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http://www.youtube.com/watch?v=hNuu9CpdjIo
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1998
• Don’t get into stranger’s cars
• Don’t meet people from the Internet

2017
• Literally summon strangers from the Internet to get 

into their personal cars

Brave New World?
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Your 1st online community?
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The above-referenced trademarks are owned by their respective companies. Nothing in this presentation should be construed to the contrary, or as an approval, endorsement or sponsorship of Zuora or any aspect of this presentation by any of those companies.

Media

Communications

Internet of Things

Consumer

Technology

our vision
The World. 
Subscribed.



Our Story

Why Community?
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2014
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$220/Ticket
7 Support Agents

Cost
Support Portal

Support Forums
Knowledge Center

Landscape
400 Customers

400 Weekly Tickets

Engagement

Where We Were...
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• Disjointed Customer Experience
• Tribal Knowledge Lost
• Resource Burnout 
• Employee Attrition
• Expensive
• Not Scalable

Assessment

“Classic mid-stage Silicon Valley start-up”
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1. Product Boards

2. Ideas

3. Announcements

4. User Groups

5. Blogs

Our Community
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Status updates?

Training webinars?

Working code samples?

Updates to REST APIs?

White papers?

Expert participation? Case Studies?

Progress on ideas?

Whatever customers want to talk about
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So, now what?
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Unify, Scale and Don’t Fail

Centralize

Single Destination Share & Search

Collaborate Contribute

Product Innovation

Connect

Experience It
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Centralize

Customer-facing engagement in a 
single destination
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Game Changer: Messages that Matter
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Game Changer: Intuitive Navigation
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Exclusively in the Zuora Community!

Game Changer: Cross-referenced Valued Content
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Collaborate

Technical questions and best 
practices through shareable and 

searchable content
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Game Changer: Sharing is Caring

● Partner Enablement

○ Partner-to-Partner

● Collaborative Problem Solving 

○ Customer-Agent-Superuser

● Evolving Customer Solution Article

○ Zuora-to-Zuora

Engagements

https://community.zuora.com/t5/Partners/Allocation-of-a-Quote-template-based-on-a-rule/gpm-p/17994
https://community.zuora.com/t5/API/Problems-with-LIMIT-clause-in-ZOQL/m-p/17278
https://community.zuora.com/t5/Billing-Payments/Can-I-set-external-payment-method-in-a-subscribe-call/m-p/14909#M834
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Tickets vs Community Articles 
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Contribute

Product innovation through product 
discussions, ideas and content
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Game Changer: Cultivating Customer Experts

● Jacob Feisley joins at launch.
● Jacob rises through our profile 

rankings. 
● Jacob submits templates and 

solutions.
● Jacob speaks at Zuora SF User Group 

about why Community matter.
● People notice when Jacob is on 

vacation. :-)

Year #1 Success Story
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Connect

Unique vehicles to meet, interact and 
further understand your customer
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Game Changer: Zuora Early Adoption Program
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Game Changer: Omnipresent Experience

By Interest
Events

Developers

Connect App Market

Partners

Reporting

Zuora University

What to Expect
Live Local Events

Advocacy

Networking

Give Feedback

Ongoing Conversations

Regional
Amsterdam

Atlanta

Colorado

London

Munich

Northeast

New York

SF Bay Area

Stockholm

Sydney

Tokyo

Virtual
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Game Changer: Generate Buzz
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What People Are Saying...

“I love the Zuora Community - I think it is a 
great place to look around when I am not sure 

about something . I usually go to the 
Community, Knowledge Center, and then 

Support if needed. Many times, I can jump 
into the Community, which give me hints to 

find the answer in the Knowledge Center and 
then I do not need to open a support ticket.”

Patricia Keeler, Silicon Experts
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20% ticket deflection

$4.6M in annual savings

Employee adoption: 99%

External adoption: 150%

FY17 Results

Community Successes
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• Did everything go as planned?
• How long did you expect this to take? 
• How long did it take?
• What were the most surprising lessons?
• What do you think is the most important lesson?
• What would you do differently if you could do it 

again?

Common Questions I Get Asked
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Give our users 
the answers 
they need, 
before they 
know they 
need them.

Strategic Solutions Support Bot Got Code?

What’s Next?
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Join Our Experience 
commmunity.zuora.com

http://community.zuora.com
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Name: Marlene Lee Summers
Vice President Customer Support Services & Community @ Zuora, Inc.
marlene@zuora.com
www.marlenespeaks.com
     www.linkedin.com/in/marlene/
    @marlenespeaks

Thank you!

mailto:marlene@zuora.com
http://www.marlenespeaks.com

