
 capture my successes  Peter Clitheroe
 

a.​ Action: What have I done  
b.​ Value: Brought to GitLab 
c.​ Results: What has this actually achieved (examples from others where possible) 
d.​ Feedback: Direct Feedback from Team members 

 
 

 
H2 FY’24 - in close logical order from latest to newest initiative  
 

1.​ Supporting AEs wider than my team in complex deal cycles  
a.​ Action: I led the first three calls with this customer to move them from a CE 

account to an Ultimate subscription. This entailed full discovery, set up of a Live 
Assessment and even through to negotiation. Recordings & business 
documentation are available against the SFDC records. 

b.​ Value: My support enabled the AE to create a business plan, a TCO & ROI that 
was justified inside of GitLab and through the account up to CEO for approvals 

c.​ Results: the AE won this transaction on a 3 year contract  
d.​ Feedback: 

 
 

2.​ Engaged with the Customer Advocacy team  
a.​ Action: To promote their capability and gain more customer references for sellers 

to use in their own deals 
b.​ Value: Supported the development of the structure and engagement plan  
c.​ Results: Enabled 10 customers to be contacted about going into the plan from 

AEs 
d.​ Feedback: Winning an award for Customer Advocacy and the feedback given  

mailto:pclitheroe@gitlab.com
https://docs.google.com/presentation/d/1zxDyuE_F3mzcyi0-8ErI5D3eteOly0PpX3DuTUSQpXM/edit#slide=id.g23dede780b6_2_677


e.​

f.​



g.​
 

3.​ Setup of a campaign with PWC to promote ISO  
a.​ Action: Actively sought out an industry professional who can engage with GitLab 

on the topic of ISO and promote our capability to an external audience  
b.​ Value: This engagement will transform into a joint webcast to generate new leads 

for GitLab globally  
c.​ Results: No results yet as the webcast has not happened  
d.​ Feedback: 

 
4.​ AE engagement in the Onboarding Cohorts  

a.​ Action: Led a communication strategy between AEs, CS and customers to get as 
close a feedback loop as possible on the successful implementation of a 
customers gitlab license 

b.​ Value: This will ensure we maximise the opportunity to deliver success of a 
customers adoption during onboarding  

c.​ Results: This is just being rolled out at the end of Q3 into Q4. Feedback from the 
CS Director  to my manager on my contribution to the effort  Ally Frusciano

d.​ Feedback:

mailto:afrusciano@gitlab.com
https://gitlab.com/gitlab-com/sales-team/commercial-sales/-/issues/418#note_1609419315
https://gitlab.com/gitlab-com/sales-team/commercial-sales/-/issues/408


 
 

5.​ Setting up a Process of Eficode delivering services to newly onboarded GitLab 
customers  

a.​ Action: Spotted an adoption gap in our process - this will ensure we take those 
companies that have onboarded into GitLab and get intimate hand holding 
through the process of adopting the technology 

b.​ Value: Eficode will get greater access to customers & Customers will get intimate 
support in their immediate adoption journey with GitLab  

c.​ Results: None experienced yet  
d.​ Feedback: Positive from  in terms of opportunity dan.plumbley@eficode.com

creation for Eficode  
 

6.​ Begun the process of creating a Channel Sales Person GitLab Academy 
a.​ Action: Dissected the existing process of a sales person learning GitLab and 

gaining the certification while testing new and different in person ways to 
represent the learning material out to an audience  

i.​ Initial presentation deck for CCS Media  
b.​ Value: Unmeasured today yet the expected value is that all channel sales people 

who take the course will have a multi phased learning journey on GitLab and 
therefore be able to self serve creating opportunities  

c.​ Results: 2 x Deal registrations from one partner  
d.​ Feedback: All participants in the partners that have been through all left the room 

knowing more about GitLab than before and created sales conversations with 
customers  

 
7.​ Engaged with AWS to bring the partnership together  

a.​ Action: I took it upon myself to understand the management community within 
AWS and bring their partner team together with the EMEA management 
community 

b.​ Value: This will drive education for the entire commercial team on AWS 
Marketplace along with specific AWS certifications.  

c.​ Results: This will enable GitLab to connect with ISV sales managers in regions 
and also our sellers with AWS sellers 

d.​ Feedback: Verbal from managers that this will support and deliver success in 
widening our partnership with AWS and eventually greater customer stories  

 
8.​ Completed outbound calling in order to understand the day in the life of an AE. I shared 

this out with all colleagues along with my learning 
a.​ Action: This has allowed our L&D team to understand the process an AE goes 

through along with other managers also who do not do this  

mailto:dan.plumbley@eficode.com
https://gitlab.com/gitlab-com/channel/partners/emea/clearvision/partner-value-discovery-process/-/issues/1
https://gitlab.com/gitlab-com/channel/channels/-/issues/1082
https://docs.google.com/presentation/d/1BF6KCRVQTFlPT4IdO8zKx7no9RO_g6hY-oxvbUrbp8M/edit#slide=id.g25fd6faf47f_0_0
https://gitlab.com/gitlab-com/sales-team/field-operations/enablement/-/issues/2325
https://gitlab.zoom.us/rec/share/kd90l7FOaIh-KaD0Ec_X1hKksbizOAj8DesdJGRy67UUZrJt9-WAkxWj3xPFtVcL.6cJGs6B9LaFBba3G


b.​ Value: I have been able to book customer facing meeting and gain revenue for 
GitLab that was outstanding  

c.​ Results: I have booked 7 customer meetings, gained clean data and around 
$15,000 in revenue  

d.​ Feedback: Comment in line with me taking ownership of doing outbound selling 
from the R&D person

 
9.​ Monthly product release education : example 

a.​ Action: Linked the Solution Architects in with product to complete our monthly 
releases into bite sized work for AEs to consume. Shared with EMEA MM, SMB 
& AMER SMB 

b.​ Value: Enables AEs to learn the big points of our product quicker and be more 
impactful  

c.​ Results: Stopped AEs from saying they do not understand the detail and also 
ASAs from saying this have availability or interest to deliver  

d.​ Feedback: 

 
10.​Increasing knowledgebase on AEs in Commercial and Neurodiversity  

a.​ Action: Championed a training programme for AEs to self teach on the topic of 
Neurodiversity 

b.​ Value: Allowed those in the AE community (and ASMs before) to learn about the 
importance of learning about one another  

c.​ Results: 50% participation rate as seen in issue 
d.​ Feedback: Overwhelming thanks for raising awareness of this specific topic  

 
11.​Focussed activity about a sales deck for teams to use about Compliance  

a.​ Action: Provided a concise summary about the GitLab compliance journey for 
AEs to review and filter on the topics of interest to quickly hold a customer 
conversion  

b.​ Value: Enabled an AE to consume this complex topic in under 10 minutes and 
then go hold a valuable conversation with their customers 

c.​ Results: The success of this was not directly measured  

https://docs.google.com/presentation/d/1zm0HMbMp7TBHE524-4khUoxaz2G31wMZFr_SQtAbMtM/edit#slide=id.g27721309e05_1_401
https://gitlab.com/gitlab-com/gitlab-OKRs/-/issues/4371


d.​ Feedback:

 
 

12.​Creation of the First order Sales Process for SMB EMEA 
a.​ Action: Documented the most effective way for an FO sales person to lead an 

engagement with a customer along with having Mocak calls recorded  
b.​ Value: Simplified and standardised the onboarding experience an AE delivered to 

the customer making our quality consistent  
c.​ Results: Exemplary customer meetings and Sim 
d.​ Feedback: verbally this has been confirmed as assisting the FO AEs in delivering 

successful customer engagements  
 

13.​Creation of the Customer Adoption Journey for SMB EMEA & adopted in AMER too 
a.​ Action: Created a process flow along with a meeting structure for how AEs 

should approach maximising the customers adoption of GitLab the platform 
b.​ Value: Has led to an increase in meeting quality along with an increase in 

customer adoption of the technology itself  
c.​ Results: Not all AEs adopted this approach yet there is a common understanding 

in driving all customers towards the milestone and live optimisation sessions  
d.​ Feedback: Those whom have adopted have commented on the benefit and 

simplicity of the customer journey  
 

14.​Creation of the First Commercial & Support joint committee  
a.​ Action: Set up a Committee of SMB AEs along with the EMEA Support manager 

  Tine Sørensen
b.​ Value: To interrogate the existing workflows, processes and standards for 

operating cross departments in order to improve the customer experience 
c.​ Results: Significant hurdles and challenges understood that were not before and 

a simplification of understanding documented  
d.​ Feedback:  has led on this and been verbally complementary of Tine Sørensen

the engagement with the SMB community  
 

15.​Documenting the Live Assessment Process  
a.​ Action: Produced a methodology to support a customer trial of GitLab  
b.​ Value: This approach allows a customer to engage in the most effective manner 

to support their testing of our technology  
c.​ Results: This has resulted in over 85% conversion rate when a customer flows 

through the complete process  
d.​ Feedback: Verbally confirmed by the SA manager  on a Vladimir Dzalbo

management call - this process is the process we are going to consider adoption 

mailto:tsorensen@gitlab.com
mailto:tsorensen@gitlab.com
mailto:vdzalbo@gitlab.com
https://docs.google.com/presentation/d/1UA8Oh04-2m3pVXXnmIq5PeNuRjX5OBC5TRcmTESk1Gs/edit#slide=id.g1e3d70e17d1_0_131
https://docs.google.com/presentation/d/1lllf7pztFsh9Wm3-Gnwk734VoHTx747bDkrr22b8QR0/edit#slide=id.g1e3d70e17d1_0_131
https://gitlab.com/gitlab-com/sales-team/commercial-sales/-/issues/369
https://docs.google.com/presentation/d/1Z8DAX9T0jfgwE6Wf6RCA-3nvVWUtXT8u1jKLPdWbluY/edit#slide=id.g177d7965f14_0_492


across the SA community in EMEA in order to provide a simplified approach to 
the customer engagement  

 
16.​Handbooking of the Live Optimisation Process 

a.​ Action: Looking at how a customer gets and sees active value from their first 3 
months within GitLab  

b.​ Value: Customer adoption of their instance has significantly increased along with 
the Ultimate opportunities. In SMB North the highest Ultimate sales we do is in 
Expand - the role that facilitates these sessions the most often 

c.​ Results: An immeasurable amount of customer growth and retention across the 
SMB community globally  

d.​ Feedback: Verbally confirmed by the SA manager  on a Vladimir Dzalbo
management call - this process is the process we are going to consider adoption 
across the SA community in EMEA in order to provide a simplified approach to 
the customer engagement  

 
17.​General messages of complement  

a.​

b.​

c.​

d.​

e.​
 

mailto:vdzalbo@gitlab.com
https://about.gitlab.com/handbook/sales/commercial/smb/live-optimization/


f.​

g.​

h.​
 
H1 FY’24 
 

1.​ Project Eleanor : the single threaded customer journey  
a.​ Action: I gathered together a plethora of managers and assigned out different 

roles and responsibilities to look into how we approach our customer 
engagement model 

b.​ Value: This spun off a significant number of activities that dove into 5 different 
paths for customer success  

c.​ Results: We have impacted the way our digital team communicates with first 
order business, changed the way we approach online sales, standardised the 
customer adoption journey once inside gitlab and provided a route to uptiering 
from premium to ultimate  

https://gitlab.com/groups/gitlab-com/sales-team/-/epics/62


d.​ Feedback: Has been far, wide and varied. You can see the first hand evidence 
within the issues. One immediate comment is 

 
2.​ Increasing DIB participation with EMEA based employees  

a.​ Leading a project to understand what and how we can deliver relevant DIB 
content to EMEA based employees  

b.​ This will ensure we are connecting with our employees in a more thoughtful 
manner and ensuring visibility for all  

c.​ Feedback from a diverse AE below. Full value to be derived over time​
 

 
3.​ Written GitLab Readme living the value of Transparency 

a.​ Gitlab.com/Clitheroe 
b.​ Provided insights for Team Members to review a managers perspective 
c.​ AE comments  

 
4.​ Active and working IGP  

a.​ Created my working self development plan which is transparent for all to see  
b.​ Active exploration of self development in order to increase my quality in the role 

and quality of future delivery for GitLab 
c.​ Provided focus to myself and provided the outputs noted in the results section  

 
5.​ Redrafted and published job description | Redrafted and published interview process | 

Redrafted and published Mock Call deck all in this document  
a.​ Modernised the quality of the candidate experience with GitLab and tightened the 

process for candidate screening  
b.​ Ensured that candidates are tested against modern standards and ASM time is 

maximised  
c.​ Shared globally this has raised the standards of recruiting for GitLab evidence:  

https://gitlab.com/gitlab-com/people-group/dib-diversity-inclusion-and-belonging/diversity-and-inclusion/-/issues/819
http://gitlab.com/clitheroe
https://docs.google.com/document/d/1J845vR2cT3r1QWbOAH78VHoczcN4OjyniBEhOn2Eyag/edit#
https://docs.google.com/document/d/1iCyThGANFcKQT7ly41aNyG8XqdRssuXTca1VwZUdLR0/edit


 
 

6.​ Creation of the Ultimate sales play for SMB EMEA 
a.​ Took the sales deck that was created for SKO and simplified down for the EMEA 

region while looking at turning it into a customer facing meeting content 
b.​ Ensured that every SMB team member learnt the content and delivered a mock 

presentation of the content for onward facing into customer meetings 
c.​ This allowed everyone to confidently lead customer meetings with customers. 

Results being a drastic increase in Ultimate focussed sessions  
d.​ None available  

 
7.​ Created an NMap Survey for my team 

a.​ I worked with the People team to create a feedback survey for my team members 
to engage on - this provided a closed feedback loop for me to review and 
comment back on  

b.​ This allowed team members to give their direct feedback on me and also voice 
where I need to alter my approach to serve them  

c.​ This allowed team members to feel closely connected with me along with joining 
in to a cause greater than just themselves. As a result, team bonding increased 
and we became a closer group of individuals all supporting one another  

d.​ Information available within link above. 
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