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Executive Summary

With more and more products and services being 
made available online, an increasing number of 
consumers and corporate decision-makers are 
expecting that they can acquire what they want or 
need quickly and easily with a simple and intuitive 
transaction that makes them feel understood and 
appreciated.

This doesn’t just apply to the consumer world. It 
is especially true in the world of Software-as-a-
Service (SaaS): fail to provide an easy transaction 
mechanism for your SaaS solutions and you can 
kiss the customer goodbye.

But, installing a simple billing system is just table 
stakes to winning and is not enough to grow 
customer relationships in today’s customer-driven 
business environment. SaaS billing systems now 
need to be more than just flexible and intuitive to 
meet customer expectations. These systems must 
also be intelligent and proactive to achieve a SaaS 
vendor’s corporate objectives. 

Welcome to the on-demand world in which the 
‘customer experience’ begins – and too often ends 
– at that critical moment of purchase. It is a brave, 
new world in which building a positive customer 
experience means having the right mechanisms 
in place to initiate and encourage a customer 
relationship to grow. If a SaaS vendor doesn’t have 
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the right billing system installed, it can not only 
mean the loss of the initial sale, but also the even 
more profitable, follow-on sales opportunities. 

This whitepaper will examine how a SaaS billing 
system is becoming an essential mechanism 
in delivering a positive and profitable customer 
experience across the entire relationship lifecycle. 
It also provides SaaS vendors with a series of 
benchmarks to determine if they are unintentionally 
hurting the experience of their prospective and 
existing customers. 

The Growing Importance of Customer 
Experience
In a Harvard Business Review article, Adam 
Richardson defines customer experience as, 

“…The sum-totality of how customers engage with 
your company and brand, not just in a snapshot 
in time, but throughout the entire arc of being a 
customer.” 1

In today’s increasingly connected world, satisfying 
the customer’s expectations has never been more 
challenging or important. With nearly unlimited 
access to information via the Internet, the balance 
of power has shifted from the product/service 
supplier to the corporate/consumer buyer. And, a 
proliferation of product/service options has given 
consumers and corporations even greater buying 
power. This ever more competitive and demanding 
business environment necessitates that every 
aspect of the SaaS vendor’s go-to-market arsenal 
be crafted to enhance the customer’s experience 

and enable them to execute their purchase 
decisions in an easy, quick and ‘frictionless’ fashion. 
Creating a frictionless, customer experience is 
especially important in the SaaS market where 
every lost sale has a significant impact in the 
ultimate success of the company.

David C. Edelman and Marc Singer suggested 
in their November 2015 article in the Harvard 
Business Review entitled “Competing on Customer 
Journeys” that,

“Rather than merely reacting to the journeys that 
consumers themselves devise, companies are 
shaping their paths, leading rather than following. 
Marketers are increasingly managing journeys 
as they would any product. Journeys are thus 
becoming central to the customer’s experience 
of a brand—and as important as the products 
themselves in providing competitive advantage.” 2

This sentiment continues to ring true. Paving the 
way for a positive customer journey is especially 
critical in the SaaS marketplace because it 
is essential to minimize customer acquisition 
costs (CAC), reduce the risk of customer churn, 
and encourage additional upsell and cross-sell 
opportunities to maximize the lifetime value of the 
customer (LVC).

“…The sum-totality of how customers engage 
with your company and brand, not just in  

a snapshot in time, but throughout the entire 
arc of being a customer.”

Adam Richardson,  
Group Product Manager at Financial Engines

1 https://hbr.org/2010/10/understand-
ing-customer-experie 

2 https://hbr.org/2015/11/compet-
ing-on-customer-journeys
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The Pivotal Role of Billing in the 
Customer Experience

Too many SaaS vendors overlook the critical 
importance of their billing system in creating a 
positive customer experience and ensuring their 
ultimate success. SaaS vendors often dwell on the 
packaging, pricing and positioning of their products 
and services. But, if they don’t employ a billing 
system that can enable their customers to quickly 
and easily transact business, the SaaS vendors 
will not be able to successfully execute their go-to-
market strategies and are doomed to failure. 

And, if they aren’t capturing and capitalizing on 
their transaction data, they’re just guessing about 
how to continuously satisfy their customers’ 
escalating expectations and needs – i.e., maximize 
their customers’ experience and value.

As the following graphic shows, Forrester Research 
believes there are five key components to success 
in today’s “Age of the Customer.” 

In today’s subscription and consumption economy, 
each of these elements depends on a robust billing 
engine to achieve these business objectives.

According to Forrester’s research analyst,  
Lily Varon:

“You’ll need a combination of agility, automation, 
and analytics from your billing technology to 
facilitate not only business model innovation but the 
management of recurring customer relationships.”

THINKstrategies believes the importance of these 
primary attributes – agility, automation and analytics 
– can be translated into a series of functional 
capabilities that are essential to maximize the 
customer experience. 

Drive business 
growth with privacy

Transform the 
customer experience

Accelerate your 
digital business

Embrace the mobile mind shift

Turn data into 
business insights

Source: © 2015 Forrester Research Inc.
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Price Enablement

The most obvious way that a SaaS 
billing system ensures a positive 
customer experience is by enabling 
the SaaS vendor to craft appealing 
pricing schemes and provide an  
easy-to-use purchase mechanism  
for their solutions. 

Without this type of fundamental 
enablement tool SaaS vendors have 
little hope of establishing pricing 
schedules that meet their customers’ 
expectations or give them the power 
to acquire the SaaS offerings  
they want.

Flexible Pricing

In today’s ‘on-demand’ world, 
customers expect lots of choices to 
meet their varying needs. Therefore, 
simply developing a single, static 
price list for your SaaS solutions isn’t 
sufficient to meet your customers’ 
expectations. Instead, customers 
expect various pricing and packaging 
options that they can chose from. 
Customers also expect that these 
options will evolve as their product/
service requirements and the 
marketplace evolves.

If a SaaS billing system can’t provide 
sufficient choices and keep pace 
with your customers changing needs, 
SaaS companies are at a competitive 
disadvantage in an increasingly 
challenging market.

Transparency

SaaS customers are far more 
educated than their predecessors 
in the legacy, on-premise software 
environment.

A key ingredient in the SaaS business 
model is creating simple, easy-to-
understand pricing options that can 
be publicly displayed to satisfy the 
needs of an increasingly demanding 
and educated buyer.

 

Frictionless Transactions

An essential aspect of every SaaS 
offering is the ease-of-acquisition of 
the solutions. The ability to procure 
a SaaS solution easily online is a 
powerful way of delivering a positive 
customer experience.

Implementing a SaaS billing system 
that makes it easy to acquire the 
vendor’s offering creates a positive 
customer experience and gives the 
vendor a competitive advantage.

Sales Fulfillment

The customer experience doesn’t end 
with the purchase decision and online 
(or off-line) procurement process. The 
customer also expects an immediate 
acknowledgement of the transaction 
and series of follow-up steps so they 
can quickly acquire and start using 
their SaaS solutions.

Therefore, the SaaS billing company 
must also be closely integrated  
with the vendor’s backend  
fulfillment systems.

Key Ways SaaS Billing Systems 
Enhance the Customer Experience
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Billing Records Management

Of course, SaaS billing can’t work 
unless the system can accurately 
record the transaction, properly 
confirm the customer purchase and 
provide a method, such as a portal, 
where the customer can easily find 
their account information.

Sales/Support Notifications

The SaaS billing solution should also 
automatically notify the necessary 
sales, support and other corporate 
personal of the transaction so they 
can take the appropriate actions to 
ensure timely fulfilment and other 
essential actions to achieve  
customer success.

Personalization

Customers also expect that a SaaS 
vendor understands their unique 
needs and can cater its pricing 
scheme to meet the customer’s 
individual requirements. 

This means that a SaaS billing 
system must be able to capture and 
analyze important information about 
the customer’s preferences based on 
their purchase history and triggers 
actions which demonstrate the SaaS 
vendor is knowledgeable about their 
needs and can satisfy  
their requirements.

Seamless Integration

In order to ensure an easy purchase 
process, the SaaS billing solution 
must integrate with a vendor’s web 
and e-commerce systems to give the 
customer a satisfying experience. 

Add-on Sales

SaaS profitability is predicated 
on add-on sales and the SaaS 
billing system should make it easy 
for customers to add more seats, 
modules and other elements to  
their subscriptions.

The SaaS billing system should 
be the business intelligence (BI) 
engine which captures a customer’s 
procurement history and triggers the 
appropriate prompts to encourage 
follow-on sales solicitations. 

Create New Product Opportunities

SaaS billing data should also be able 
to help the product development team 
identify new market opportunities 
and create new offerings that can 
further enhance the customer’s 
experience by responding to and 
even anticipating the customers’  
evolving needs. 

Seamless Renewals

A solid SaaS billing system will notify 
the customer of the renewal dates 
for their services in an automated 
manner, reducing the risk of lost 
revenue due to ‘leakage’. Leakage 
occurs when the product or service is 
supplied to the end consumer even 
when the account is past due and 
they are not entitled to receive it.

The billing system will also ensure 
that the appropriate people within 
the SaaS company are aware of 
the renewal cycle so they can take 
appropriate action to reduce the risk 
of churn. The billing system should 
make it easy for the customer  
to activate the renewal in a self-
service fashion.
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Lily Varon,  
Analyst, Digital Business Strategy, Forrester Research

“You’ll need a combination of agility, automation, and analytics from your 
billing technology to facilitate not only business model innovation but the 

management of recurring customer relationships.”

Are You Sabotaging Your Customers’ 
Experience?

If your SaaS billing system doesn’t include the 
above capabilities, you’re at risk of sabotaging  
your customers’ experiences and losing valuable 
sales opportunities.

In order to win in the SaaS marketplace, vendors 
must implement intelligent systems that can be 
utilized easily, and that can capture important 
information to inform the organization about 

changing customer needs and cater their solutions 
to meet evolving expectations.

Too often, SaaS vendors overlook the pivotal 
importance of their billing systems to provide 
the intelligence, as well as the ease-of-use 
that is essential to creating a positive customer 
experience. Don’t be among the SaaS vendors that 
make this mistake. Recognize that the right SaaS 
billing system not only ensures that the customer 
experiences a satisfying purchase process, but 
also gives the customer a positive impression of the 
vendor’s sensitivity to their unique needs.

About goTransverse

goTransverse powers intelligent billing for smart 
business. As one of the world’s most reliable 
and respected agile monetization platforms, 
goTransverse provides a cost-effective way to 
add flexible pricing and intelligent billing solutions 
to transform your back-end operations into a 
competitive advantage. The result is top-line 
revenue growth, faster time-to-market, visibility 
into revenue streams, and operational savings. 
From IoT and cloud apps to media/entertainment 
and high tech, and even the most traditional of 
industries – we power today’s smart enterprise. To 
learn more, visit www.gotransverse.com.  

About THINKstrategies, Inc.

THINKstrategies, Inc. is the only strategic 
consulting services company focused entirely on 
helping its clients capitalize on the unprecedented 
business opportunities created by the technology 
industry shift from a product-centric to a services-
driven orientation and an “on-demand” delivery 
model, such as Cloud Computing, Software-as-a-
Service (SaaS) and Managed Services.

THINKstrategies’ mission is to help our clients 
re-THINK their corporate strategies, refocus their 
resources and re-align their operations to achieve 
their business objectives. THINKstrategies helps 
enterprise decision-makers with their sourcing 
strategies, IT solutions providers with their 
marketing strategies, and VCs with their  
investment strategies. 

THINKstrategies has also created the Cloud 
Computing Showplace online directory and best 
practices resource center to help IT and business 
decision-makers find and fully leverage today’s 
leading SaaS, Platform-as-a-Service (PaaS) and 
Infrastructure-as-a-Service (IaaS) solutions. To 
learn more about the Cloud Computing Showplace, 
go to www.cloudshowplace.com. 

THINKstrategies has also hosted a series of 
executive forums focused on the latest business 
opportunities and technological developments  
in the Cloud marketplace, called the Cloud 
Innovators Summits. 

For more information regarding our unique 
capabilities, visit www.thinkstrategies.com, or 
contact us at info@thinkstrategies.com. 
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