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THE ULTIMATE GUIDE TO MANAGING CUSTOMER ASSURANCE AND SECURITY REVIEWS

INTRODUCTION

With security threats on the rise and digital landscapes becoming increasingly
complex, customer assurance has emerged as a critical factor in maintaining trust,
especially for organizations serving enterprise clients, who even more so demand
robust security and privacy measures. This guide explores the significance of customer
assurance, the challenges associated with traditional security reviews, and the strategic
advantages of adopting an integrated security portal featuring virtual audit capabilities.

In developing this guide, we have drawn from a wealth of insights, including interviews with
GRC leaders, CISOs, and industry thought leaders. These conversations and thorough
research from IDC and other reputable sources provide an understanding of the current
landscape and the best practices for managing customer assurance effectively.

Tejas Ranade, a thought leader in the field and TrustCloud’s Chief Product Officer
emphasizes that the true challenge lies in delivering comprehensive customer assurance
through effective security reviews.

“Customer assurance teams are balancing
three vectors that often compete with each
other - the speed at which they can respond to
security reviews, the quality of the experience
for the customer, and the accuracy of the
information being shared.”

—Sravish Sridhar, CEO TrustCloud
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OVERVIEW OF CUSTOMER ASSURANCE -
INCREASING NEED FOR SECURITY REVIEWS

The need for customer assurance has never been more critical. Data breaches are on the
rise, with the Identity Theft Resource Center reporting arecord 1,862 breachesinthe U.S.in
2023 alone, affecting nearly 300 million individuals. The financial impact of these breaches
is staggering, with the average global cost of a data breach reaching $4.45 millionin 2023 and
even higher for U.S. companies at $9.48 million. These alarming trends highlight the growing
importance of robust security measures and transparent customer assurance practices.'

As a consequence, consumer expectations around
companies’ data security measures have evolved.

A survey by PwC revealed that 87% of global $4_45

consumers would take their business elsewhere M I L LI O N .

if they felt a company was not handling their
data responsibly.? This increasing demand for

transparency and accountability in how companies The average global cost
manage data and how seriously they take their of a data breach reached
security is the linchpin for the critical role that in 2023

customer assurance holds.

"Source: Identity Theft Resource Center; IBM
2 Source: PwC
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https://www.idtheftcenter.org/post/2023-annual-data-breach-report-reveals-record-number-of-compromises-72-percent-increase-over-previous-high/
https://www.ibm.com/reports/data-breach
https://www.fisglobal.com/-/media/fisglobal/worldpay/docs/insights/consumer-intelligence-series-protectme.pdf#:~:text=Nearly%20the%20same%20number%20(87%)%20of%20consumers,a%20company%20is%20handling%20their%20data%20responsibly.
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THE EVOLVING LANDSCAPE OF SECURITY REVIEWS

The landscape of security reviews has shifted as well. Traditional methods that rely on
static documentation and lengthy review cycles, with the various back-and-forth sending
of information in security questionnaires, are no longer adequate and time-consuming.
Customers now expect real-time, accurate information with the ability to review and verify
a company’s security measures independently.

“This proactive approach to security is not just a trend but a necessity in today’s
market,” highlights Tejas. The 2023 Risk and Compliance Survey, performed by Thomson
Reuters, supports this by stating that 70% of corporate risk and compliance professionals
have noticed a shift from check-the-box compliance to a more strategic approach over
the past 2-3 years.?

—
—
—

In IDC’s 2023 Worldwide Future of Trust Survey, 84% of IT
decision-makers and business leaders acknowledged that
their trust centers needed improvement, with a third of
them stating that their centers required “major
improvements” or even “a complete overhaul.”*

These statistics demonstrate the growing recognition of
trust centers as essential tools in managing security reviews

and enhancing customer assurance.

8 Source: 2023 Thomson Reuters Risk & Compliance Survey Report
4 Source: IDC
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https://www.thomsonreuters.com/en-us/posts/investigation-fraud-and-risk/risk-compliance-survey-report-2023/
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CHAPTER 1:
THE CHALLENGE OF CUSTOMER SECURITY REVIEWS

UNDERSTANDING SECURITY REVIEWS

Security reviews are evaluations of an organization’s security posture conducted
during pre-sales and post-sales stages. These reviews ensure that a vendor’s security
practices meet the stringent standards required by their customers. The due diligence for
these reviews is even more critical for enterprise companies, where the spreading and
maintenance of information is on a larger scale.

PAIN POINTS IN TRADITIONAL SECURITY REVIEWS

= Time and Cost Intensive:
Traditional security reviews can take

weeks or months. The manual efforts “Every time a customer requests an
involved are significant, leading often to audit, it’s not just filling out a form. We
resource drain. Tejas pointed out that end up doing presentations, providing

a traditional security review process specific evidence, and sometimes even

revising the materials for different
customers. It's exhausting and time-

involves a repetitive loop between the
sales and security teams, which can
drag out for months.” i

consuming.”

= Accuracy and Compliance Risks: _ -

_ _ —GRC Leader at a Global Services Organization
Sharing  outdated or  inaccurate
information during security reviews can
lead to legal and compliance risks. The consequences of such missteps can be severe,
affecting not only the deals in the short term but also long-term loss of trust and financial

outcomes.

= Stakeholder Pressures:

Different stakeholders are involved—sales, legal, customer assurance, and CISOs—
and often have conflicting priorities. As Tejas explained, “Sales teams care most about
speeding up the sales cycle, while CISOs and legal teams stress over accuracy and
risk, and often CISOs are asked to be involved in various presentations and meetings,
creating a tension that can slow down the process.”

@ TrustCloud 6
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» Increased Involvement of CISOs:
A growing trend is customers’ expectation of conducting their own audits. As a result,
CISOs are increasingly being called upon to participate in calls, presentations, and the

preparation of materials on a regular basis. This additional layer of involvement pressures
CISOs, who must balance providing security assurances with their existing operational
responsibilities.

“Our CISO is constantly being pulled into
these security review meetings, which
really interrupts other critical tasks. It’s
becoming more than just a compliance
check—it’s a full-on customer education
process.”

—Head of GRC, Glo

IDC’s findings support these challenges, noting that the burden of security questionnaires
has led organizations to re-examine the form and function of their trust centers, often
driving them to seek new features that can alleviate this burden and improve overall
efficiency.

" Source: IDC
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CHAPTER 2:
THE SHIFT TOWARDS A PROACTIVE SECURITY POSTURE

INDUSTRY TRENDS

There’s a growing shift towards a proactive security posture, and two key factors drive it:

1) the increasing customer demands for transparency throughout
2) the complexity of cloud security environments.

Companies can no longer afford to be reactive, including waiting for and answering long-
winded security questionnaires. Instead, they must provide real-time, accurate, and helpful
information to meet these expectations.

CUSTOMER EXPECTATIONS N -

((«

High-value enterprise customers now expect
more than just compliance; they want
J P Y Customers ask for more than

verifiable, real-time evidence of your security . . .
just text answers in security

posture. Tejas highlighted this shift, noting i )
questionnaires—they want the

that customers “ask for more than just text
answers in security questionnaires—they actual evidence.
want the actual evidence.”

IDC’s research found that 62% of IT decision-makers consider the availability of a well-
maintained trust center as a decisive factor in purchasing decisions. Companies with
weak or underdeveloped trust centers risk losing business opportunities due to perceived
inadequacies in their security and compliance postures.’

“When stakeholders can easily access information
about your security posture, you actively demonstrate
your organization’s commitment to security and can
earn a high level of trust among partners and
customers.”

—Richa Tiwari, Director of Trust Assurance, TrustCloud

" Source: IDC
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CHAPTER 3:
THE INTEGRATED SECURITY PORTAL SOLUTION

INTRODUCING THE INTEGRATED SECURITY PORTAL AND
QUESTIONNAIRE Al SOLUTION

An integrated security portal is a transformative approach to managing security reviews.
Unlike traditional portals that rely on static documents, an integrated portal is interactive
and offers real-time data. It automates security questionnaires and provides a delivery
system in which its contents are dynamic and continuously updated. While it can be a
start for some companies, an actual trust portal is not just a mere landing page on a
website with FAQs on security postures; it’s a real-time, comprehensive, integrated review
of a company’s security measures. As Tejas emphasized, it is more than just informing of
the measures; it provides a place to prove them.

“We’re not looking for a trust site, we're looking for
a trust experience, and it’s very different than
what we’ve done in the past.”

—Customer Assurance Leader

TrustCloud’s TrustShare platform exemplifies this approach, offering a secure, dynamic
portal that allows customers to access real-time data, conduct virtual audits, and
automate security questionnaire responses. It fosters transparency and reduces the time
and resources required to manage security reviews.

“Before TrustShare, a 400-question questionnaire would
take me 14 to 18 hours. Initially, TrustShare took our
average down to seven hours. Now, we’re averaging an
hour and a half for similarly sized questionnaires.”

—Skyler Sampson, Lead Security Architect at Gremlin
TrustCloud Case Study Gremlin



https://www.trustcloud.ai/case-study/gremlin/

THE ULTIMATE GUIDE TO MANAGING CUSTOMER ASSURANCE AND SECURITY REVIEWS

KEY FEATURES OF AN INTEGRATED CUSTOMER
ASSURANCE SOLUTION:

= Graph-Based Architecture:

This feature integrates all security-related data, providing a comprehensive,
interconnected view of an organization’s security posture. As Tejas pointed out, “Our
graph-based portal is a real-time, dynamic system, unlike the traditional, static
document-based portals.”

= Real-Time Information:
Providing real-time data ensures that the information shared with customers is always
accurate, reducing the risk of compliance issues.

= Self-Service Capabilities:

A self-service portal allows customers to conduct virtual audits independently,
significantly reducing the workload on internal teams. As Tejas noted, this capability
is a key solution to the growing demand for transparency from enterprise customers.

= The right amount of information:
It allows for customization of the information based on the needs of the customers
and stakeholders.

“I've started using some of the data room a little
bit and limiting the access of what users can see
allowing users to find exactly what they are
looking for rather than opening up everything.”

—Jon Rust, Staff Solutions Engineer, Cribl
TrustCloud Webinar
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» Al to automate security questionnaires:
Leveraging the right Al can reduce wasted manual hours. TrustCloud’s Al answers

80% of security questions accurately and in real time, reducing the manual burden on

teams.

“At DataRobot we reduced SLA turn around
times from 10 business days to 6 hours with
the help of TrustCloud.”

—James Scheffler, Head of GRC, DataRobot
DataRobot Case Study

IDC’s research further supports the value of these features, noting that high-quality trust
centers, such as those provided by TrustCloud, are associated with improved cost savings,

employee productivity, and revenue growth.!

“We are solving the customer assurance
problem by providing a comprehensive solution
that includes a portal with real-time data,
virtual audits, and Al-powered security
questionnaire automation.”

—Tejas Ranade, Chief Product Officer, TrustCloud

" Source: IDC
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CHAPTER 4:
OVERCOMING COMMON SECURITY REVIEW CHALLENGES

REDUCING THE BURDEN OF SECURITY QUESTIONNAIRES

Traditional security questionnaires are cumbersome and time-consuming. Companies can
leverage Al and real-time data to minimize their reliance on these extensive questionnaires,
providing customers with the necessary information more efficiently.

“Security questionnaires are a farce—a
necessary evil, but one that everyone
despises. It’s time to move beyond them.”

—Tejas Ranade, Chief Product Officer, TrustCloud

TrustCloud’s solution automates responses to security questionnaires, transforming a
traditionally labor-intensive process into one that someone can manage with minimal
manual effort. This approach has been efficient for companies like DataRobot and
Robin, who have seen their security review processes streamlined and accelerated
using TrustCloud’s automation tools." IDC’s research further supports this, indicating
that automated trust centers can significantly reduce the time and resources needed for
security reviews.?

“When building a workflow for answering security
questionnaires as quickly as possible, the highest
performing teams align with organizational values:
prioritizing driving revenue for the organization,
while emphasizing accuracy and creating a
repeatable, efficient response process.”

—Melissa Regan, Director of GRC, TrustCloud

" Source: TrustCloud Case Studies - DataRobot & Robin
2 Source: IDC
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MANAGING STAKEHOLDER EXPECTATIONS

SALES: LEGAL AND CUSTOMER
COMPLIANCE: ASSURANCE:

Prioritizes speed in Focuses on the accuracy Seeks to reduce manual

closing deals, often at of the information effort and repetitive

the expense of detailed and mitigating risks tasks while maintaining

security reviews associated with high standards of
incorrect data accuracy

Tejas underscores the importance of aligning these priorities: “Sales want speed, legal
wants accuracy, and customer assurance wants efficiency—balancing these is key to
successful security reviews.”

IDC’s findings also highlight that the most effective trust centers integrate with CRM

systems to track and quantify their impact on the business, further aligning security with
broader organizational goals.

sSource: IDC
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CHAPTER 5:
VIRTUAL AUDITS AS A STRATEGIC SOLUTION

BENEFITS OF VIRTUAL AUDITS

= Speed and Efficiency: WHAT ARE VIRTUAL AUDITS?
Virtual audits can drastically reduce

the time required to complete Virtual audits offer a modern
security reviews, helping to accelerate solution to the challenges posed
deal cycles and improve customer by traditional security reviews.
satisfaction. Tejas highlighted that

“virtual audits reduce the number of They enable customers to
security questionnaires by over half, independently verify a company’s
and Al can answer up to 80% of these security measures through an
questionnaires in hours instead of online portal.

weeks.”

= Cost Reduction:
Automating parts of the security review process, mainly through Al, significantly
reduces costs by minimizing manual labor.

= Enhanced Accuracy:

Al-driven virtual audits ensure the information provided is accurate and up-to-date,
reducing compliance risks. Al models can understand and provide accurate answers
to security questions, reducing human involvement. As Tejas emphasized, “Accuracy
is critical—legal and CISO teams need to know what documents to send, and they
represent the current state.”

@ TrustCloud 14



TrustCloud’s implementation of these virtual audits has particularly benefited clients like
Volpara Health and Gremlin, who have leveraged the platform to cut down their security
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review times and enhance their overall security posture.

Gremlin accelerated security questionnaires by 91%. Skyler Sampson, Lead Security
Architect added, “Now we can facilitate emergency requests if needed. If our sales team
needs a questionnaire by the next day | can do it now. TrustCloud has been key to our
ability to facilitate these emergencies. In the past, | would stay up until 2 or 3 in the
morning getting it done. | don’t do that anymore. | spend days with my kids and get to
hang out with them and | get to go to bed at a decent hour. It has made my personal life

“TrustCloud has significantly improved Volpara’s
compliance workflows, enabling them to manage
security questionnaires more effectively and
integrate their GRC activities seamlessly.”

—Tana Isaac, EVP Product and Technology, Volpara Health

phenomenally different.”!

According to IDC, organizations that effectively utilize Al in their trust centers to manage
security reviews and compliance can expect to see significant improvements in efficiency

and accuracy.?

“A world-class customer assurance experience
includes a portal that is real-time, accurate, and
proactive, allowing customers to self-serve and
gain confidence in the security posture. We are
the only solution that provides this complete
package—portal, virtual audits, and Al for security
questionnaires.”

—Tejas Ranade, Chief Product Officer, TrustCloud

" Source: TrustCloud Case Studies Volpara & Gremlin

2 Source: IDC
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CHAPTER 6:
IMPLEMENTING YOUR OWN INTEGRATED SECURITY PORTAL

Implementing an integrated security portal is a transformative step. This chapter outlines
a strategic roadmap for deploying a portal, incorporating best practices for virtual audits,
using Al for security questionnaires, and tracking success metrics to measure the impact
on your security review processes.

STEPS TO GET STARTED

1. Assess Your Current Security Review Process:

Begin by evaluating your existing security review process. ldentify the key pain points,
such as inefficiencies in responding to security questionnaires, the burden on internal
teams, the time it takes to complete reviews, and the number of resources involved in
the process. A thorough understanding of your current challenges will guide the design of

your integrated security portal.

2. Choose the Right Technology:

Selecting the right platform is essential for successful implementation. An integrated
security portal, like TrustCloud’s TrustShare platform, should offer real-time data, virtual
audit capabilities, and Al-powered automation for security questionnaires. The portal
should be dynamic and capable of scaling with your business needs.
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3. Plan for a Gradual Rollout:

Implementing an integrated security portal doesn’t have to be an all-or-nothing effort.
Begin by rolling out the portal to select customers or departments, and then expand usage
as you refine the process. Or begin by implementing Al-powered security questionnaires
as you mature to a full portal solution. This phased approach allows for feedback and
adjustments before a full deployment.

4. Configure and Customize the Portal:

Tailor your portal to meet the specific needs of your customers and internal stakeholders.
This includes setting up user roles and permissions, ensuring the proper security measures
are in place, and customizing the level of information that each customer can access
based on their requirements.

5. Prepare for Virtual Audits:

Virtual audits are a core component of an integrated security portal. Prepare for these
audits by ensuring that your systems are equipped with accurate, real-time data that
customers can access independently. Work with your internal IT and security teams to
ensure that the data is up-to-date and properly categorized for ease of access during

audits.
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BEST PRACTICES FOR VIRTUAL AUDITS

= Ensure Data Accuracy: Virtual audits rely on real-time, accurate data. Regularly update
and verify the information within your portal to ensure that customers are accessing the
most up-to-date security measures.

= Provide Detailed Documentation: Offer comprehensive, yet easy-to-understand
documentation that addresses common customer concerns and provides evidence of
your security measures.

= Enable Self-Service Options: Give customers the ability to conduct audits independently,
reducing the need for your team to participate in every security review. This can save
significant time and resources while empowering customers to verify your security
practices on their own.

MEASURING SUCCESS - .

Once your integrated security portal is live, it’s critical to track its performance. Key
metrics to monitor include:

= Time to Complete Reviews: Measure how long it takes to complete security reviews
before and after implementing the portal. Reduced time spent on security reviews is a

strong indicator of success.

= Customer Satisfaction Scores: Gather customer feedback on their experience with the
portal and virtual audits. Are they finding the process efficient and transparent? Are their
concerns being addressed in a timely manner?

= Reduction in Manual Effort: Track the number of hours saved by automating security
questionnaires and using Al-powered tools. This can provide insight into the return on
investment (ROI) of your integrated security portal.

= Number of Compliance Issues Identified: Monitor how the portal impacts your ability

to identify and resolve compliance issues. A well-implemented portal should reduce
compliance risks by ensuring accurate and real-time data sharing.

@ TrustCloud 18
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THE FUTURE OF CUSTOMER ASSURANCE

As the need for proactive customer assurance grows, organizations must continue
evolving to meet these demands. Investing in an integrated security portal with virtual audit
capabilities positions your organization to not only meet current customer expectations
but also anticipate future needs in the rapidly changing security landscape.

As Tejas Ranade puts it: “A world-class customer assurance experience includes a
portal that is real-time, accurate, and proactive, allowing customers to self-serve and
gain confidence in the security posture.”

CONCLUSION

As organizations face increasing security threats and more stringent customer
demands, customer assurance has become a pivotal factor in maintaining
trust and winning new business. Traditional security reviews, bogged down by
manual processes and static documentation, no longer meet the expectations
of today’s enterprise clients. A proactive, transparent, and efficient approach
is needed—one that leverages real-time data, virtual audits, and Al-powered
tools to streamline the security review process.

By adopting an integrated security portal like TrustCloud’s TrustShare,
organizations can transform their approach to customer assurance, reducing
the time, cost, and complexity of security reviews. This comprehensive
solution not only meets current demands but also prepares companies for
the evolving landscape of security and compliance.

@ TrustCloud 19
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