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Office Contact Information Key Facts & Figures

Corporate Headquarters
388 Rue Saint-Jacques
Montreal, QC. H2Y 1S1
Canada

Website: www.vanillaforums.com

Email: sales@vanillaforums.com

Toll Free: 1-866-845-0815
International: +1-650-488-8520

Year Founded: July 2006

Ownership: Private

Revenue Range: Private

Employees: 30+

Global Presence: Worldwide

Total Funding: Series A

Industries: Gaming, Technology, Health and Wellness, Sports and 

Recreation

Customers: Marvel, Oculus, HootSuite, Adobe, EA, Big Green Egg, 

myfitnesspal

ABOUT VANILLA FORUMS

VENDOR PROFILE: VANILLA FORUMS

Overview: Vanilla Forums delivers cloud-based community software that is used by top brands to better engage customers, drive 
loyalty, empower advocates and reduce support costs.
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Name: Community Software

Description: Vanilla Forums delivers cloud-based community 
software that is used by top brands to better engage 
customers, drive loyalty, empower advocates and reduce 
support costs.

Function: Support Communities (ticket deflection, self-serve, 
churn reduction, idea generation) and Marketing (advocate 
marketing, lead generation, prospect conversion, customer 
loyalty).

Price Range: https://vanillaforums.com/plans

CORE PRODUCT
Training, Support & Implementation: Onboarding, training, 
and customer support. Cloud-based service; configured and 
active in few days. Customer support portal.

Integrations: WordPress, Zendesk, GitHub, Salesforce, 
Akismet, Mollom, Stop Forum Spam, MailChimp, Facebook, 
Twitter, LinkedIn, Steam, Twitch and more. 

Vanilla has an easy to use RESTful API that you can use to 
deeply integrate Vanilla with your website. All of their API 
endpoints can be accessed in both json and xml so you can 
use what works best with your application stack. Their Smart 
IDs make integrating into your site as easy as possible.
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• Discussion types: In addition to standard discussions, Vanilla allows users to post questions and polls. 

• Private messaging: Users can have private one-on-one discussions, or they can bring multiple people into the conversation.

• Powerful search: Autocomplete helps users find what they are looking for quickly. Search results include images and videos 
added to posts. Relevance is based on keywords, word order and post quality.

• Mentions: Users can mention each other in discussions by writing an "@" before a username. Mentioned users are notified so 
they can quickly jump into the discussion.

• Rich content: Users format posts with html, markdown or bbcode. Images are automatically resized and YouTube and Vimeo 
videos are automatically embedded. Tweets, Vines and Pins are also automatically recognized when pasted into a comment.

• Advanced Editor: Advanced Editor recognizes HTML, BBCode and Markdown. Images, videos and other rich content are easily 
embedded, files can be uploaded and code blocks can be prettified. 

• Best of: The Best of page helps users find your community's best content by browsing a fun, infinite-scrolling page. Content 
shows up on this page if it receives positive reactions or if promoted by a moderator.

• Auto-save: Vanilla auto-saves your content as you are entering it so that you can close the window on purpose or by accident, 
and your hard work will not be lost.

• Smart history: Vanilla remembers everything you've seen, keeping you up to date with which discussions have new          
content. 5
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CUTTING-EDGE FEATURES



CUSTOMER CASE STUDY
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Name: Joe Burrows, Senior Support Engineer at Cireson.

Company: As a leading consultant on the Microsoft cloud and system platform, Cireson is recognized for its high-quality expertise 
and providing clients with the resources they need to achieve development success.

As a world leader in Microsoft Cloud and System Center, their mission is to make your working life ridiculously more productive by 
bringing service and asset management together - that’s the Cireson Platform. Their headquarters are located in sunny San Diego 
with offices throughout North America, Australia, Japan, and the United Kingdom. For more information, visit www.cireson.com.

Product Purchased: Vanilla Forums Online Community Platform.

Length of Relationship: 1.5 years.

Problem/Challenge: Despite already having a knowledge base, the support team at Cireson was being bombarded by technical 
frequently asked questions (FAQs). Joe spent a good portion of his day copying and pasting canned responses from a word 
document into his email client. The repetitive process of replying to inbound FAQs was extraordinarily time consuming. 

The team at Cireson decided to find an alternative solution in order to drive efficiencies in the support ticket deflection process. 
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Reasons for Product Selection:

• Vanilla Forums offered a scalable solution to address the 
ticket deflection issue that Cireson was experiencing. 

• Vanilla Forums “checked all the boxes” from a product 
feature standpoint. Key features included:

• APIs
• Question & Answering
• Powerful Search Functionality

• The annual cost of Vanilla Forums was attractive 
compared to competitive offerings.

Results:

• Over 90% reduction in support tickets.

• Core value of “listen to customers” has been realized.

Overall Experience:

As expected, the online community forum is working very well for 
ticket deflection and the number of crowd sourced community 
responses has grown exponentially. 

One exciting and somewhat unexpected benefit that has 
transpired involves how customers engage with the product 
development team.

Vanilla Forms has empowered Cireson’s customers by providing 
them with a new platform where they can engage by sharing and 
voting on product ideas. This has allowed the team to focus their 
time and energy on developing the features that matter most to 
their customers.

From a customer service standpoint, the support team at Vanilla 
Forums has gone above and beyond to answer all of Cireson’s 
questions. 
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Expectations Moving Forward:

• It is expected that Cireson will continue to leverage Vanilla Forums in their ticket deflection and ideation processes. 

• Executive buy-in is evident and there is a top down push to help drive additional community engagement. New 

comments, points and badges are all measured, discussed and shared during weekly meetings. Senior leadership has 

gamified the forum internally and proactively rewards team members for their contributions.

“Vanilla Forums has proven to be a worthwhile investment for Cireson. When I first started my day, I 
used to have 40 or even 50 support tickets sitting in my inbox. Replying to each ticket individually 
was incredibly time consuming. After implementing Vanilla Forums that number has reduced 
dramatically. Today, I generally have 3 or 4 tickets to reply to each day. This has resulted in massive 
time savings for me personally as well as the entire organization.“

– Joe Burrows, Senior Support Engineer, Cireson



OUR VENDOR PROFILE METHODOLOGY
Demand Metric Vendor Profiles combine analyst insight, customer perspective and vital statistics about vendors that are the 
subjects of these profiles. They provide the hype-free, need-to-know information about vendors at a glance, enabling more 
objective consideration of vendors and their offerings.

Each vendor profile is the product of hours of analyst research, which typically includes interviews with vendor executives and 
established vendor clients. Demand Metric analysts use their experience and insight to ask the penetrating questions to fully 
expose vendor strengths and weaknesses. The resulting vendor profile is formatted in a consistent and accessible way, making it
easy for readers to quickly grasp each vendors value proposition.
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ABOUT DEMAND METRIC
Demand Metric is a global marketing research & advisory firm serving a membership community of over 90,000 marketing 
professionals, CEOs, and business owners with advisory services, custom research & benchmarking reports, solution studies, 
consulting methodologies, training, and a library of 500+ premium tools and templates.  

Using Demand Metric resources, members complete projects faster and with greater confidence, boosting respect for the 
marketing team and making it easier to justify needed resources. Our 1,000+ clients range from start-ups to members of the Global 
1000.

TO LEARN MORE ABOUT DEMAND METRIC

To discover how Demand Metric can help you become more strategic, please visit us online at www.demandmetric.com

MEMBER SUPPORT

For information, inquiries and general support, please contact us toll-free at +1 866 947 7744, or info@demandmetric.com 

We offer discounts for academic and nonprofit institutions, provide group memberships and license our content to associations
and large enterprises for use on corporate universities and intranets.
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