/HAT SAAS METRICSTO
VIEASURE:

How to Make Meaningful
Business Improvements

roup
Ressler, Principal

Saa$S University Returns to
Boston, MA, October 24 - 26

The industry’s most comprehensive SaaS conference

26 Sessions, Five Keynotes, Four Workshops, Three Days
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Key. SaaS Business Drivers
A

Recurring Revenue
Cost to produce Recurring Revenue

Churn
Cost for additional Recurring Revenue
Cash Flow
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Recurring Margin

s Cost of
urring Revenue

Minus G&A

Recurring Margin
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nent Choices for Recurring

' Recurring
Margin

Profit or

Invest in Customer
New Acquisition

Markets
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Recurring
Margin

Customer
Acquisition
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Customer
Acquisition
Efficiency

Cost of
Service

<
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Metrics & Measurements

Minimize Efficient Measure
Cost to Minimize Maximize R&D
: Customer .
Deliver Churn Upsell L Against
: Acquisition
Service Plan
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Gross Margin - %

Customer Customer
Infrastructure Cost/$ of Revenue Support Cost/$ Onboarding —
of Revenue Time to Value

Equipment, licenses,
telecommunications
services — Cost/$
revenue

Infrastructure Support
Costs — Cost/s
revenue
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Non —renewing Customer %

Out of Business

nimize Churn

Churn %

Reduced
# of users
%

Reduced

usage 0% Features %

Not satisfied
with Not satisfied
service/support with value %
%
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Downgraded
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letric to Maximize Upsell

Upsell %

Increased # of users % Increased usage % Increased Features %
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Metric for Efficient Customer
Acquisition

Cost to Acquire additional Annual Contract
Value - Ratio

Funnel Conversion Rate -

0% Cost per Lead

Trial Freemium Marketing Marketing
Conversion - Conversion - Program A — Program B —
% % Cost per Lead | Cost per Lead

Visitors to
Trials - %
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Measuring R&D

SaaS R&D Measurements

R&D Performance Against Plan R&D Efficiency
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Public SaaS Company Metrics

Retention

Customer
Acquisition
Cost




SaaS Company Metrics — Gross
Margin

1oa il ”" Private 2
~ @

=
S Public -
% Company Success
§ A\Veérages Factors
O 30%

20%

10%

0%
$0 $50 $100 $150 $200

Company Size
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SaaS Company Metrics —
Churn/Upsell %

5 — 94% Retention
re above 85%
120%
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SaaS Company Metrics — Customer
Acquisition

)3/$1 of new Annual

ion Cost within 1-2
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tors Look For?

+ 13 cquisition Costs within 12

+ Improvement plans to improve, especially
customer acquisition costs

+ Underlying measurement infrastructure
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ross Margins

Costs

mer support channels
support - # of

Reduce elapsed time to onboard a customer — time to

value
Maximize Price/Value
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Reducing Churn

3ve and the root causes
S, surveys, conversations

il churn happens

yrn are planted when the sales

. .ght customers
* |Isthe value there?
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ur offers
roduct upsell challenges

icing, feature

Some ¢ ill never upgrade - the “wrong”

customers
Account management improvements are needed
Nothing wrong; just be patient

©2012 The Cirrostratus Group 21



Improving Customer Acquisition

conversion rates

selling process

w cost per lead/program
* Review by customer segment
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Results
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Improvement
Plans
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Sign up for er on my website:
WwWw.cirrostratusgroup.com
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mailto:pressler@cirrostratusgroup.com
http://www.cirrostratusgroup.com/

