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Why does self serve enterprise software exist?
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Serving customers at 
a lower price point

Developer friendly models 
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$4k
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$1k$1k

Average ACV

Easier procurement process
• Rise of multiple wallets within 

the organisation  
• Low ACV allows customers to 

skip procurement process 



Self-serve companies increased 3× as a % 
 of total IPO’s in the past 4 years
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45% of enterprise IPOs are 
self-serve/ freemium

14% of enterprise IPOs are 
self-serve/ freemium

 2013 - 2017

 2008 - 2012



Companies with self serve or freemium options  
accounted for 7 out of 9 IPOs in 2017
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This presentation will explore trends among  
publicly traded self-serve SaaS companies 
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Company MarketCap 2017 EV/Revenue 2018 EV/Revenue 2018 Revenue Gross Margin
Alteryx $1,475 8.0× 6.2× $223 81%
Appfolio $1,406 9.9× 7.8× $177 60%
Atlassian $10,404 13.7× 10.4× $946 85%
Box $3,082 5.9× 4.8× $624 75%
Cloudera $2,167 8.1× 6.8× $291 65%
HubSpot $3,492 9.2× 7.3× $464 80%
LogMeIn $6,623 6.2× 5.4× $1,166 83%
Mindbody $1,367 6.4× 5.1× $227 73%
MuleSoft $2,996 12.6× 11.8× $244 74%
New Relic $3,018 8.6× 6.8× $414 83%
Okta $2,441 7.8× 5.8× $377 75%
Qualys $2,682 10.7× 9.2× $265 79%
Rapid7 $810 3.8× 3.0× $246 53%
RingCentral $3,793 7.4× 6.1× $602 76%
Salesforce $81,096 7.7× 6.5× $12,449 77%
Shopify $12,134 18.0× 12.6× $933 55%
Tableau Software $5,397 27.1× 22.4× $238 75%
Twilio $2,299 5.4× 4.3× $468 57%
Wix $3,065 6.8× 5.2× $559 85%
Xero $4,337 15.5× 11.4× $372 78%
Yext $1,084 5.1× 4.4× $235 73%
Zendesk $3,349 7.3× 5.7× $548 74%

https://www.bvp.com/strategy/cloud-computing/index



Self serve models and market segments



Pricing, delivery and sales models in self service SaaS
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Sales 

Fixed price 
self-serve

Inside Sales

Usage 
based

Pricing

Delivery

Support 
based

Free 
Trial 

APIsOpen 
Source

Freemium 
(permanently 

free)



Hubspot offering free product with inside sales for enterprise
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Get started w/ free 
limited functionality 

Schedule a call w/ 
sales person

$10k average ACV. Acquire 
customer through content 
marketing + inside sales



MongoDB offering open source product with enterprise upsell
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Mongo’s open source product 
has been downloaded 30m 
times since Feb - 2009

4300 total number of enterprise 
customers

21- month CAC payback time 
over the past 9 Q’s

$30k ACV

https://medium.com/@alexfclayton/mongodb-ipo-s-1-breakdown-c40eba9f2255



Self service APIs sell into the enterprise from the bottom up
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Atlassian offering diverse portfolio of  
almost entirely self serve products
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Software development is clearly a  
popular choice for self service companies 
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Software development (25%) Marketing (12%)

Data Science (8%) 



Metrics



Self serve companies are some of the fastest  
growing publicly traded SaaS companies

14Wix 2017 Q3 Results, Shopify Q3 Results, SendGrid S-1 (6 months), Zendesk 3Q Results, TWLO 3Q Results, Atlassian 4Q Results, New Relic 3Q Results

Last Q YoY revenue growth rate
Shopify

MongoDB
Wix

Atlassian
Sendgrid*

Twilio
Hubspot
Zendesk

New Relic

0% 18% 35% 53% 70%

33%
40%
41%
41%
41%
42%

47%
58%

67%

https://s2.q4cdn.com/476292493/files/doc_financials/quarterly/2017/Q3/WIX-Q3-2017-Earnings-Press-Release.pdf
https://s2.q4cdn.com/024715446/files/doc_financials/2017/form-6k-Q3-2017.pdf
http://d18rn0p25nwr6d.cloudfront.net/CIK-0001477425/735b61c9-3445-4f40-b5ff-71ba2d754849.pdf
https://investor.zendesk.com/ir-home/financial-reports/financial-releases/financial-releases-details/2017/Zendesk-Announces-Third-Quarter-2017-Results/default.aspx
https://s21.q4cdn.com/247074597/files/doc_financials/2017/Twilio-Q3Y17-10-Q.pdf
https://s2.q4cdn.com/141359120/files/doc_financials/Q12018/TEAM-Q1-2018-Earnings-Release.pdf
http://d18rn0p25nwr6d.cloudfront.net/CIK-0001448056/8759fcdc-22ce-4991-b84c-9b563c590cdb.pdf


Self serve contract sizes tend to be smaller
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https://medium.com/@alexfclayton/how-much-do-public-saas-companies-charge-their-customers-f41f88f06270

Estimated ASPs/ ACVS 



Retention in self serve SaaS companies

16KeyBanc SaaS Metrics, Atlassian IPO S-1 Filing

Dollar based net expansion or best available data 
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https://www.key.com/corporate/industry-expertise/saas-resources.jsp


Many non-US enterprise SaaS companies are self  
serve. To win outside of the US do you need to be self serve? 
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Australia
Europe

Israel



Are self serve companies less capital efficent? 



S&M is on average the largest line item  
for SaaS companies in general 
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73%

KeyBanc SaaS Surve of Companies w/ $5+ ARR

35%

28%

19%

-12%

35%

Gross MarginSales & Marketing

Research and Development 

General and administrative 

FCF

YoY ARR Growth Rate

https://www.key.com/corporate/industry-expertise/library-saas-resources.jsp



Self serve companies tend to spend more on R&D

20https://investors.atlassian.com/investors-overview/default.aspx



Self serve businesses are some of the most and least capital 
efficient publicly traded SaaS companies 
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PCTY SHOP TEAM PAYC VEEV TWLO APPF WDAY ULTI ZEN NOW QTWO HUBS NEWR WIX CSOD TWOU BOX

39.3

29.1
25.4

22.2
20.319.618.4

16.715.815.514.9
13.2

10.99.6
7.57.37.15.9

Implied CAC payback time

Companies w/ a 
self serve model

https://medium.com/@alexfclayton/examining-the-sale-efficiency-in-public-saas-companies-5341539b72c2



Are self serve companies more capital efficient?
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Cost to serve the user and cost to acquire leads 
will determine capital efficiency   

Targeting developers historically inexpensive  

Companies that don’t find organic growth may 
end up spending a lot on sales and marketing 

Self serve is a newer model with fewer data points 

Freemium + 
high cost to 

support a free 
user = high 

burn 

Free trail with 
low cost to 

support user = 
low burn



Conclusions



A selection of Europes emerging self-serve startups
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Team inboxHR Platform Customer communication

Content management

Call centre software

Translation software

Applicant Tracking System

eCommerce API

Forms and surveys

Money Transfer API

Search API Recurring payments



Conclusions
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Companies 
w/ <$30k ACV 
win with self 

serve

Self serve has 
been increasing 

in popularity

Dev tools, 
marketing and 
data science 

historically well 
suited for self 

serve 



Conclusions
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Many non-US 
B2B SaaS 

success stories 
are self serve

Some of the 
fastest growing 

public 
companies are 

self serve

Self serve 
companies 

usually spend 
more on R&D



Twitter Medium Quora

Disclosure - author of this presentation is invested in: Proofpoint, Hubspot, Redfin, Zendesk, Twilio, Sendgrid 
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