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BAD RETENTION

WAUSs By Monthly Cohort (fake data)
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GOOD RETENTION

WAUs By Monthly Cohort (fake data)
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RETENTION'S IMPACT ON $

MRR By Monthly Cohorts (fake data)
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HIGHER RETENTION
HIGHER LTV
HIGHER ACQ. BUDGET




HIGHER RETENTION
HIGHER VIRALITY
LOWERS YOUR ACQ. ECONOMICS



HIGHER RETENTION
HIGHER UPGRADE RATES
LOWER PAYBACK PERIOD




IMPACT OF
RETENTION

8 VIRALITY. LTV.

l M= ¥ PAYBACK PERIOD




RETENTION CHART
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RETENTION GOALS
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RETENTION GOALS
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ANALYZING RETENTION

Week 1 Retention - Can you get
your users to use your product
more than once?
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ANALYZING RETENTION

100
e Mid-term retention - Can you
establish any pattern of usage?
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100 ¢

IE
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ANALYZING RETENTION

Long-term retention - How
does your product become an
indispensable tool?
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IMPROVING RETENTION
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IMPROVING RETENTION
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IMPROVING RETENTION
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IMPROVING RETENTION
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EVERNOTE “SMILE GRAPH
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% HUBSPOT SALES
PLATFORM

9:15 AM

Timeline

) Sidekick Notifications m

Brian Stone
Opened “Signed Contract” Brian Stone opened Updated Meeting

Today at 9:25 AM [
4 Mute [# Email

o Mute Thread



THE PROBLEMS
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THE PROBLEMS
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THE PROBLEMS
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»WHEN IT GOMES T0 DATA
ANALYSIS

@ | WHIAREN'|
Py AFTER 1 WEEK?




“Drive By” Usage in Week One

WHY WOULD USERS ONLY
TAKE A SINGLE ACTION?
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Feedback Appreciated

Templates ~ Documents ~ Log in CRM o O
Recipients
Feedback Appreciated
Hey,

| work on the team that builds Sidekick.We noticed you signed up but didn't continue to
use the product.

Could you tell us why you decided not to continue to use Sidekick?

Just reply to this email. All feedback is helpful. We love brutal honesty! You won't hurt
our feelings :)

Thank you.

-Dan

Dan Wolchonok

linkedIn: http://linkedin.com/in/danielwolchonok
website: http://getsidekick.com

K : 06 8 B O vO 8| -



“Drive By™ Reasons in Week One

@ Didn't see Value @ Didn't Understand Product
@ Disappeared @ Product Failure
@ Another Browser Competitor
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RETENTION
EXPERIMENTS



B O O Ostream - Sidekick by Hub® x | |
>C FB https://app.getsidekick.com/stream

v O

daniel.wolchonok+hidestream@gm...

OSidekick Activity Stream

= ALL &= OPENED % CLICKS & SALESFORCE 5 HUBSPOT
i= Stream R

@ Upgrade a No Notifications Yet
We'll let you know when you get some. If you think you should have definitely received a notification
by now, please contact us.

lil] Reports

£+ Settings
™), Invite

? Support
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i= Stream e
@ Upgrade No Notifications Yet
we'll let you know when you get some. If eived a notification
by now, please contact us. »
Jill Reports
Q Settings
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&  C [ hitps://app.getsidekick.com/stream

vl O

¢ sidekick

Stream

Upgrade

Reports

Settings

Invite

Support

Activity Stream daniel.wolchonok+hidestream@gm...

SALL = OPENED % CLICKS & SALESFORCE B HUBSPOT

0 No Notifications Yet

We'll let you know when you get some. If you think you should have definitely received a notification
by now, please contact us,

SAMPLE ACTIVITIES
Peter Cepeda has opened New Investment Q
Yesterday at 11:06 AM in Cambridge, Massachusetts 1 view
\ Christopher O'Donnell clicked http://hubspot.com/pricing o
\w Last Tuesday at 5:49 PM in Cambridge, Massachusetts 2 views
. Someone has opened Enterprise Pricing
Yesterday at 9:23 AM in Cambridge, Massachusetts o 7 views
=]
< Mute Thread v Expand
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i= Stream
@ Upgrade No Notifications Yet
eived a notification

We'll let you know when you get some. If

by now, please contact us, »

Jill Reports

SAMPLE ACTVITIES

Q Settings Peter Cepeda h
‘eaterdav at 3 . .
), Invite
2 views
? Support
o 7 views
v Expand

< Mute Thread
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/ Experiments Later...
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? OO Owelcome - Sidekick by Hu x |

& — C [ https://app.getsidekick.com/welcome

O Sidekick
o HUBSE
You've Successfully Set Up Sidekick

Head over to your inbox to start tracking your emails!

daniel. wolchonok+hidestream@gm... Or View Your Stream »
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You've Successfully Set Up Sidekick

Head over to vour inbhox to star emails!
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WEEK 1 IMPROVEMENTS
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THE PROBLEMS
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FIGHTING LONG
TERM CHURN
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QUALITATIVE RESULTS

FOR LONG TERM CHURN

Reason % Possible action Actionable?
Left Company 30% Capture I’Eer;sac?lnéglfnrgziilélljecaptu re Yes
“Stopped Working” 15% | Fix Operating System / Ul Issues, Bugs Yes
Cost Confusion 10% lterate on copy within the app Yes
New Computer 10% Recapture email campaign Yes
Competitor 5% Needed a feature of a competitor NO
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ACTIONABLE LONG TERM CHURN

You are our 1 millionth user!

CUT DOWN ON
NOISE, COGNITIVE
ENERGY REQUIRED
BY OUR APP

Ze'ev opened at 5:09pm

Welcome to Sidekick
Ze'ev opened at 5:09pm
Ze'ev opened at 5:09pm
Emil opened at 5:09pm
Ze'ev opened at 5:09pm
Anthony opened at 5:09pm
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RESURRECTING USERS
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Hey! We re-enabled the Sidekick
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want tracking off, simply uncheck
this box.

OK, got it

y Regression on Sig|

1als Signals GAE Ne

mary for Dec 22, 20°

it 40 o

$ W e © O

nterprise.

Dan Wolchonok - @danwolch - http://danwolch.com



INVESTING IN OUTLOOK
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RETENTION TAKEAWAYS

» Soak time

» Weekly / Monthly cohorts take awhile to mature
» Cohort sizes

» You need large cohort sizes to run many experiments
» Retention problems sneak up on you

» Your top level metrics may be going up



RETENTION TAKEAWAYS

» Ownership

» We set up a NUX (new user experience) team that was
directly responsible for on boarding and W1 retention

» Alignment of goals

» Ensure that other teams are excited about optimizing for
growth metrics and are willing to make sacrifices to help
Improve retention






