
Ups and downs are for 
elevators, not sales

Customer Success Case Study



Ask just about any company about their sales, 
and they would most likely tell you that there 
are plenty of ups and plenty of downs. For ATIS, 
a national leader in elevator safety inspections 
and compliance, it was no different. As they 
began to rethink their sales focus, they knew they 
wanted to achieve three things: lead generation, 
maintaining their current client base, and upselling 
services to those established relationships.
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ATIS Customer Success Highlight:

82%
of buyers who need  
to quickly solve a 
business challenge will 
meet with a sales rep.
HubSpot, 2020

The U.S. suffered an extraordinary  
12 landfall named hurricanes in 2020. 
ATIS was able to immediately reach 
out to help their current customers 
with an “Emergency Storm Services” 
campaign created by Spoke. It solved 
an unexpected business challenge 
by helping to get damaged elevators 
up and running so these businesses 
could do the same.
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How Spoke took Customer Success  
to a higher level for an elevator  
safety inspection company.

Spoke developed Customer Success solutions designed 

to increase customer lifetime value and turn clients 

into raving fans. We delivered marketing strategies that 

provided the tools to help ATIS be proactive in building 

“relationship trust” with their customers and prospects 

at every turn. Through this approach, we were able to 

decrease churn rate while lifting sales numbers along 

the way. Ultimately, these customers would become 

advocates for ATIS. 
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What is Customer Success? 

Customer success is 
systemizing the conversion 
of customer referrals. 
Each customer touchpoint 
is an opportunity to increase 
satisfaction, improve their 
lifetime value to your bottom 
line, and turn them into the 
most effective marketing 
machine ever created.
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Customer Success. It requires letting the 
customer know you’re there to help.

ATIS had many services that met their customers’ vast 

elevator safety inspection requirements, but many 

customers didn’t use ATIS for every solution. Spoke 

developed a destination map™ that matched each 

customer challenge with multiple marketing strategies 

that promoted ATIS as the ideal partner to deliver quality, 

cost-effective results. Marketing tactics were designed 

to anticipate customer challenges and proactively 

communicate ATIS solutions before needs arose. 

Why Customer Success? 

Creating strong bonds 
with your customers 
lays the foundation for 
a brand that people are 
attracted to and want 
to interact with.
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A happy customer makes you smile  
when looking at sales numbers.

As ATIS discovered, Customer Success helps 

boost customer happiness and retention. It also 

leads to increased revenue and customer loyalty. 

That was what they wanted to achieve with 

guidance from Spoke, and they did. 

We went even further to support them by 

developing a new website and messaging that 

directly reflected how ATIS was always by  

the customer’s side.

80% of 
customers say 
the experience 
a company 
provides is as 
important as its 
products and 
services. 
Source: Hubspot Marketing Statistics
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From collateral  
to emails to social 
media, we promoted 
other services such 
as ATIS Alerts that 
kept the customer 
informed about  
their elevator 
inspections status.

This meant that customers no longer had to worry about whether or not 

elevator inspection deadlines were being met and if their elevators were 

in compliance. Now the customer knew that their elevators would remain 

operational because, once again, ATIS was on their side. 

 
Education: to build lasting relationships 
teach your customer what they don’t know.

The government was about to make some drastic 

regulatory changes in elevator safety requirements that 

building owners need to comply with today, not tomorrow. 

ATIS knew about these mandates, but their customers 

didn’t. This is where Customer Success was put into place. 

Not only did Spoke develop an email campaign for ATIS 

that educated their customers about these regulatory 

changes, but that ATIS already had the services in place  

to help them meet compliance.

The sales meter went far right with an email open rate  

of 35.9% out of 1,480 emails delivered.
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Let’s face it, upselling products or 
services can seem very forced in 
the eyes of the customer. But ATIS’ 
marketing wasn’t selling as much as it 
was educating and building trust. Their 
customers knew they were in good 
hands. Customers knew that when ATIS 
said something, it was important to 
listen. By communicating value, clients 
remained receptive to being educated 
about other services such as consulting, 
certificate management, test witnessing, 
and everything else ATIS offered.

SPOKEMARKETING.COM

Start generating your Customer Success stories.
Call Dan Klein at (314) 623.1439 to schedule an appointment to learn more  
about how our Customer Success program can help you increase customer 
satisfaction and improve their lifetime value.


