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About	today’s	session	

CriAcal	success	factors,	tacAcs	and	skills	to	master	
the	art	of	conversion	and	up-sell	
	
•  Companies	oEen	use	a	freemium	or	trial	
distribuAon	model		

•  User	success	with	a	free	or	trial	version		=	
conversion	&	upsell	

•  Conversion	requires	customer	success,	product	
usability,	analyAcs	and	user	engagement	



Today’s	speakers	

•  Don	MacLennan,	CEO,	Bluenose	AnalyAcs	
•  Ryan	Hoskin,	Sr.	Director,	Customer	Success	&	
Support	at	PagerDuty	

•  Chris	Stolt,	Sr.	Director,	Customer	Success	at	
Heroku	

•  Maddie	Blumenthal,	Customer	Success	at	
Rainforest	QA	



Don’s	take.	



Customers	are	hard	to	earn.	



Harder	than	ever.	



Why	is	that?	



Customers	have	an	explosion	of	choices…	

Example:	Mobile	eCommerce	Sites	



…Across	B2C	and	B2B	

MarkeAng	Tech	Vendors	



…Across	every	sector	

Data	&	AnalyAcs	

Sales	

Higher	Ed	



Customers	want	immediate	graAficaAon	



Conversion	&	retenAon	is	only	geZng	harder	

Dozens	of	offerings										
Vendor	demos	
Perpetual	
On	premise	
Custom	integraAon	
Go-live	in	months	

Thousands	
Free	try	&	buy	
SubscripAon	

SaaS	
Standard	API’s	
Go-live	in	hours	



If	you	could	only	do	one	thing	to	drive	
conversion	and	retenAon…	



What	should	it	be?	



Answer:	enable	user	adopAon	

•  First-use	success	
•  Frequent	usage	
•  Full	uAlizaAon	
•  SAcky	features	



Listen,	Learn,	Engage	to	drive	adopAon	



Panel	session	



Listen	to	user	feedback	

	
Track	feedback	with	Net	Promoter®	or	other	
types	of	feedback	surveys:	
	
•  During	freemium	/	trial	period:	user’s	first	
impression?	

•  AEer	conversion:	why	did	you	buy?	
•  For	non-conversions:	why	didn’t	you	buy?	



Listen	to	usage	behavior	

	
Track	usage	data	by	user:	
	
•  By	day	
•  By	feature	
•  By	volume	(things	your	system	did	on	
their	behalf,	like	alerts)	



Learn	the	winning	usage	paferns	

	
Learn	the	best	(and	worst)	usage	paferns:	
	
•  Is	there	a	“happy	path”	usage	pafern	
that	leads	to	conversion?	

•  Is	there	an	anA-pafern	for	churn?	Can	
you	link	it	to	survey	feedback?	



Engage	users	with	purpose	
	
Engage	users	according	to	usage	behaviors	and	
needs:	
	
•  Happy	path	users:	ask	for	the	order	
•  Users	that	fell	off	happy	path:	intervene	
•  Dis-engaged	users:	intervene	

Don’t	forget	about	inbound	engagement	such	as	
support,	documenta6on,	knowledgebases,	etc.	



In	summary	

•  Conversion	is	hard:	
–  Lots	of	compeAtors		
–  Users	want	immediate	graAficaAon		

•  Use	feedback	&	usage	data	to	learn:	
–  Ideal	usage	pafern	
–  Why	users	convert,	or	don’t	

•  Engage	users	according	to	their	behaviors	
–  Ready	to	convert	
–  Need	more	help	
–  Bring	back	from	dead	



Q	&	A	


