge between Marketing and Customer Success. SDRs turn 
interest into pipeline growth through personalised outreach and timely follow-
ups. For SDRs to succeed, they need clear, actionable data from Marketing and 
collaboration with Customer Success on long-term customer needs.

Key Responsibilities for Sales Development 

• Lead Outreach and Qualification: Quickly engage MQLs provided by Marketing to 
assess fit and interest.

• Pipeline Development: Move leads through the sales funnel with consistent, 
personalised communication. 

• Provide Feedback to Marketing and Customer Success: Share insights from 
customer conversations to refine messaging and retention strategies.

 

Actionable Steps for 
Integration

• Joint CRM System: Use a shared CRM 
to ensure seamless handoffs between 
Marketing, SDR, and Customer Success.

• Collaborative Playbooks: Develop 
sales scripts informed by Marketing’s 
messaging and Customer Success’s 
insights. 

• Alignment on ICPs: Regularly refine 
ICPs based on feedback from all three 
teams.

Lead Response Time: How quickly 
SDRs engage with new leads. 

Lead-to-Opportunity Conversion 
Rate: Measure SDR effectiveness in 
moving leads through the funnel. 

Upselling and Cross-Selling: 
Identify opportunities to expand 

accounts in a way that aligns with 
customer needs.

METRICS TO TRACK



Customer Success.
 
Retention is the foundation of SaaS growth. Customer Success transforms your 
product from a tool into an indispensable solution for your customers. By sharing 
customer insights with Marketing and SDRs, Customer Success ensures long-term 
growth through renewals, referrals, and upsells.

Key Responsibilities for Customer Success 

• Onboarding and Training: Provide a seamless onboarding experience that sets 
customers up for success. 

• Proactive Account Management: Conduct regular health checks to address 
customer concerns before they escalate.

• Upselling and Cross-Selling: Identify opportunities to expand accounts in a way 
that aligns with customer needs.

 

Actionable Steps  
for Integration

• Customer Feedback Loops: Share 
churn reasons and success stories with 
Marketing to refine messaging and SDRs 
to improve outreach. 

• Collaborative Upsell Strategies: 
Partner with SDRs to create campaigns 
targeting existing customers.

• Retention Metrics Sharing: Provide 
Marketing and SDRs with data on 
NPS (Net Promoter Score), churn, and 
account growth.

Customer Churn Rate: Track lost 
revenue from cancellations. 

Net Retention Rate (NRR): Measure 
revenue growth from existing 

customers. 

Customer Lifetime Value (CLV): 
Calculate the total revenue 

potential of your customer base.

METRICS TO TRACK



The true power of this strategy lies in integration. By uniting Marketing, SDR, and 
Customer Success, your SaaS business creates a seamless growth engine. 
Here’s how to make it work:

Step 1: Align Teams Around Shared Goals 

Create company-wide goals that reflect the contributions of each team. For 
example:

•	 Increase Annual Recurring Revenue (ARR) by 30% over the next 12 months.
•	 Reduce churn by 10%.

Step 2: Build Feedback Loops

Establish regular communication between teams to share insights, track 
performance, and adjust strategies. For example:

•	 Weekly meetings between Marketing and SDRs to review lead quality.
•	 Monthly customer health reviews with Customer Success.

Step 3: Adopt Unified Metrics

Track KPIs that highlight collaboration across teams:

•	 Marketing to SDR: MQL to SQL conversion rate.
•	 SDR to Customer Success: Time-to-value post-sale.
•	 Customer Success to Marketing: Churn insights for refining ICPs.

Integration: Building Your
SaaS Growth Engine.



Ready to Build Your Growth Engine?
Need help implementing this framework or applying any SaaS strategies? 
Visit SaaSGenX.com for expert guidance tailored to your SaaS business.

Putting Strategy into Action.  
 
SaaS growth isn’t about isolated wins; it’s about creating a system where every 
team works together to drive long-term success. By implementing this strategy, 
your Marketing, SDR, and Customer Success teams will operate as a single, 
seamless growth engine.

Start small: align on shared goals, establish regular feedback loops, and adopt 
integrated metrics. As you refine your process, you’ll see the results—a more 
efficient pipeline, happier customers, and a scalable growth model.

Growth is a journey and building the right team for every stage is paramount to 
ensure you minimise recruitment risk and cost.

Our RevOps-as-a-Service approach provides the right expertise and functions 
required to unlock every stage of growth in the most cost effective way. Select a 
tailored plan and only those functions necessary to achieve your objectives.



Contact us. Follow us.
Hello@saasgenx.com
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