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Introduction

Understanding and effectively utilizing your metrics is
essential for any company.

As the digital marketplace grows increasingly
- competitive, these metrics serve as a compass, guiding
your company towards sustainable growth and success.
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They provide quantifiable measures of performance,
enabling companies to identify where they excel and
where improvements are needed through insights such
as customer behavior, product usage, and revenue flow.

Furthermore, these metrics can inform strategic
decisions, from pricing to product development, and
marketing strategies.

As such, your metrics are not just numbers on a page;
they are powerful tools to enhance understanding,
drive performance, and ultimately, differentiate your
product in a crowded marketplace.

Don't underestimate the power of these key metrics -
they could be your gateway to standing out in the
SaaS world.
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SaaS Metrics

SaaS companies operate distinctly from other types of
companies due to their unique business model.

Unlike traditional Predictable income, allowing for
companies that focus on >> more accurate forecasting and
tangible products, SaaS strategic planning.
companies provide
software as a service,
leading to recurring

> Potential to scale faster due to lower
~—upfront costs for customers.

revenue streams and >\ International expansion without
providing them with: = geographical constraints.

However, they also face unique challenges,
including higher customer churn rates and the
constant need for software updates and innovations
to stay competitive.

In this metrics checklist you will find:

@ Core metrics SaaS companies should measure to identify success areas,
~ determine improvement opportunities, and inform strategic decisions

@ Explanation about each metric

@ How select metrics are used by SaaS companies
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Metrics Checklist

Monthly
Recurring
Revenue

Annual
Recurring
Revenue

Customer
Lifetime

Value

Expansion
Revenue

[

Customer
Acquisition
Cost

CAC Payback
Period

[

The predictable and recurring revenue generated from active subscriptions on
a monthly basis.

Relevance: Provides a clear and consistent view of a SaaS startup's revenue,
allowing for better financial planning, forecasting, and assessing the impact of
changes in subscription plans or customer retention.

Annualized version of the recurring revenue.

Relevance: Provides a more extended perspective on the company's financial
performance and can help with long-term planning.

Total revenue a company can expect from a single customer throughout their
entire relationship with the company.

Relevance: Helps to settle customer acquisition and retention strategies and
costs, but also guides decisions on customer acquisition investments.
e Prioritizes high-value customers, improving retention strategies, and
ensuring that the cost of acquiring a customer is justified by their lifetime
value.

Percentage of customers who cancel or do not renew their subscriptions
during a specific period.

Relevance: Key indicator of customer satisfaction and product performance.
e Keeping it low is crucial for maintaining a stable revenue stream and
increasing customer loyalty.

Additional revenue generated from existing customers through upselling,
cross-selling, or upgrading to higher-tier plans.

Relevance: Critical for maximizing the value of existing customers since it
indicates the success of upselling and cross-selling efforts.
e Keeping this metric contributes to increased customer lifetime value and
overall revenue growth without the need for acquiring new customers.

Cost associated with acquiring a new customer.

Relevance: Guides decisions on marketing and sales strategies.

e Helps to evaluate the efficiency and sustainability of customer acquisition
efforts, ensuring that the cost of acquiring customers is justified by the
revenue they generate over their lifetime.

Indicates how long it takes for a company to recoup the customer acquisition
cost through the generated revenue from that customer.

Relevance: A shorter payback period is generally preferable as it accelerates
the path to profitability.
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Average
Revenue per
User
(ARPU)

Conversion
Rate

Usage
and
Consumption

Annual
Contract
Value (ACV)

Retention
Rate

Net
Promoter
Score (NPS)

Calculated as (Total Revenue/ /Number of Active Users); provides insights
into the revenue-generating potential of each user.

Relevance: Helps in segmenting customer groups, tailoring marketing
strategies, and identifying opportunities for upselling or cross-selling to
increase overall revenue from the user base.

Percentage of website visitors or trial users who convert into paying
customers, indicating the effectiveness of the sales funnel.

Relevance: Crucial for evaluating the efficiency of the sales process.

e Ahigher conversion rate indicates a more effective sales funnel, helping
optimize marketing efforts, enhance user experience, and drive revenue
growth.

Depending on the SaaS product, tracking usage and consumption metrics
(e.g., active users, feature adoption, data storage) can help identify potential
upselling opportunities and understand user engagement.

Relevance: One example is Monthly Active Users (MAU), which is a key

indicator of product adoption and user engagement.

¢ Monitoring MAU helps assess the popularity of the product, identify
trends in user behavior, and guide decisions related to improvements.

Average annual value of a customer contract, providing insights into the
revenue generated from each customer annually.

Relevance: Essential for understanding the value of customer contracts and
predicting annual revenue.
e Aids in segmenting customers based on their value, guiding sales strategies,
and ensuring that the business is on track to meet its financial goals.

Rate at which a SaaS startup is spending its capital, revealing how quickly the
business is using up its available funds.

Relevance: Crucial for financial management and sustainability.
e Helps ensure that the startup is operating within its budget, enabling
timely adjustments to spending and fundraising efforts to extend the
runway and avoid financial crises.

Percentage of customers retained over a specific period, helping assess the
ability to retain and satisfy existing customers.

Relevance: Key to long-term success. A higher retention rate signifies satisfied
and loyal customers, reducing the need for constant customer acquisition.
e |talso contributes to a stable revenue stream and enhances the overall
value of the customer base.

Customer satisfaction metric measuring the likelihood of customers
recommending the product.

Relevance: Helps in identifying areas for improvement and fostering long-term

customer relationships.

e A high NPS indicates satisfied customers who are likely to become
advocates, leading to positive word-of-mouth marketing.
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Closing

Utilizing a business metrics checklist can be a
game-changing_strategy for organizations seeking
to optimize their performance.

To effectively use this checklist, consider the following actions:

|dentify the key metrics that are most relevant to your

company's goals and objectives. This involves
understanding your business model, industry benchmarks,

and the unique attributes of your target market.

Integrate this checklist into your day-to-day operations.

This involves regular tracking, analysis, and reporting of
these metrics to ensure that you are consistently meeting

your targets.

Use the insights gleaned from this checklist to inform your
strategic decisions. This could involve adjusting your marketing

strategies, tweaking your pricing model, or investing in product
development efforts based on the data you've gathered. This

approach will ensure you're not just collecting data, but also
using it to drive your business forward.

Learn more about HelloAdvisr and our research, tools
and resources by visiting our website at
www.helloadvisr.com
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