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Much has been written about how to manage SaaS business performance and what metrics to measure. Among the biggest challenges is the 

availability of good benchmarking data. Our annual Private SaaS Company Survey attempts to address part of this challenge, providing 

benchmarking information for private companies participating in our surveys.

Another useful set of data to observe is disclosures of public SaaS companies. Through the work we’ve done with our SaaS IPO clients, we’ve 

compiled a comprehensive database of publicly reported SaaS metrics. 

Just as no two SaaS businesses are exactly the same, retention metrics reflect a wide variety of approaches–some focusing on customer count, 

while others reflecting changes in dollar value of recurring revenue (ARR or GAAP) from existing customers. Some report gross churn, reflecting 

only the lost business, while others report net retention/expansion, offsetting losses with the benefit of upsells and expansions.

We’ve compiled this material for many of the public SaaS companies in the following slides, including definitions from the companies, our 

interpretation of the definitions, and the value stated by each company at the time of IPO. At first glance, it’s pretty clear that “apples-to-apples” 

comparisons aren’t going to be easy. Nonetheless, the data assembled here is the only publicly available information for some of the most 

successful SaaS businesses in the world. With a little work and ingenuity, you’ll find that comparisons are possible, and the data is actually 

extremely useful.

Item measured

Which customers / users

In which period

What

Who

When

or

Public SaaS Company Disclosure Metrics for Retention and Renewal Rates
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Platform 

revenue 

retention rate

144.4%

Dollar-based retention including the benefits of upsells, based on GAAP platform 

revenue

“We measure our platform revenue retention rate for a particular period by first 

identifying the group of programs that our clients launched before the beginning 

of the prior year comparative period. We then calculate our platform revenue 

retention rate by comparing the revenue we recognized for this group of 

programs in the reporting period to the revenue we recognized for the same 

group of programs in the prior year comparative period, expressed as a 

percentage of the revenue we recognized for the group in the prior year 

comparative period.” (424B4 filed on 3/27/14, Page 53)

Dollar-based 

Net 

Retention 

Rate

98%

Dollar-based retention including the benefit of upsells, based on annual recurring 

revenue

“We calculate dollar-based net retention rate as (x) the annual recurring 

revenues under contract at the end of a period for the base set of customers from 

the year prior to the calculation divided by (y) the annual recurring revenues 

under contract one year prior to the date of calculation for that same customer 

base. We define annual recurring revenues under contract as the total amount of 

subscription revenues contractually committed to under each of our customer 

agreements over the term of the agreement, divided by the number of years in 

the term of the agreement.” (S-1 filed on 6/1/18, Page 59)

SaaS & 

license 

revenue 

renewal rate

92%

Dollar-based renewal excluding the benefit of upsells, based on SaaS and 

license revenue

“We measure our SaaS and license revenue renewal rate on a trailing 12-month 

basis by dividing (a) the total SaaS and license revenue recognized during the 

trailing 12-month period from our subscribers who were subscribers on the first 

day of the period, by (b) total SaaS and license revenue we would have 

recognized during the period from those same subscribers assuming no 

terminations, or service level upgrades or downgrades.” (424B4 filed on 6/26/15, 

Page 60)

$ revenue
programs t-2 end

t

$ revenue
programs t-2 end

t-1

( )Trailing 4 
Qtr. Avg.

$ sub. revenue
customers q-4 entire

q

$ sub. revenue
customers q-4 entire

q-4

1

1 Workday announced the acquisition of Adaptive Insights for $1.6B on 6/11/2018

https://www.sec.gov/Archives/edgar/data/1459417/000104746914003136/a2219368z424b4.htm
https://www.sec.gov/Archives/edgar/data/1278150/000119312518166221/d454129ds1.htm
https://www.sec.gov/Archives/edgar/data/1459200/000119312515235924/d723141d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-Based 

Net Revenue 

Retention 

Rate

135%

Dollar-based net revenue retention rate, based on subscription revenue

“Our dollar-based net revenue retention rate is a trailing four-quarter average of the 

subscription revenue from a cohort of customers in a quarter as compared to the same 

quarter in the prior year. To calculate our dollar-based net revenue retention rate, we first 

identify a cohort of customers, or the Base Customers, in a particular quarter, or the Base 

Quarter. A customer will not be considered a Base Customer unless such customer has an 

active subscription for the entirety of the Base Quarter. We then divide the revenue in the 

same quarter of the subsequent year attributable to the Base Customers, or the 

Comparison Quarter, including Base Customers from which we no longer derive revenue 

in the Comparison Quarter, by the revenue attributable to that Base Customers in the 

Base Quarter. Our dollar-based net revenue retention rate in a particular quarter is then 

obtained by averaging the result from that particular quarter by the corresponding result 

from each of the prior three quarters. The dollar-based net revenue retention rate excludes 

revenue from professional services from that cohort. (424B4 filed on 3/24/17, Page 62)

Recurring 

revenue 

retention rate

102%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue

“We calculate our recurring revenue retention rate by comparing, for a given quarter, 

subscription revenue for all customers in the corresponding quarter of the prior year to the 

subscription revenue from those same customers in the given quarter. For the annual rate, 

we utilize the average of the four quarters for the stated year.” (424B4 filed on 3/20/14, 

Page 41)

Dollar-Based 

Net Expansion 

Rate

123%

Dollar-based expansion rate including the benefit of upsells, based on annual recurring 

revenue

“Our dollar-based net expansion rate equals: the annual recurring revenue at the end of a 

period for a base set of customers from which we generated annual recurring revenue in 

the year prior to the date of calculation, divided by the annual recurring revenue one year 

prior to the date of the calculation for that same set of customers. Annual recurring 

revenue is calculated as subscription revenue already booked and in backlog that will be 

recorded over the next 12 months, assuming any contract expiring in those 12 months is 

renewed and continues on its existing terms and at its prevailing rate of utilization.” (424B4 

filed on 10/11/18, Page 67)

( )Trailing 4 
Qtr. Avg.

$ sub. revenue
customers q-4 entire

q

$ sub. revenue
customers q-4 entire

q-4

$ sub revenue
customers q-4

q

$ sub revenue
customers q-4

q-4
( )Trailing 4 

Qtr. Avg.

https://www.sec.gov/Archives/edgar/data/1689923/000119312517095583/d282071d424b4.htm
https://www.sec.gov/Archives/edgar/data/1314223/000119312514112390/d562552d424b4.htm
https://www.sec.gov/Archives/edgar/data/1540755/000119312518346270/d643966d10q.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

net 

expansion 

rate

133%

Property 

Mgmt

100%

Legal

Dollar-based expansion rate including the benefits of upsells, based on GAAP revenue

“Our ability to maintain and grow relationships with our existing customers can be 

measured by our annual dollar-based net expansion rate for a given fiscal year, which 

compares the revenue generated from the sale of our core solutions and Value+ services 

in that year and the preceding year (or base year) from our base customers. We establish 

our base customers by determining the customers from which we generated revenues 

during the month of December in the year preceding the base year. We then calculate our 

annual dollar-based net expansion rate for a given fiscal year by dividing (i) revenue 

generated from the sale of our core solutions and Value+ services in the given fiscal year 

from our base customers by (ii) revenue generated from the sale of our core solutions and 

Value+ services in the base year from our base customers. As of December 31, 2014, our 

annual dollar-based net expansion rate was 133% for our property manager customers 

and 100% for our law firm customers.” (424B4 filed on 6/26/15, Page 55)

Subscription 

Revenue 

Retention 

Rate

133%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue
“A key factor to our success is the renewal and expansion of subscription agreements with 

our existing customers. We calculate this metric over a set of customers who have been 

with us for at least one full year. To calculate our subscription revenue retention rate for a 

particular trailing 12-month period, we first establish the recurring subscription revenue for 

the previous trailing 12-month period. This effectively represents recurring dollars that we 

should expect in the current trailing 12-month period from the cohort of customers from the 

previous trailing 12-month period without any expansion or contraction. We subsequently 

measure the recurring subscription revenue in the current trailing 12-month period from the 

cohort of customers from the previous trailing 12-month period. Subscription revenue 

retention rate is then calculated by dividing the aggregate recurring subscription revenue in 

the current trailing 12-month period by the previous trailing 12-month period.” (424B4 filed 

on 5/26/17, Page 62)

Net 

subscription 

dollar 

retention rate

~100%

Dollar-based retention rate including the benefit of upsells, based on annual contract value

“We believe that our net subscription dollar retention rate provides insight into our ability to 

retain and increase revenue from our customers, as well as their potential long-term value 

to us. Accordingly, we compare the aggregate annual contract value of our customer base 

at the end of the prior year, which we refer to as the base annual contract value, to the 

aggregate annual contract value from the same group of customers at the end of the 

current year, which we refer to as the retained annual contract value. We calculate our net 

subscription dollar retention rate on an annual basis by dividing the retained annual 

contract value by the base annual contract value.” (424B4 filed on 9/23/16, Page 58)

$ Core & Value+ revenue
customers Dec. t-2

t

$ Core & Value+ revenue
customers Dec. t-2

t-1

$ Agg ACV
customers t-1 end

t end

$ Agg ACV
customers t-1 end

t-1 end

$ sub. revenue
customers LTM-1

LTM

$ sub. revenue
customers LTM-1

LTM-1

https://www.sec.gov/Archives/edgar/data/1433195/000119312515235916/d907976d424b4.htm
https://www.sec.gov/Archives/edgar/data/1441683/000119312517184928/d363139d424b4.htm
https://www.sec.gov/Archives/edgar/data/1419625/000119312516717579/d76087d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-Based 

Net Retention 

Rate

127%

Dollar-based retention rate including the benefit of upsells, based on annual contract value

“Our dollar-based net retention rate compares the recurring contract value from the same 

set of customers across comparable periods. Given the repeat buying pattern of our 

customers and the average term of our contracts, we measure this metric over a set of 

customers who have been with us for at least one full year. To calculate our dollar-based 

net retention rate for a particular trailing 12-month period, we first establish the recurring 

contract value for the previous trailing 12-month period. This effectively represents 

recurring dollars that we should expect in the current trailing 12-month period from the 

cohort of customers from the previous trailing 12-month period without any expansion or 

contraction. We subsequently measure the recurring contract value in the current trailing 

12-month period from the cohort of customers from the previous trailing 12-month period. 

Dollar-based net retention rate is then calculated by dividing the aggregate recurring 

contract value in the current trailing 12-month period by the previous trailing 12-month 

period. Recurring contracts are time-based arrangements for subscriptions and do not 

include perpetual license or professional services arrangements.” (S-1/A filed on 1/24/17, 

Page 14)

Contract 

renewal rate
97%

Dollar-based renewal rate including the benefit of upsells, based on ACV

“We have experienced a contract renewal rate of at least 97% in each of the last five 

years.” (424B4 filed on 9/19/07, Page 1) “This rate reflects the implied annualized contract 

value of the customers at period end who were also customers at the end of the prior 

period, divided by the implied annualized contract value of the customers at the end of the 

prior period.” (athenahealth Investor Relations)

Net expansion 

rate
>100%

Dollar-based expansion rate including the benefits of upsells, based on GAAP revenue

“Such expansion is measured by our average quarterly net expansion rate, which 

calculates the year-over-year change in quarterly spending by customers that were paying 

customers during the same quarter in the prior year ("Prior Year Cohorts"), which is net of 

lost customers or reduced usage within a customer. Our average quarterly net expansion 

rate has been more than 100% for each quarter during fiscal 2014 and fiscal 2015.” 

(424B4 filed on 12/10/15, Page 63-64) 

$ implied ACV
customers t-1 end

t end

$ implied ACV
customers t-1 end

t-1 end

(1)

$ implied recurring ACV
customers LTM – 1 end

LTM end

LTM-1 end
$ implied recurring ACV

customers LTM – 1 end

$ revenue
customers q-4

q

$ revenue
customers q-4

q-4
)Trailing 4

Qtr. Avg. (

1 Cisco announced the acquisition of AppDynamics for 3.7B on 1/24/17

https://www.sec.gov/Archives/edgar/data/1435043/000119312517015842/d209425ds1a.htm
https://www.sec.gov/Archives/edgar/data/1131096/000095013507005756/b65346b4e424b4.htm
https://www.sec.gov/Archives/edgar/data/1650372/000104746915009143/a2226831z424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Net Revenue 

Retention 

Rate

107%*

Dollar-based retention including the benefit of upsells, based on total revenue

“We calculate our net revenue retention rate by dividing (a) total revenue in the current 

quarter from any billing accounts that generated revenue during the corresponding quarter 

of the prior year by (b) total revenue in such corresponding quarter from those same billing 

accounts. This calculation includes changes for these billing accounts, such as additional 

solutions purchased, changes in pricing and transaction volume, and terminations, but 

does not reflect revenue for new billing accounts added during the one year period. 

Currently, our net revenue retention rate calculation includes only customers with unique 

account identifiers in our primary U.S. billing systems and does not include customers who 

subscribe to our solutions through our international subsidiaries or certain legacy billing 

systems, primarily related to past acquisitions” (424B4 filed on 6/15/2018, Page 56)

Revenue 

Churn Rate
<5%

Dollar-based churn, based on total revenue

“We calculate our revenue churn rate by measuring the revenue contribution associated 

with billing accounts that cancel all of their product and service agreements with us over 

the measurement year. This cancelled revenue contribution for each such billing account is 

calculated as the revenue recognized for such billing accounts over the trailing four 

quarters prior to the quarter in which such billing account cancelled its product and service 

agreements. We then divide this cancelled revenue contribution by our total annual 

revenue recognized for the measurement year to calculate our revenue churn rate. Our 

calculation of revenue churn rate includes only customers with unique account identifiers in 

our primary U.S. billing systems and does not include customers who subscribe to our 

solutions through our international subsidiaries or legacy billing systems, primarily related 

to past acquisitions.” (424B4 filed on 6/15/2018, Page 53)

Dollar-based 

Net Retention 

Rate

107%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue

“Our dollar-based net retention rate compares the CPaaS revenue from customers in a 

quarter to the same quarter in the prior year. To calculate the dollar-based net retention 

rate, we first identify the cohort of customers that generate CPaaS revenue and that were 

customers in the same quarter of the prior year. The dollar-based net retention rate is 

obtained by dividing the CPaaS revenue generated from that cohort in a quarter, by the 

CPaaS revenue generated from that same cohort in the corresponding quarter in the prior 

year. When we calculate dollar-based net retention rate for periods longer than one 

quarter, we use the average of the quarterly dollar-based net retention rates for the 

quarters in such period.” (424B1 filed on 11/13/17, Page 17)

( )Trailing 4 
Qtr. Avg.

$ CPaaS revenue
customers q-4

q

$ CPaaS revenue
customers q-4

q-4

https://www.sec.gov/Archives/edgar/data/1348036/000119312518193520/d317509d424b4.htm
https://www.sec.gov/Archives/edgar/data/1348036/000119312518193520/d317509d424b4.htm
https://www.sec.gov/Archives/edgar/data/1514416/000119312517340901/d416018d424b1.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Active client 

retention rate
89.7%

Customer count-based retention excluding the benefit of new customers

“Active client retention rate is calculated based on the number of active clients at 

period end that were also active clients at the start of the period divided by the 

number of active clients at the start of the period.” (424B4 filed on 2/24/12, Page 

45)

Software 

services 

revenue 

retention rate

>95%

Dollar-based retention including the benefit of upsells, based on GAAP 

subscription revenue

“We calculate this metric for a particular period by establishing the group of our 

customers that had active contracts for a given period. We then calculate our 

software services revenue retention rate by taking the amount of software 

services revenue we recognized for this group in the subsequent comparable 

period (for which we are reporting the rate) and dividing it by the software 

services revenue we recognized for the group in the prior period.” (424B4 filed on 

9/18/13 Page 53)

Dollar-based 

net revenue 

retention rate

119%

Dollar-based net revenue retention rate including the benefit of upsells, based on 

contracted MRR

“We calculate dollar-based net revenue retention rate as the implied monthly 

subscription and support revenue at the end of a period for the base set of 

customers from which we generated subscription revenue in the year prior to the 

calculation, divided by the implied monthly subscription and support revenue one 

year prior to the date of calculation for that same customer base. (424B4 filed on 

10/28/16 Page 16)

$ sub revenue
customers t-1

t

$ sub revenue
customers t-1

t-1

$ implied monthly 
subscription/support revenue

customers t-1

t

t-1

customers t-1$ implied monthly 
subscription/support revenue

Note: Implied monthly subscription and 

support revenue is defined as the total 

amount of minimum subscription and support 

revenue committed to agreements divided by 

the number of months in the agreement

# customers t entire

# customers t beg

https://www.sec.gov/Archives/edgar/data/1330421/000119312512076769/d213580d424b4.htm
424B4 filed on 9/18/13 Page 53
https://www.sec.gov/Archives/edgar/data/1666134/000119312516751645/d215001d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Retention rate

(net dollar 

retention rate)

130%

Dollar-based retention including the benefit of upsells, based on ACV

“We calculate our retention rate as of a period end by starting with the annual contract 

value (ACV) from customers with contract value of $5,000 or more as of 12 months prior to 

such period end (Prior Period ACV) and a subscription term of at least 12 months. We then 

calculate ACV from these same customers as of the current period end (Current Period 

ACV). Finally, we divide the aggregate Current Period ACV for the trailing 12 month period 

by the aggregate Prior Period ACV for the trailing 12 month period to arrive at our retention 

rate.” (424B4 filed on 1/23/15, Page 53 & 59)

Recurring 

dollar retention 

rate

93%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue

“We calculate the recurring dollar retention rate by dividing the retained recurring value of 

subscription revenue for a period by the previous recurring value of subscription revenue 

for the same period. We define retained recurring value of subscription revenue as the 

committed subscription fees for all contracts that renew in a given period. We define 

previous recurring value of subscription revenue as the recurring value from committed 

subscription fees for all contracts that expire in that same period. We typically calculate our 

recurring dollar retention rate on a monthly basis.” (424B4 filed on 2/17/12, Page 36)

Customer 

Retention 

Rate

93%

Dollar-based retention excluding the benefit of upsells, based on annual recurring revenue

“We calculate retention rate by comparing the annual recurring subscription and support 

revenue from our customers at the beginning of a measurement period to the annual 

recurring subscription and support revenue from those same customers at the end of a 

measurement period. We divide the ending annual recurring revenue by the beginning 

annual recurring revenue to arrive at our retention rate metric. We exclude the impact of 

any add-on purchases from these customers during the measurement period; accordingly, 

our retention rate cannot exceed 100%. In addition, the metric reflects the loss of 

customers who elected not to renew contracts expiring during the measurement period.” 

(424B4 filed on 5/4/18, Page 23-24)

$ renewed sub fees
t

$ expiring sub fees
t

Note: Includes only customers with >$5k ACV 

and annual / multi-year contracts

$ implied ACV
customers t-1 end

t end

$ implied ACV
customers t-1 end

t-1 end

https://www.sec.gov/Archives/edgar/data/1372612/000119312515018043/d642425d424b4.htm
https://www.sec.gov/Archives/edgar/data/1313275/000119312512066175/d200370d424b4.htm
https://www.sec.gov/Archives/edgar/data/1366527/000104746918003485/a2235592z424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Renewal rate 82%

Customer count-based renewal excluding the benefit of new customers

“We define renewal rate for a period as the percentage of customers who renew 

annual or multi-year subscriptions that expire during the period presented. 

Renewal rate excludes customers under our discontinued third-party distribution 

agreements and prior SMB offering with subscriptions that remain active until 

cancelled.” (424B4 filed on 8/11/11, Page 43)

Annual 

retention rate
83%

Customer count-based retention excluding the benefit of new customers

“We define annual retention rate as the percentage of customers on the last day 

of the prior year who remain customers on the last day of the current year, or for 

quarterly presentations, the percentage of customers on the last day of the 

comparable quarter in the prior year who remain customers on the last day of the 

current quarter.” (424B4 filed on 8/11/11, Page 42-43)

Annual

net dollar 

retention rate

109%

Dollar-based retention rate including the benefit of upsells, based on ACV

“We calculate annual net dollar retention rate for a given fiscal period as the 

aggregate annualized subscription contract value as of the last day of that fiscal 

year from those customers that were also customers as of the last day of the 

prior fiscal year, divided by the aggregate annualized subscription contract value 

from all customers as of the last day of the prior fiscal year. We calculate 

annualized subscription contract value for each customer as the expected 

monthly recurring revenue of our customers multiplied by 12.” (424B4 filed on 

3/14/14, Page 49)

# customers
customers t-1 end

t end

# customers
customers t-1 end

t-1 end

# renewing customers
t

# expiring customers
t

https://www.sec.gov/Archives/edgar/data/1340127/000095012311076147/b86123b4e424b4.htm
https://www.sec.gov/Archives/edgar/data/1340127/000095012311076147/b86123b4e424b4.htm
https://www.sec.gov/Archives/edgar/data/1433714/000119312514099888/d636610d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Subscription 

dollar 

retention rate

>100%

Dollar-based retention including the benefit of upsells, based on GAAP 

subscription revenue

“We calculate this metric for a particular period by establishing the cohort of core 

customers that had active contracts as of the end of the prior period. We then 

calculate our subscription dollar retention rate by taking the amount of fixed 

subscription revenue we recognized for the cohort in the period for which we are 

reporting the rate and dividing it by the fixed subscription revenue we recognized 

for the same cohort in the prior period. We do not include any revenue from the 

non-core, legacy products described above, any variable subscription fees paid 

by our customers or any implementation fees.” (424B4 filed on 5/23/13, Page 40-

41)

Net 

expansion 

rate

142%

Dollar-based retention including the benefit of upsells, based on subscription 

revenue

“Our quarterly net subscription revenue expansion rate equals the subscription 

revenue in a given quarter from end user customers that had subscription 

revenue in the same quarter of the prior year, divided by the subscription 

revenue attributable to that same group of customers in that prior quarter. Our 

net expansion rate equals the simple arithmetic average of our quarterly net 

subscription revenue expansion rate for the four quarters ending with the most 

recently completed fiscal quarter. We have excluded Intel from our calculation of 

net expansion rate, as it is a related party. (424B4 filed on 4/28/17, Page 44)

$ sub. revenue
customers q-4

q

$ sub. revenue
customers q-4

q-4 )(Trailing 4 
Qtr. Avg.

Note: Excludes Intel (related party)

$ sub revenuecore customers t-1 end

t

$ sub revenue
core customers t-1 end

t-1

https://www.sec.gov/Archives/edgar/data/1169652/000119312513232292/d419074d424b4.htm
https://www.sec.gov/Archives/edgar/data/1535379/000162828017004450/cloudera424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

net retention 

rate

111.7%

Dollar-based retention including the benefits of upsells, based on annualized 

billings

“To calculate dollar-based net retention for a period, we compare the Annualized 

Billings from paid customers 12 months prior to the Annualized Billings from the 

same set of customers in the last month of the current period. Our dollar-based 

net retention includes any expansion and is net of contraction and attrition, but 

excludes Annualized Billings from new customers in the current period. Our 

dollar-based net retention excludes the benefit of free customers which upgrade 

to a paid subscription between the prior and current periods, even though this is 

an important source of incremental growth. We believe this provides a more 

meaningful representation of our ability to add incremental business from existing 

paid customers as they renew and expand their contracts.” (S-1/A filed 9/3/2019, 

page 86)

Customer 

retention rate
NA

Customer count-based retention excluding the benefit of new customers

“One of the best measures we have for ourselves is our customers – their repeat 

business. Founded in 1993, on the premise of helping drive costs out of 

businesses through innovation, our services are now trusted by over 15,000 

clients around the globe with over 15 million users and a 95% retention rate.” 

(concur.com)

Retention 

rate
97.8%

Customer count-based retention excluding the benefit of new customers

“Our monthly retention rate of unique paying customers (# of customers in a 

given month that continue to use the product in the following month– S-1, Page 

3) remains in our historical range of 97.8%, +/- 0.5%.” (10-K filed on 2/28/13, 

Page 4)

# customerst entire

# customerst beg

Annualized Billings: billings for each 

customer in the final month of a period 

multiplied by 12

# customers m-1 end 

# customers
m end 
m-1 end 
m-1 end 

https://www.sec.gov/Archives/edgar/data/1477333/000119312519235734/d735023ds1a.htm#toc735023_12
https://www.concur.com/en-us/travel-expense-management
https://www.sec.gov/Archives/edgar/data/1405277/000119312513084678/0001193125-13-084678-index.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Annual dollar 

retention rate
95.8%

Dollar-based retention excluding the benefit of upsells, based on contracted MRR

“We define annual dollar retention rate as the implied monthly recurring revenue under 

client agreements at the end of a FY, divided by the implied monthly recurring rev., for 

that same client base, at the end of the prior FY and excluding implied monthly recurring 

revenue from clients of our CSB and Cornerstone for Salesforce solutions. This ratio 

does not reflect implied monthly recurring revenue for new clients added between the 

end of the prior FY and the end of the current FY. However, incremental sales up to and 

not exceeding the original renewal amount to the existing client base as of Dec. 31, 

2012 are included in this ratio. We define implied monthly recurring revenue as the total 

amount of minimum recurring revenue to which we have a contractual right under each 

of our client agreements over the entire term of the agreement, but excluding non-

recurring support, consulting and maintenance fees, divided by the number of months in 

the term of the agreement.” (424B3 filed on 3/17/11, Page 42-43)

Dollar-based 

net retention 

rate

147%

Dollar-based retention including the benefits of upsells, based on annual 

recurring revenue

“We calculate our dollar-based net retention rate as of a period end by starting 

with the ARR from all subscription customers as of 12 months prior to such 

period end, or Prior Period ARR. We then calculate the ARR from these same 

subscription customers as of the current period end, or Current Period ARR. 

Current Period ARR includes any expansion and is net of contraction or churn 

over the trailing 12 months but excludes revenue from new subscription 

customers in the current period. We then divide the Current Period ARR by the 

Prior Period ARR.” (424B4 filed on 6/11/19, Page 21)

$ implied MRR
customers t-1 end

t end

$ implied MRR
customers t-1 end

t-1 end

https://www.sec.gov/Archives/edgar/data/1401680/000114420411015412/v214951_424b3.htm
https://www.sec.gov/Archives/edgar/data/1535527/000104746919003607/a2239024z424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

Gross 

Retention 

Rate

98%

Dollar-based retention excluding the benefit of upsells, based on annual 

recurring revenue

“We calculate our dollar-based gross retention rate as of the period end by 

starting with the ARR from all subscription customers as of 12 months prior to 

such period, or Prior Period ARR. We then deduct from the Prior Period ARR 

any ARR from subscriptions customers who are no longer customers as of the 

current period end, or Current Period Remaining ARR. We then divide the total 

Current Period Remaining ARR by the total Prior Period ARR to arrive at our 

dollar-based gross retention rate, which is the percentage of ARR from all 

subscription customers as of the year prior that is not lost to customer churn. 

Our dollar-based gross retention rate reflects only customer losses and does 

not reflect customer expansion or contraction.” (424B4 filed on 6/11/19, Page 

82)

Recurring 

dollar 

retention rate

Subscription: 

97%

Marketing: 

115%

Dollar-based retention including the benefit of upsells, based on GAAP 

recurring revenue

“We calculate our recurring dollar retention rate by dividing (a) Retained 

Revenue by (b) Retention Base Revenue. We define Retention Base Revenue 

as recurring revenue by product from all customers in the prior period; and 

Retained Revenue as recurring revenue by product from the same group of 

customers in the current period, including any additional sales to those 

customers during the current period. We do not include non-renewable 

revenue such as overage fees for registrations and other miscellaneous 

services in this calculation.” (424B1 filed on 8/9/13, Page 62)

$ recurring revenue
customers t-1

t

$ recurring revenue
customers t-1

t-1

https://www.sec.gov/Archives/edgar/data/1535527/000104746919003607/a2239024z424b4.htm
https://www.sec.gov/Archives/edgar/data/1122897/000119312513327950/d520989d424b1.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

net retention 

rate

146%

Dollar-based retention including the benefits of upsells, based on annual recurring 

revenue

“We calculate dollar-based net retention rate as of a period end by starting with the 

ARR from the cohort of all customers as of 12 months prior to such period-end, or 

the Prior Period ARR. We then calculate the ARR from these same customers as of 

the current period-end, or the Current Period ARR. Current Period ARR includes 

any expansion and is net of contraction or attrition over the last 12 months, but 

excludes ARR from new customers in the current period. We then divide the total 

Current Period ARR by the total Prior Period ARR to arrive at the point-in-time 

dollar-based net retention rate. We then calculate the weighted average of the 

trailing 12-month point-in-time dollar-based net retention rates, to arrive at the 

dollar-based net retention rate.” (S-1 filed 8/23/2019, page 59)

Dollar-

based gross 

retention 

rate

>90%

Dollar-based retention excluding the benefit of upsells, based on annual 

recurring revenue

“We calculate our dollar-based gross retention rate by first calculating the point-in-

time gross retention as the previous year ARR minus ARR attrition over the last 12 

months, divided by the previous year ARR. The ARR attrition for each month is 

calculated by identifying any customer that has changed their account type to a 

“free tier,” requested a downgrade through customer support or sent a formal 

termination notice to us during that month, and aggregating the dollars of ARR 

generated by each such customer in the prior month. We then calculate the dollar-

based gross retention rate as the weighted average of the trailing 12-month point-

in-time gross retention rates.” (S-1 filed 8/23/2019, page 59)

Subscription 

dollar 

retention rate

>100%

Dollar-based renewal rate including the benefit of upsells, based on ACV

“We calculate the subscription dollar retention rate by dividing the retained average 

contract value of subscription revenue by the previous average contract value of 

subscription revenue. We define retained average contract value of subscription 

revenue as the average annual contract value from committed subscription fees for 

all contracts that renew in a given period. We define previous average contract 

value of subscription revenue as the average annual contract value from committed 

subscription fees for all contracts that expire in that same period.” (424B4 filed on 

3/15/12, Page 39)

$ average ACV of renewed sub rev
t

$ average ACV of expiring sub rev
t

https://www.sec.gov/Archives/edgar/data/1561550/000119312519227783/d745413ds1.htm#toc745413_10
https://www.sec.gov/Archives/edgar/data/1561550/000119312519227783/d745413ds1.htm#toc745413_10
https://www.sec.gov/Archives/edgar/data/1301031/000119312512115511/d199710d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

net retention 

rate

115%

Dollar-based retention including the benefits of upsells, based on ACV

“To calculate our dollar-based net retention rate at the end of a base year (e.g., 

January 31, 2017), we first identify the set of customers that were customers at 

the end of the prior year (e.g., January 31, 2016). We then divide the ACV 

attributed to that set of customers at the end of the base year by the ACV 

attributed to that same set at the end of the prior year. The quotient obtained 

from this calculation is the dollar-based net retention rate.” (424B4 filed on 

3/28/18, Page 63)

Subscription 

Net 

Revenue 

Retention 

Rate

105%

Dollar-based retention including the benefit of upsells, based on subscription 

revenue

“Our subscription net revenue retention rate compares the subscription 

revenue in a given period from the cohort of customers that generated 

subscription revenue at the beginning of the same period in the prior fiscal 

year, excluding customers from the cohort who canceled during the prior 

period. The subscription net revenue retention rate is the quotient obtained by 

dividing the subscription revenue generated from that cohort in a period, by the 

subscription revenue generated from that same cohort in the corresponding 

prior year period.” (424B4 filed on 6/29/18, Page 57)

Annualized 

Net Revenue 

Retention

~100% for 

Dropbox 

Business, 

>90% for 

blend of 

Dropbox 

Business 

and 

individuals

Dollar-based retention including the benefit of upsells, based on annualized 

revenue

“We calculate Annualized Net Revenue Retention by aggregating the annualized 

revenue from all paying Dropbox Business customers subscribing to a Dropbox 

Business plan at the beginning of the period, then aggregating the annualized 

revenue from those same Dropbox Business customers at the end of the period. 

For customers whose renewal is pending at the end of the period, we include their 

annualized revenue in the ending total if they resume payment within 30 days from 

the end of that period. Annualized Net Revenue Retention is equal to ending 

annualized revenue divided by beginning annualized revenue.” (424B4 filed on 

3/23/18, Page 68)

$ implied ACV
customers t-1 end

t end

$ implied ACV
customers t-1 end

t-1 end

$ annualized revenue
customers t beg

$ annualized revenue
customers t beg

t end

t beg

https://www.sec.gov/Archives/edgar/data/1261333/000119312518139042/d506878d424b4.htm
https://www.sec.gov/Archives/edgar/data/1505952/000162828018008829/domoinc424b4.htm
https://www.sec.gov/Archives/edgar/data/1467623/000119312518092764/d553522d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dynatrace 

Dollar-Based 

Net Expansion 

Rate

140%

Dollar-based net expansion rate excluding the benefit of upsells, based on Dynatrace 

ARR

“We define the Dynatrace® dollar-based net expansion rate as the Dynatrace® ARR at 

the end of a reporting period for the cohort of Dynatrace® accounts as of one year 

prior to the date of calculation, divided by the Dynatrace® ARR one year prior to the 

date of calculation for that same cohort. This calculation excludes the benefit of 

Dynatrace® ARR resulting from the conversion of Classic products to the Dynatrace®

platform, as well as any upsell generated at the time of conversion. Dynatrace®

dollar-based net expansion rate has trended between 120% and 140% as of June 30, 

2018, September 30, 2018, December 31, 2018 and March 31, 2019. In the period 

before June 30, 2018, our Dynatrace® dollar-based net expansion rate was not 

meaningful given the relatively small amount of Dynatrace® ARR we generated during 

the prior periods.” (S-1/A filed on 7/31/2019, page 76)

Net dollar 

retention rate
>100%

Dollar-based retention including the benefit of upsells, based on contracted MRR

“Net Dollar Retention Rate is a measurement, expressed as a percentage, of the 

aggregate contracted minimum subscription revenue normalized to a monthly basis of 

our customer base, or Implied Monthly Recurring Revenue, as of the first day of a 12-

month period in relation to that of the same customer base as of the last day of such 

12-month period. Our Net Dollar Retention Rate metric is calculated by dividing (a) 

Implied Monthly Recurring Revenue at the end of a 12-month fiscal period by (b) 

Implied Monthly Recurring Revenue at the beginning of the same 12-month fiscal 

period.” (424B4 filed on 8/1/12, Page 49)

Dynatrace ARR is defined as the daily revenue of all 

term-based Dynatrace® subscription agreements that 

are actively generating revenue as of the last day of the 

reporting period multiplied by 365.

$ implied MRR
customers first day t

last day t

$ implied MRR
customers first day t

first day t

https://www.sec.gov/Archives/edgar/data/1773383/000119312519208274/d668054ds1a.htm#toc668054_9
https://www.sec.gov/Archives/edgar/data/1375271/000095012312010808/w83941b4e424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Net Expansion 

Rate
142%

Dollar-based expansion including the benefits of upsells, based on annual contract 

value.

“To calculate an expansion rate as of the end of a given month, we start with the ACV 

from all [customers that have entered into annual subscription agreements] as of 

twelve months prior to that month end, or Prior Period Value. We then calculate the 

ACV from these same customers as of the given month end, or Current Period Value, 

which includes any growth in the value of their subscriptions and is net of contraction 

or attrition over the prior twelve months. We then divide the Current Period Value by 

the Prior Period Value to arrive at an expansion rate. The Net Expansion Rate at the 

end of any period is the weighted average of the expansion rates as of the end of 

each of the trailing twelve months.” (424B4 filed on 10/5/18, Page 72-73)

Revenue 

Retention 

Rate

112%

Dollar-based renewal rate including the benefit of upsells, based on annual revenue

“We calculate our revenue retention rate by dividing (1) total revenue in the current 

12-month period from those customers who were customers during the prior 12-

month period by (2) total revenue from all customers in the prior 12-month period. For 

the purposes of calculating our revenue retention rate, we count as customers all 

entities with whom we had contracts in the applicable period other than (1) customers 

of our wholly-owned subsidiary, Microtech, which generates an immaterial amount of 

our revenue in any given year and (2) in the first year following our acquisition of 

another business, customers that we acquired in connection with such acquisition.” 

(424B4 filed 9/16/16, Page 56)

Subscription 

revenue 

renewal rate

110%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue

“Subscription revenue renewal rate is calculated by dividing (a) total subscription 

revenue (including revenue related to messaging utilization above our clients’ 

contracted levels) in the current period from those clients who were clients during the 

prior year period, including additional sales to those clients, by (b) total subscription 

revenue (including revenue related to messaging utilization above our clients’ 

contracted levels) from all clients in the prior year period. This metric is calculated on 

a quarterly basis and, for periods longer than one quarter, we use an average of the 

quarterly metrics.” (424B4 filed on 3/22/12, Page 43)

$ total revenue
customers LTM - 1 

LTM

$ total revenue
customers LTM - 1 

LTM-1

$ sub rev (incl. overages / upsells)
customers t-1

t

$ sub rev (incl. overages)
all customers t-1

t

https://www.sec.gov/Archives/edgar/data/1707753/000119312518294675/d588632d424b4.htm
https://www.sec.gov/Archives/edgar/data/1437352/000119312516711735/d16274d424b4.htm
https://www.sec.gov/Archives/edgar/data/1420850/000119312512126304/d256812d424b1.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

Net Expansion 

Rate

130.4%

Dollar-based Net Expansion Rate including the benefit of upsells and expansion

“We calculate DBNER by dividing the revenue for a given period from customers who 

remained customers as of the last day of the given period (current period) by the revenue from 

the same customers for the same period measured one year prior (base period). The revenue 

included in the current period excludes revenue from (i) customers that churned after the end 

of the base period and (ii) new customers that entered into a customer agreement after the end 

of the base period. For example, to calculate our DBNER for the year ended December 31, 

2018, we divided (i) revenue for the 12 months ended December 31, 2018, from customers 

that entered into a customer agreement prior to January 1, 2018, and that remained customers 

as of December 31, 2018, by (ii) revenue for the 12 months ended December 31, 2017 from 

the same set of customers.” (424B4 filed on 5/17/19, Page 68)

Annual 

Revenue 

Retention 

Rate

98.9%

Dollar-based churn excluding the benefit of upsell

“We separately monitor customer retention and churn on an annual basis by measuring our 

annual revenue retention rate, which we calculate by multiplying the final full month of revenue 

from a customer that terminated its contract with us (a Churned Customer) by the number of 

months remaining in the same calendar year (Annual Revenue Churn). The quotient of the 

Annual Revenue Churn from all of our Churned Customers divided by our annual revenue of 

the same calendar year is then subtracted from 100% to determine our annual revenue 

retention rate. We believe this calculation is helpful in that it is based on the amount of revenue 

that we would expect to have received in the remaining portion of a particular period had a 

customer not terminated its contract with us. It is not indicative of the actual revenue 

contribution from churned customers in past periods. By comparing this amount to actual 

revenue for the period, we are able to assess our ability to replace terminated revenue by 

generating revenue from new and continuing customers.” (424B4 filed on 5/17/19, Page 69)

Dollar-based 

retention rate
100%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue

“Our Dollar-Based Retention Rate is calculated by dividing our Retained Net Invoicing by 

our Retention Base Net Invoicing on a monthly basis, which we then average using the 

rates for the trailing twelve months for the period being presented. We define Retention 

Base Net Invoicing as recurring net invoicing from all clients in the comparable prior year 

period, and we define Retained Net Invoicing as recurring net invoicing from that same 

group of clients in the current period. We define recurring net invoicing as subscription and 

related usage revenue.” (424B4 filed on 4/4/14, Page 47-48)

$ sub + $ usage rev
customers t-1

t )TTM
Avg. $ sub + $ usage rev

customers t-1

t-1
(

https://www.sec.gov/Archives/edgar/data/1517413/000119312519150526/d702138d424b4.htm
https://www.sec.gov/Archives/edgar/data/1517413/000119312519150526/d702138d424b4.htm
https://www.sec.gov/Archives/edgar/data/1288847/000119312514130565/d626745d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Net churn 89.7%

Vehicle count-based net churn including the benefit of vehicles added

“We calculate our net churn for a period by dividing (i) the number of vehicles under 

subscription added from existing customers less vehicles under subscription lost from 

existing customers over that period by (ii) the total vehicles under subscription at the 

beginning of that period.” (424B4 filed on 10/5/12, Page 10)

Net-Recurring 

Revenue 

Retention Rate

128%

Dollar-based renewal rate including the benefit of upsells, based on support and 

maintenance revenue

“We calculate the net-recurring revenue retention rate on support and maintenance 

contracts as the trailing 12 month annualized value of support and maintenance contracts 

renewed plus the trailing 12 month annualized value of support and maintenance contracts 

not subject to renewal because the scheduled expiration date of the multi-year support and 

maintenance contract falls outside of the 12 month period under measurement plus the 

annualized value of new support and maintenance contracts from end-customers acquired 

one year prior, in the aggregate, divided by the aggregate of the trailing 12 months 

annualized value of support and maintenance contracts scheduled to terminate or renew 

during the trailing 12 month period plus the trailing 12 month annualized value of support 

and maintenance contracts not subject to renewal because the scheduled expiration date 

of the multi-year support and maintenance contract falls outside of the 12 month period 

under measurement.” (424B4 filed on 3/21/18, Page 51)

Subscription 

revenue 

retention 

rate

90.3%

Dollar-based retention including the benefit of upsells, based on contracted 

MRR

“We compare the aggregate Contractual Monthly Subscription Revenue of our 

customer base as of the beginning of each month, which we refer to as 

Retention Base Revenue, to the aggregate Contractual Monthly Subscription 

Revenue of the same group of customers at the end of that month, which we 

refer to as Retained Subscription Revenue… Our Subscription Dollar Retention 

Rate for a given period is calculated by first dividing Retained Subscription 

Revenue by Retention Base Revenue for each month in the period, calculating 

the weighted average of these rates using the Retention Base Revenue for 

each month in the period, and then annualizing the resulting rates.” (424B4 

filed on 10/9/14, Page 47)

# vehicles added
customers t beg

t

-

# vehicles
customers t beg
t beg

# vehicles lost
customers t beg

t
)(

AVSM

renewing 
customers t

t

AVSM

up for 
renewal t

t

AVSM = Annualized Value of Support & Maintenance Contracts

+

+

AVSM

not up for 
renewal t

t

AVSM

not up for 
renewal t

t

+ New AVSM

customers 
acq. y-1

t

$ contracted MRR 
customers m beg

m end( )Wtd
Avg. $ contracted MRR 

customers m beg

m beg

* 12

https://www.sec.gov/Archives/edgar/data/1526160/000119312512416831/d350911d424b4.htm
https://www.sec.gov/Archives/edgar/data/1145057/000162828018003406/forescout424b4.htm
https://www.sec.gov/Archives/edgar/data/1404655/000119312514367174/d697256d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Net 

revenue 

retention 

rate

>100%

Dollar-based renewal rate including the benefit of upsells, based on GAAP 

revenue

“We calculate our net revenue retention rate by dividing the total revenue 

obtained from a particular customer in a given month by the total revenue from 

that customer from the same month in the immediately preceding year. This 

calculation contemplates all changes to revenue for the designated customer, 

which includes customer terminations, changes in quantities of users, changes 

in pricing, additional applications purchased or applications no longer used. We 

calculate the net revenue retention for our entire customer base at a given 

point in time. We believe our net revenue retention rate is an important metric 

to measure the long-term value of customer agreements and our ability to 

retain our customers. Our net revenue retention rate was over 100% at each of 

December 31, 2013 and 2014 and at each of September 30, 2014 and 2015.” 

(424B4 filed on 11/13/15, Page 50-51)

Renewal 

rate

Excl. 

Upsells: 

95.3%

Incl. 

Upsells: 

113.6%

Dollar-based renewal rate, based on ACV

“We measure renewal rates on transactions with annual subscription values 

over $50,000. We calculate our renewal rates by taking the actual dollar 

amount of contracts renewed for a given period and comparing those actual 

renewals to the dollar amount of contracts expiring in that same period. The 

renewal rate is derived by using the actual dollar amount renewed as the 

numerator and the total renewable contract amount as the denominator.” 

(424B4 filed on 12/13/11, Page 44)

Dollar-

based 

renewal 

rate

89.6%

Dollar-based renewal rate excluding the benefit of upsells, based on ACV

“A substantial portion of our clients have renewed their subscriptions each 

year. During 2002, 2003 and 2004, our clients renewed approximately 80%, 

97% and 89.6%, respectively, of the aggregate contract value up for renewal 

during each of those periods.” (424B4 filed on 6/25/05, Page 32)

$ total revenue
customers m-12 end

m

$ total revenue
customers m-12 end

m-12

Excludes deals <$50k

$ renewed sub contract value
t

$ expiring sub contract valuet

$ agg contract value
customers renewing

t

$ agg contract value
customers up for renewal

t

https://www.sec.gov/Archives/edgar/data/1355754/000119312515376316/d932934d424b4.htm
https://www.sec.gov/Archives/edgar/data/1462633/000119312511339396/d211300d424b4.htm
https://www.sec.gov/Archives/edgar/data/1114714/000119312505130726/d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Member 

retention 

rate

85.4%

Customer count-based retention excluding the benefit of new customers

“We define member retention rate as the percentage of members on the last 

day of the prior year who remain members on the last day of the current year, 

or for quarterly presentations, the percentage of members on the last day of the 

comparable quarterly period in the prior year who remain members on the last 

day of the current quarterly period.” (424B4 filed on 10/3/12, Page 62)

Dollar-

weighted 

average 

renewal 

rate

~80%

Dollar-based renewal rate excluding the benefit of upsells, based on GAAP 

revenue

“The dollar-weighted average renewal rate is the percent of our subscriptions, 

on a dollar basis, that could have terminated during a given period, in 

accordance with the terms of the subscription agreements but which were 

renewed.” (424B4 filed on 7/1/09, Page 32)

Revenue 

retention rate
>100%

Dollar-based retention including the benefit of upsells, based on GAAP revenue

“We calculate our revenue retention rate metric by dividing retained revenues by 

retention base revenues. We define retention base revenues as revenues from 

all advertisers in the corresponding prior period, and we define retained revenues 

as revenues from all advertisers from the prior period that remain advertisers in 

the current period. This metric is calculated on a quarterly basis, and for annual 

periods, we use an average of the quarterly metrics.” (424B4 filed on 3/22/13, 

Page 45-46)

# customers t entire

# customers t-1 end

$ revenue
customers t-1

t

$ revenue
customers t-1

t-1

$ renewed sub t

$ expiring subt

https://www.sec.gov/Archives/edgar/data/1383871/000119312512413143/d361263d424b4.htm
https://www.sec.gov/Archives/edgar/data/1420302/000095012309019360/b75316b4e424b4.htm
https://www.sec.gov/Archives/edgar/data/1389002/000119312513122202/d450382d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Subscription 

dollar retention 

rate

~100%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue

“We compare the aggregate monthly subscription revenue of our customer base in the last 

month of the prior year fiscal quarter, the Retention Base Revenue, to aggregate monthly 

subscription revenue generated from the same group in the last month of the current 

quarter, the Retained Subscription Revenue. Our Subscription Dollar Retention Rate is 

calculated on an annual basis by first dividing Retained Subscription Revenue by 

Retention Base Revenue, and then using the weighted average Subscription Dollar 

Retention Rate of the four fiscal quarters within the year.” (424B4 filed on 5/17/13, Page 

52)

Dollar-based 

net revenue 

retention rate

119%

Dollar-based net revenue retention including the benefit of upsells, based on subscription 

revenue

“We calculate our dollar-based net revenue retention rate by dividing (i) subscription 

revenue in the trailing 12-month period from those customers who were on our platform 

during the prior 12-month period by (ii) subscription revenue from the same customers in 

the prior trailing 12-month period. For the purposes of calculating our dollar-based net 

revenue retention rate, we count as a single customer all subsidiaries and divisions of a 

single parent.” (424B4 filed on 7/18/19, Page 74)

Revenue 

retention rate
108%

Dollar-based retention including the benefit of upsells, based on constant currency 

revenue

“We calculate our revenue retention rate by annualizing revenue on a constant currency 

basis recorded on the last day of the measurement period for only those customers in 

place throughout the entire measurement period. We include add-on, or upsell, revenue 

from additional employees and services purchased by existing customers. We divide the 

result by revenue on a constant currency basis on the first day of the measurement period 

for all customers in place at the beginning of the measurement period. The measurement 

period is based on the trailing twelve months. The revenue on a constant currency basis is 

based on the average exchange rates in effect during the respective period.” (424B4 filed 

on 11/19/15, Page 46)

$ sub rev
customers last month q-4

last month q

$ sub rev
customers last month q-4

last month q-4
( )Trailing 4 

Qtr. Wtd
Avg.

$ annualized revenue
customers t entire

t end

$ annualized revenue
customers t beg

t beg

Note: Annualized revenue measured on a 

constant currency basis

Note: All subsidiaries and divisions of a 

parent are counted as a single customer

$ Subscription revenue

Customers m-12 end

m end

Customers m-12 end

m-12 end

$ Subscription revenue

https://www.sec.gov/Archives/edgar/data/1490660/000104746913006257/a2215331z424b4.htm
https://www.sec.gov/Archives/edgar/data/1540184/000119312519197188/d727772d424b4.htm
https://www.sec.gov/Archives/edgar/data/1644675/000119312515381308/d938556d424b4.htm


SaaS Company Renewal/Retention Rates – Detail (cont’d)

23

COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

net expansion 

rate

109%

Dollar-based expansion including the benefit of upsells, based on GAAP subscription 

revenue

“We calculate our dollar-based net expansion rate by dividing our retained revenue net of 

contraction and churn by our base revenue. We define our base revenue as the aggregate 

monthly subscription, services and payments revenue of our subscriber base as of the 

date one year prior to the date of calculation. We define our retained revenue net of 

contraction and churn as the aggregate monthly subscription, services and payments 

revenue of the same subscriber base included in our measure of base revenue at the end 

of the annual period being measured.” (424B4 filed on 6/19/15, Page 15)

Net ARR 

Expansion 

Rate

128%

Net ARR expansion rate including the benefit of upsells, based on GAAP subscription 

revenue

“We define ARR as the subscription revenue we would contractually expect to receive from 

customers over the following 12 months assuming no increases or reductions in their 

subscriptions. ARR excludes MongoDB Atlas, professional services and other self-service 

products… We examine the rate at which our customers increase their subscriptions with 

us, called net ARR expansion rate. We calculate net ARR expansion rate by dividing the 

ARR for a given period from customers who were also customers at the close of the same 

period in the prior year, the base period, by the ARR from all customers at the close of the 

base period, including those who churned or reduced their subscriptions. ” (424B4 filed on 

10/19/17, Page 62-63)

Dollar-based 

net retention 

rate

117%

Dollar-based retention rate, based on subscription and support revenue

“We calculate our dollar-based net retention rate for all periods on a trailing four-quarter 

basis. To calculate our dollar-based net retention rate, we first calculate the subscription 

and support revenue in one quarter from a cohort of customers that were customers at the 

beginning of the same quarter in the prior fiscal year, or Cohort Customers. We repeat this 

calculation for each quarter in the trailing four-quarter period. The numerator for dollar-

based net retention rate is the sum of subscription and support revenue from Cohort 

Customers for the four most recent quarters, or Numerator Period, and the denominator is 

the sum of subscription and support revenue from Cohort Customers for the four quarters 

preceding the Numerator Period. (424B4 filed on 3/16/17, Page 60)

c = customer

q = quarter

$ sub. rev.
c q-7 beg

c q-3 
$ sub. rev.

c q-6 beg

c q-2 
$ sub. rev.

c q-5 beg

c q-1 
$ sub. rev.

c q-4 beg

c q
+ + +

$ sub. rev.
c q-7 beg

c q-7 
$ sub. rev.

c q-6 beg

c q-6 
$ sub. rev.

c q-5 beg

c q-5 
$ sub. rev.

c q-4 beg

c q-4 
+ + +

$ agg. revenue
customers t-1 end

t last-month

$ agg. revenue
customers t-1 end

t-1 last-month

Note: includes subscription, services and 

payments revenue

https://www.sec.gov/Archives/edgar/data/1458962/000119312515229041/d879972d424b4.htm
https://www.sec.gov/Archives/edgar/data/1441816/000104746917006446/a2233574z424b4.htm
https://www.sec.gov/Archives/edgar/data/1374684/000119312517086142/d287291d424b4.htm


SaaS Company Renewal/Retention Rates – Detail (cont’d)

24

COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

net expansion 

rate

115%

Dollar-based expansion including the benefit of upsells, based on GAAP subscription revenue 

run-rate

“To calculate our annually dollar-based net expansion rate, we first establish the base period 

monthly recurring revenue from all our customers at the end of a month. This represents the 

revenue we would contractually expect to receive from those customers over the following month, 

without any increase or reduction in any of their subscriptions. We then (i) calculate the actual 

monthly recurring revenue from those same customers at the end of that following month; then (ii) 

divide that following month’s recurring revenue by the base month’s recurring revenue to arrive at 

our monthly net expansion rate; then (iii) calculate a quarterly net expansion rate by compounding 

the net expansion rates of the three months in the quarter; and then (iv) calculate our annualized 

net expansion rate by compounding our quarterly net expansion rate over an annual period.” 

(424B4 filed on 12/12/14, Page 43)

Dollar-based 

retention rate
123%

Dollar-based retention rate including the benefit of upsells, based on ACV

“We calculate our Dollar-Based Retention Rate as of a period end by starting with the ACV 

(Annual Contract Value) from all customers as of twelve months prior to such period end, or Prior 

Period ACV. We then calculate the ACV from these same customers as of the current period end, 

or Current Period ACV. Current Period ACV includes any upsells and is net of contraction or 

attrition over the trailing twelve months but excludes revenue from new customers in the current 

period. We then divide the total Current Period ACV by the total Prior Period ACV to arrive at our 

Dollar-Based Retention Rate.

Our Dollar-Based Retention Rate has consistently exceeded 100%, which is primarily attributable 

to an expansion of users and up-selling additional products within our existing customers. Larger 

enterprises often implement a limited initial deployment of our platform before increasing their 

deployment on a broader scale.” (424B4 filed on 4/7/17, Page 64)

Dollar-based 

Net Retention 

Rate
140%

Dollar-based retention including the benefits of upsells, based on ARR

“We calculate dollar-based net retention rate as of a period end by starting with the ARR from the 

cohort of all customers as of 12 months prior to such period end, or Prior Period ARR. We then 

calculate the ARR from these same customers as of the current period end, or Current Period 

ARR. Current Period ARR includes any expansion and is net of contraction or attrition over the 

last 12 months but excludes ARR from new customers in the current period. We then divide the 

total Current Period ARR by the total Prior Period ARR to arrive at the dollar-based net retention 

rate.” (424B4 filed on 4/11/19, Page 58)

$ implied ACV
customers t-1 end

t end

$ implied ACV
customers t-1 end

t-1 end

$ recurring rev run rate
customers m-1 end

m( )$ recurring rev run rate
customers m-1 end

m-1 end

( )compound 
months in 

quarter

( )compound
annualization

https://www.sec.gov/Archives/edgar/data/1448056/000119312514441418/d709327d424b4.htm
https://www.sec.gov/Archives/edgar/data/1660134/000119312517116256/d289173d424b4.htm
https://www.sec.gov/Archives/edgar/data/1568100/000162828019004208/pagerduty424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Total ARR 

Churn Rate
<5%

Dollar-based churn excluding the benefit of upsells, based on ARR

“Our ARR churn rate represents lost revenue from customers that contributed no revenue 

in the measurement period but did contribute revenue in the equivalent prior year period.” 

(424B4 filed on 4/11/19, Page 55)

Revenue 

retention 

rate

91%

Dollar-based retention excluding the benefit of upsells, based on GAAP subscription 

revenue

“Our average annual revenue retention rate tracks the percentage of revenue that we 

retain from our existing clients. We monitor this metric because it is an indicator of client 

satisfaction and revenue for future periods.” (424B4 filed on 4/15/14, Page 51)

Note: No formula provided. Formula shown is assumed based on characterization of rate 

as demonstrating revenue “retrieved from our existing clients”

Retention rate 90%

Dollar-based retention excluding the benefit of upsells, based on GAAP subscription 

revenue

“We derive this retention rate by calculating the total annually recurring subscription 

revenue from customers currently using our SaaS platform and dividing it by the total 

annually recurring subscription revenue from these current customers as well as all 

business lost through non-renewal.” (424B4 filed on 4/20/12, Page 46)

$ recurring rev
customers t-1 end

t

$ recurring rev
customers t-1 end

t-1

$ annualized recurring sub rev
customers t

( )$ annualized lost sub rev
+

$ annualized recurring sub rev

t

t

customers t

https://www.sec.gov/Archives/edgar/data/1568100/000162828019004208/pagerduty424b4.htm
https://www.sec.gov/Archives/edgar/data/1590955/000119312514144373/d609623d424b4.htm
https://www.sec.gov/Archives/edgar/data/1212458/000104746912004531/a2208993z424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

Net 

Retention 

Rate

115%

Dollar-based retention rate including the benefit of upsells, based on ARR

“We calculate our dollar-based net retention rate as of the end of a reporting period as 

follows: Denominator: We measure ARR as of the last day of the prior reporting period. 

Numerator: We measure ARR as of the last day of the current reporting period from 

customers with associated ARR as of the last day of the prior reporting period. The 

quotient obtained from this calculation is our dollar-based net retention rate” (S-1/A filed 

on 9/9/2019, page 76)

Dollar-Based 

Net Expansion 

Rate

158%

Dollar-based net revenue retention rate, based on subscription revenue

“We calculate our dollar-based net expansion rate for all periods on a trailing four-quarter 

basis. To do so, we calculate our dollar-based net expansion rate as of each quarter end 

by starting with the subscription revenue from customers as of the prior year's same 

quarter (the "Prior Period Subscription Revenue"). We then calculate subscription revenue 

from these same customers as of the current quarter end (the "Current Period Subscription 

Revenue"). Finally, to assess net expansion level for common groups of customers over 

time, we divide the aggregate Current Period Subscription Revenue for the trailing four 

quarters by the aggregate Prior Period Subscription Revenue for the trailing four quarters 

resulting in our dollar-based expansion rate.” (424B4 filed on 4/20/18, Page 66)

Dollar-based 

Net 

Retention 

Rate

120%

Dollar-based retention rate including the benefit of upsells, based on subscription 

revenue in the trailing four-quarter period

“To calculate our dollar-based net retention rate, we first calculate the subscription 

revenue in one quarter from a cohort of customers that were customers at the beginning 

of the same quarter in the prior fiscal year, or cohort customers. We repeat this 

calculation for each quarter in the trailing four- quarter period. The numerator for dollar-

based net retention rate is the sum of subscription revenue from cohort customers for 

the four most recent quarters, or numerator period, and the denominator is the sum of 

subscription revenue from cohort customers for the four quarters preceding the 

numerator period. Dollar- based net retention rate is the quotient obtained by dividing the 

numerator by the denominator.” (424B4 filed on 5/17/18, Page 91)

( )Trailing 4 
Qtr. Avg.

$ sub. revenue
customers q-4

q

$ sub. revenue
customers q-4

q-4

https://www.sec.gov/Archives/edgar/data/1679826/000104746919005063/a2239550zs-1a.htm#dm75501_management_s_discussion_and_an__man03466
https://www.sec.gov/Archives/edgar/data/1574135/000104746918003019/a2235389z424b4.htm
https://www.sec.gov/Archives/edgar/data/1725579/000119312518165802/d498179d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Annual 

revenue 

retention 

rate

>92%

Dollar-based retention including the benefit of new customers, based on GAAP revenue

“We calculate our annual revenue retention rate as our total revenue for the preceding 

12 months, less the annualized value of revenue lost during the preceding 12 months, 

divided by our total revenue for the preceding 12 months. We calculate the annualized 

value of revenue lost by summing the recurring fees paid by lost clients over the 

previous twelve months prior to their termination if they have been a client for a minimum 

of twelve months. For those lost clients who became clients within the last twelve 

months, we sum the recurring fees for the period that they have been a client and then 

annualize the amount. Interest income – excluded.” (424B4 filed on 3/19/14, Page 46)

Revenue 

retention rate
128%

Dollar-based retention including the benefit of upsells, based on GAAP revenue

“We calculate our revenue retention rate as the total revenues in a calendar year 

from customers who were installed customers as of December 31st of the prior 

year, expressed as a percentage of the total revenues during the prior year from 

those installed customers.” (424B4 filed on 3/20/14, Page 48)

Churn 3.5%

Dollar-based churn including the benefit of upsells, based on MRR

“We define churn as the amount of any monthly recurring revenue losses due to 

customer cancellations and downgrades, net of upgrades and additions of new 

solutions, during a year, divided by our monthly recurring revenue at the 

beginning of the year.” (424B4 filed on 3/20/14, page 48)

Dollar-Based 

Net 

Retention

122%

Dollar-based retention including the benefit of upsells, based on subscription 

revenue

“To calculate our net retention rate, we first calculate the subscription revenue in 

one quarter from a cohort of customers that were customers at the beginning of 

the same quarter in the prior fiscal year, or cohort customers. We repeat this 

calculation for each quarter in the trailing four-quarter period. The numerator for 

net retention rate is the sum of subscription revenue from cohort customers for 

the four most recent quarters, or numerator period, and the denominator is the 

sum of subscription revenue from cohort customers for the four quarters 

preceding the numerator period.” (S-1/A filed on 11/05/18, Page 64-65)

Note: Recurring revenue ex-interest income 

and professional services

$ rev customers entire LTM
LTM

$ annual rev lost
customers lost LTM
LTM

-

$ revenue
customers entire LTM

LTM

( )

$ MRR lost lost customers t
t

+
$ Net MRR lost

downgrading customers t

t

$ MRR
customers all t-beg

t

( )

1

$ total rev
customers t-1 end

t

$ total rev
customers t-1 end

t-1

1 SAP announced the acquisition of Qualtrics for $8B on 11/11/2018

https://www.sec.gov/Archives/edgar/data/1591698/000104746914002594/a2219119z424b4.htm
https://www.sec.gov/Archives/edgar/data/1410384/000104746914002671/a2219150z424b4.htm
https://www.sec.gov/Archives/edgar/data/1410384/000104746914002671/a2219150z424b4.htm
https://www.sec.gov/Archives/edgar/data/1747748/000162828018013537/0001628280-18-013537-index.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Renewal rate 127%

Customer count-based retention including the benefit of upsells

“We calculate our renewal rate by comparing the number of paid seats of all of 

our existing customers at the beginning of a twelve-month period to the number 

of paid seats for those same customers at the end of such period, taking into 

account nonrenewals, upgrades and downgrades. We exclude seats sold to new 

customers.” (424B4 filed on 4/12/13, Page 43)

Subscription 

dollar retention 

rate

>100%

Dollar-based retention including the benefit of upsells, based on GAAP subscription 

revenue

“Our Subscription Dollar Retention Rate metric is calculated by dividing (a) Retained 

Subscription Revenue by (b) Retention Base Revenue. We define Retention Base Rev. as 

subscription rev. from all customers in the prior period and Retained Subscription Rev. as 

subscription rev. from that same group of customers in the current period.” (424B4 filed on 

4/21/11, Page 40)

Net monthly 

subscription 

dollar retention 

rate

~99%

Dollar-based retention including the benefit of upsells, based on MRR

“We define our Net Monthly Subscription Dollar Retention Rate as (i) one plus (ii) the 

quotient of Dollar Net Change divided by Average Dollar Monthly Recurring Subscriptions. 

We define Dollar Net Change as the quotient of (i) the difference of our Monthly Recurring 

Subscriptions at the end of a period minus our Monthly Recurring Subscriptions at the 

beginning of a period minus our Monthly Recurring Subscriptions at the end of the period 

from new customers we added during the period, (ii) all divided by the number of months in 

the period. We define our Average Monthly Recurring Subscriptions as the average of the 

Monthly Recurring Subscriptions at the beginning and end of the measurement period.” 

(424B4 filed on 9/27/13, Page 59)

$ sub revenue
customers t-1

t

$ sub revenue
customers t-1

t-1

$ MRR   - $ MRR   - $ MRR
new customers

t end( )# months in period

t beg t end

$MRR   +   $MRR
t beg( )2

t end

1  + 

# paid seats
customers t beg

t end

# paid seats
customers t beg

t beg

https://www.sec.gov/Archives/edgar/data/1313911/000104746913004318/a2214381z424b4.htm
https://www.sec.gov/Archives/edgar/data/1084817/000119312511105013/d424b4.htm
https://www.sec.gov/Archives/edgar/data/1384905/000119312513382354/d310247d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Maintenance 

renewal rate
>95%

Dollar-based retention excluding the benefit of upsells, based on GAAP maintenance 

revenue

“We measure our maintenance renewal rate for our IdentityIQ customers over a 12-month 

period on a gross retention basis. Our maintenance renewal rate is calculated by taking 

the total prior period maintenance revenue from customers that have renewed in the 

current period and dividing that figure by the total prior period maintenance revenue for all 

customers with contracts that were up for renewal. By definition, our calculation does not 

take into account incremental revenue from price increases, expanding the number of 

identities, cross-selling additional solutions or upselling additional modules” (424B4 filed on 

8/17/17, Page 63)

Dollar-based 

attrition rate

Not 

Reported 

at IPO

High-

teens (as 

of first 

disclosur

e-

8/20/09)

Most 

Recent: 

8-9%

Dollar-based attrition rate reflecting trailing period revenue lost

Our typical subscription contract term is 12 to 36 months, although terms range 

from one to 60 months, so during any fiscal reporting period only a subset of 

active subscription contracts is eligible for renewal. We calculate our attrition rate 

as of the end of each month. Our current attrition rate calculation does not 

include the Marketing Cloud service offerings. Our attrition rate was between 

eight and nine percent as of July 31, 2016. We expect our attrition rate to remain 

consistent as we continue to expand our enterprise business and invest in 

customer success and related programs. (First 10-Q disclosing attrition filed on 

11/25/13)

Average 

annual 

customer 

renewal rate

100%

Dollar-based renewal rate excluding the benefit of upsells, based on ACV

(Reported from S-1 filed 9/24/10 to 2012 10-K filed 3/8/13; no longer reported)

“Our average annual customer renewal rate, on a net dollar basis, reflects the 

percent of contracts that could have terminated during a period but which were 

renewed. This figure excludes upsells.” (SciQuest Investor Relations)

$ sub revenue lost
customers t-1 end

t

t-1
$ sub revenue

customers t-1 end

Note: Excludes Marketing Cloud service 

offerings 

$ renewed contractst

$ expiring contractst

( )TTM
$ maint. revenue

renewed customers in t

$ maint. revenue
customers up for renewal t

t-1

t-1

https://www.sec.gov/Archives/edgar/data/1627857/000119312517347117/d392110d424b4.htm
https://www.sec.gov/Archives/edgar/data/1108524/000119312513453124/d596888d10q.htm
https://www.sec.gov/Archives/edgar/data/1082526/000095012310088106/g22513a6sv1za.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Recurring 

revenue 

retention rate

100%

Dollar-based retention including the benefit of upsells, based on GAAP 

subscription revenue

(Started reporting from 2013 onwards)

“We have changed a little bit, we are going to start giving a metric which is 

basically a same-store sales metric. And the primary reason for that is as we 

look at other SaaS companies that's what all of them are doing.” - Rudy C. 

Howard - Chief Financial Officer, Q4 2013 results earning transcript.

“We calculate recurring revenue retention rates for a particular period by 

comparing the subscription revenue for all customers at the end of the prior 

period to the subscription revenue for those same customers at the end of the 

current period.” (10-K filed on 2/21/14, Page 10)

Net revenue 

retention rate
102%

Dollar-based retention including the benefit of upsells, based on monthly 

recurring revenue of managed security clients

“To calculate our revenue retention rate for any period, we compare the monthly 

recurring revenue of our managed security client base

at the beginning of the period, which we call our base recurring revenue, to the 

monthly recurring revenue from that same cohort of clients at the end

of the period, which we call our retained recurring revenue” (424B4 filed on 

4/22/16, Page 55)

Subscription 

Net Dollar 

Retention 

Rate

116%

Dollar-based retention including the benefit of upsells, based on GAAP 

subscription revenue

“Our subscription net dollar retention rate compares the subscription revenue 

from a set of customers in a period to the same period in the prior year. To 

calculate the subscription net dollar retention rate for a period, we first identify 

the cohort of customers that were customers in the equivalent prior year period. 

Subscription net dollar retention rate for a period is the quotient obtained by 

dividing the subscription revenue generated from that cohort in a period, by the 

subscription revenue generated from that same cohort in the corresponding 

prior year period” (424B4 filed on 11/15/17, Page 66)

$ sub. revenue
customers t-1

t

$ sub. revenue
customers t-1

t-1

$ sub revenue
customers t-1 end

t

$ sub revenue
customers t-1 end

t-1

https://www.sec.gov/Archives/edgar/data/1082526/000156459014000309/sqi-10k_20131231.htm
https://www.sec.gov/Archives/edgar/data/1468666/000119312516551881/d934761d424b4.htm
https://www.sec.gov/Archives/edgar/data/1477425/000104746918002621/a2235231z424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Renewal rate 96%

Dollar-based renewal rate excluding the benefit of upsells, based on ACV

“We calculate our renewal rate by subtracting our attrition rate from 100%. Our 

attrition rate is equal to the annual contract value from customers that are due 

for renewal in the period and did not renew, divided by the total annual contract 

value from all customers due for renewal during the period. Annual contract 

value is equal to the first twelve months of expected subscription revenues 

under a contract.” (424B4 filed on 6/29/12, Page 39)

Monthly 

billings 

retention rate

101%

Billings-based retention including the benefit of upsells

“Monthly Billings Retention Rate, or MBRR, is calculated as of the end of each 

month by considering the cohort of merchants on the Shopify platform as of the 

beginning of the month and dividing total billings attributable to this cohort in the 

then-current month by total billings attributable to this cohort in the immediately 

preceding month. Billings includes billings from subscriptions, apps (net of 

referral fees), transaction fees and fees for Shopify Payments. For annual and 

quarterly fiscal periods, we report the average MBRR over the preceding 12 

months.” (424B4 filed on 5/21/15, Page 55)

Net Dollar 

Retention 

Rate

138%

Dollar-based retention including the benefit of upsells, based on MRR

“We calculate Net Dollar Retention Rate as of a period end by starting with the 

MRR from all Paid Customers as of twelve months prior to such period end, or 

Prior Period MRR. We then calculate the MRR from these same Paid 

Customers as of the current period end, or Current Period MRR. Current Period 

MRR includes expansion within Paid Customers and is net of contraction or 

attrition over the trailing twelve months, but excludes revenue from new Paid 

Customers in the current period, including those organizations that were only on 

Free subscription plans in the prior period and converted to paid subscription 

plans during the current period. We then divide the total Current Period MRR by 

the total Prior Period MRR to arrive at our Net Dollar Retention Rate” (424B4 

filed on 6/20/19, Pages 71-72)

$ billings
customers m-beginning

m

$ billings
customers m-beginning

m-1
)TTM

Avg.(

$ ACV non-renewing

$ ACV expiring
100%  -

t

t

https://www.sec.gov/Archives/edgar/data/1373715/000119312512289628/d301887d424b4.htm
https://www.sec.gov/Archives/edgar/data/1594805/000119312515195802/d925168d424b4.htm
https://www.sec.gov/Archives/edgar/data/1764925/000162828019008125/slack424.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

net retention 

rate

All 

Customers:

130%

Customers 

w/ ACV ≥ 

$5,000: 

149%

Dollar-based renewal excluding the benefit of upsells, based on ACV

“We calculate dollar-based net retention rate as of a period end by starting with 

the ACV from the cohort of all customers as of the 12 months prior to such 

period end, or Prior Period ACV. We then calculate the ACV from these same 

customers as of the current period end, or Current Period ACV. Current Period 

ACV includes any upsells and is net of contraction or attrition over the trailing 

12 months, but excludes subscription revenue from new customers in the 

current period. We then divide the total Current Period ACV by the total Prior 

Period ACV to arrive at the dollar-based net retention rate. The cohort for 

customers with ACV of $5,000 or more represents ~54% of total ACV as of 

January 31, 2018” (424B4 filed on 4/27/18, Page 60)

Net retention 

rate for 

subscription 

products

105%

Dollar-based retention including the benefit of upsells, based on subscription 

revenue

“We define our net retention rate for subscription products as the implied 

monthly subscription revenue at the end of a period for the base set of 

customers from which we generated subscription revenue in the year prior to 

the calculation, divided by the implied monthly subscription revenue one year 

prior to the date of calculation for that same customer base.” (424B4 filed on 

10/22/18, Page 68)

Maintenance 

renewal rate 

for perpetual 

license 

products

Low- to 

Mid- ~90%

Dollar-based renewal including the benefit of upsells, based on sales of 

maintenance services

“We define our maintenance renewal rate as the sales of maintenance services 

for all existing maintenance contracts expiring in a period, divided by the sum 

previous sales of maintenance services corresponding to those services 

expiring in the current period. Sales of maintenance services includes sales of 

maintenance renewals for a previously purchased product and the amount 

allocated to maintenance revenue from a license purchase.” (424B4 filed on 

10/22/18, Page 68)

$ implied ACV
customers t-1 end

t end

$ implied ACV
customers t-1 end

t-1 end

https://www.sec.gov/Archives/edgar/data/1366561/000162828018005173/smartsheet424.htm
https://www.sec.gov/Archives/edgar/data/1739942/000162828018012713/solarwinds424b4.htm
https://www.sec.gov/Archives/edgar/data/1739942/000162828018012713/solarwinds424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-based 

retention rate
>110%

Dollar-based retention including increases in transaction volume, based on transaction 

net revenue

“Revenue from our sellers has grown consistently over time, resulting in strong dollar-

based retention rates. Transaction revenue net of transaction costs for each of our 18 

quarterly seller cohorts (dating back to the second quarter of 2010) has grown year over 

year in every quarter since the first quarter of 2012. Over the past four quarters, retention 

of transaction revenue net of transaction costs for our cohorts has, on average, 

exceeded 110% year over year.” (424B4 filed on 11/19/15, Page 106)

Customer 

retention rate
>90%

Customer count-based retention including the benefit of new customers

“We calculate our customer retention rate by subtracting our attrition rate from 

100%. We calculate our attrition rate for a period by dividing the number of 

customers lost during the period by the sum of the number of customers at the 

beginning of the period and the number of new customers acquired during the 

period.” (424B4 filed on 4/20/07, Page 32)

Organization-

al Dollar-

Based Net 

Retention 

Rate

>95%

Dollar-based retention including the benefits of upsells, based on annualized 

revenue 

“We calculate organizational dollar-based net retention rate as of the end of a period 

by starting with the annualized revenue from the cohort of all domain-based 

customers as of the 12 months prior to the end of such period, or the Prior Period 

Annualized Organizational Revenue. We then calculate the annualized revenue 

from these same customers as of the end of the current period, or the Current 

Period Annualized Organizational Revenue. We then divide Current Period 

Annualized Organizational Revenue by Prior Period Annualized Organizational 

Revenue to calculate our organizational dollar-based net retention rate. 

Organizational dollar-based net retention rate reflects upsells, contraction and 

attrition within our domain-based customers that are included in the relevant cohort.” 

(424B4 filed on 9/28/18, page 73)

customers lost
100%  - t

customers
t beg

new customers
t+

*From domain-based customers

*

*

$ transaction net revenue
customers q-4

q

$ transaction net revenue
customers q-4

q-4
)Trailing 4

Qtr. Avg.(

https://www.sec.gov/Archives/edgar/data/1512673/000119312515382249/d937622d424b4.htm
https://www.sec.gov/Archives/edgar/data/1402305/000089161807000656/f31590b4e424b4.htm
https://www.sec.gov/Archives/edgar/data/1739936/000119312518283721/d494258d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Individual 

Dollar-Based 

Net 

Retention 

Rate

>80%

Dollar-based retention including the benefits of upsells, based on annualized 

revenue

“We calculate individual dollar-based net retention rate as of the end of a period 

by starting with the annualized revenue from the cohort of all individual paying 

users as of the 12 months prior to the end of such period, or the Prior Period 

Annualized Individual Revenue. We then calculate the annualized revenue from 

these same individual paying users as of the end of the current period, or the 

Current Period Annualized Individual Revenue. We then divide Current Period 

Annualized Individual Revenue by Prior Period Annualized Individual Revenue 

to calculate our individual dollar-based net retention rate. Individual dollar-based 

net retention rate reflects upsells and attrition of individual paying user 

accounts.” (424B4 filed on 9/28/18, page 73)

Dollar-based 

net 

expansion 

rate

129%

Dollar-based retention rate including benefits from upsell, based on revenue

“We calculate our dollar-based net expansion rate by dividing our recurring 

customer revenue by our base revenue. We define base revenue as the 

subscription revenue we recognized from all customers during the four quarters 

ended one year prior to the date of measurement. We define our recurring 

customer revenue as the subscription revenue we recognized during the four 

quarters ended on the date of measurement from the same customer base 

included in our measure of base revenue, including revenue resulting from 

additional sales to those customers. This analysis excludes revenue derived 

from our OEM sales. We expect our dollar-based net expansion rate to 

potentially decline as we scale our business.” (424B4 filed on 7/29/16, Page 15)

Dollar-based 

subscription 

renewal rate

96%

Dollar-based renewal rate excluding the benefit of upsells, based on ACV

“Renewals of subscription and support services for medium and larger more 

complex organization, on a dollar-for-dollar basis, remained strong at 

approximately 97%.” (10-K filed on 2/29/12, Page 42)

Note: Excludes revenue derived from OEM 

sales

$ annualized net sub revenue
customers t entire

t last year

$ annualized sub revenue
customers t beg

t last year

Note: Excludes small customers

$ ACV renewed
customers up for renewal

t

$ ACV
customers up for renewal

t-1

*

*

*From individual customers

https://www.sec.gov/Archives/edgar/data/1739936/000119312518283721/d494258d424b4.htm
https://www.sec.gov/Archives/edgar/data/1668105/000104746916014531/a2229299z424b4.htm
https://www.sec.gov/Archives/edgar/data/1134203/000119312512089437/d254366d10k.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-Based 

Net Expansion 

Rate
124%

Dollar-based expansion including the benefit of upsells, based on ARR

“Denominator: To calculate our dollar-based net expansion rate as of the end of a 

reporting period, we first establish the ARR from all active subscriptions and maintenance 

from perpetual licenses as of the last day of the same reporting period in the prior year. 

This represents recurring payments that we expect to receive in the next 12-month period 

from the cohort of customers that existed on the last day of the same reporting period in 

the prior year.

Numerator: We measure the ARR for that same cohort of customers representing all 

subscriptions and maintenance from perpetual licenses based on customer orders as of 

the end of the reporting period.” (424B4 filed on 7/26/18, page 62)

Dollar-based 

net expansion 

rate
170%

Dollar-based retention including the benefit of upsells, based on GAAP revenue basis

“Our dollar-based net expansion rate compares the revenue from active customer 

accounts, other than variable customer accounts, in a quarter to the same quarter in the 

prior year. To calculate the dollar-based net expansion rate, we first identify the cohort of 

active customer accounts, other than variable customer accounts, that were active 

customer accounts in the same quarter of the prior year. The dollar-based net expansion 

rate is the quotient obtained by dividing the revenue generated from that cohort in a 

quarter, by the revenue generated from that same cohort in the corresponding quarter in 

the prior year. When we calculate dollar-based net expansion rate for periods longer than 

one quarter, we use the average of the applicable quarterly dollar-based net expansion 

rates for each of the quarters in such period.” (424B4 filed on 6/23/16, Page 70-71)

Annual

revenue

customer 

retention rate

96%

Dollar-based retention excluding the benefit of upsells, based on GAAP subscription 

revenue

(Started reporting from 2010 onwards)

“Our annual revenue customer retention rate for total recurring revenues was 96% in 

2010. This rate is comprised of an annual retention rate exceeding 96% for existing 

SaaS customers and an annual retention rate of approximately 95% for existing license 

customers from which renewal maintenance revenues are derived.” (10-K filed on 

3/1/11, Page 26)

Note: Variable customer defined as an active 

customer account that (i) is with a customer that 

had never signed a minimum revenue 

commitment contract for a term of at least 12 

months and (ii) has met or exceeded 1% of 

revenue in any quarter

$ ARR
all customers lost

LTM

$ annualized MRR
customers q-1 end

q-1

100%  -

Note: Excludes in the numerator the ACV of 

incremental payments related to perpetual 

licenses and services from existing customers

https://www.sec.gov/Archives/edgar/data/1660280/000119312518226921/d548092d424b4.htm
https://www.sec.gov/Archives/edgar/data/1447669/000104746916013968/a2229005z424b4.htm
https://www.sec.gov/Archives/edgar/data/1016125/000101612511000004/form_10-k.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Annual 

subscription 

revenue 

retention rate

187%

Dollar-based retention including the benefit of upsells, based on annualized GAAP 

subscription revenue

“We calculate our annual subscription services revenue retention rate for a particular 

fiscal year by dividing (i) annualized subscription revenue as of the last day of that 

fiscal year from those customers that were also customers as of the last day of the prior 

fiscal year by (ii) the annualized subscription revenue from all customers as of the last 

day of the prior fiscal year.” (424B4 filed on 10/16/13, Page 47)

Subscription 

and support 

revenue 

retention rate

97.3%

Dollar-based retention excluding the benefit of upsells, based on annualized GAAP 

subscription revenue

“We calculate our subscription and support revenue retention rate by annualizing the 

subscription and support revenue recorded in the first month of the measurement 

period for only those customers in place throughout the entire measurement period, 

thereby excluding any attrition. We divide the result by the annualized subscription and 

support revenue in the first month of the measurement period for all customers in place 

at the beginning of the measurement period. The measurement period is based on the 

trailing twelve months.” (424B4 filed on 12/12/14, Page 51)

Subscription 

and support 

revenue 

retention rate 

including add-

ons

108.4%

Dollar-based retention including the benefit of upsells, based on annualized GAAP 

subscription revenue

“We calculate our subscription and support revenue retention rate including add-ons by 

annualizing the subscription and support revenue recorded in the last month of the 

measurement period for only those customers in place throughout the entire 

measurement period. We divide the result by the annualized subscription and support 

revenue in the first month of the measurement period for all customers in place at the 

beginning of the measurement period. The measurement period is based on the trailing 

twelve months.” (424B4 filed on 12/12/14, Page 51)

$ annualized sub revenue
customers t entire

t 1st month

$ annualized sub revenue
customers t beg

t 1st month

$ annualized sub revenue
customers t entire

t last month

$ annualized sub revenue
customers beg

t 1st month

$ annualized sub revenue
customers t-1 end

t end

$ annualized sub revenue
t-1 end

customers t-1 end

https://www.sec.gov/Archives/edgar/data/1393052/000119312513400469/d541293d424b4.htm
https://www.sec.gov/Archives/edgar/data/1445305/000144530514005499/workivafinalprospectus.htm
https://www.sec.gov/Archives/edgar/data/1445305/000144530514005499/workivafinalprospectus.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Revenue 

retention rate
103%

Dollar-based retention including the benefit of upsells, based on annualized 

GAAP subscription revenue

“We calculate our revenue retention rate as of the end of a particular twelve-

month period by dividing (i) the implied monthly recurring subscription revenue 

under customer agreements as of the end of such period from those customers 

that were also customers as of the last day immediately preceding the 

beginning of such period by (ii) the implied monthly recurring subscription 

revenue under customer agreements from all customers as of the last day 

immediately preceding the beginning of such period. We define implied monthly 

recurring subscription revenue as the total amount of minimum recurring 

subscription revenue contractually committed to under each of our customer 

agreements over the entire term of the agreement, divided by the number of 

months in the term of the agreement. This calculation includes the impact on 

our revenue from customer non-renewals, additions or decreases in 

subscribers, deployments of additional modules or discontinued use of modules 

by our customers, and price changes for our solutions.” (424B4 filed on 6/26/15, 

Page 49)

Dollar-based 

Net Retention 

Rate

119%

Dollar-based retention including the benefit of upsells, based on annualized 

GAAP revenue

“We calculate this metric for a particular period by first establishing a cohort of 

the enterprise, mid-size and reseller customers who had active contracts at the 

end of each month of the same period in the prior year. We divide the single 

month revenue from each of those customer cohorts for the applicable month in 

the current year by the single month revenue of that same customer cohort for 

the corresponding month in the prior year. We then determine the dollar-based 

weighted average of each of the monthly rates, and this average represents the 

dollar-based net retention rate for the period.” (424B4 filed on 4/13/17, Page 54

$ revenue
c m - 12

m

$ revenue
c m - 12

m - 12

c = customer
m = month

+$ revenue
c (m-1) - 12

(m-1)

$ revenue
c (m-1) - 12

(m-1) - 12
+

+$ revenue
c (m-2) - 12

(m-2)

$ revenue
c (m-2) - 12

(m-2) - 12
+

+

+

…

…

$ revenue
c (m-11) - 12

(m-11)

$ revenue
c (m-11) - 12

(m-11) - 12

+

+

Note: Only considers revenue from enterprise 

and mid-size customers and reseller 

customers

$ implied MRR
customers last day t-1

last day t

$ implied MRR
customers last day t-1

last day t-1

https://www.sec.gov/Archives/edgar/data/1322554/000119312515235926/d685408d424b4.htm
https://www.sec.gov/Archives/edgar/data/1614178/000104746917002593/a2231805z424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Subscription 

dollar 

retention rate

123%

Dollar-based retention including the benefit of upsells, based on GAAP 

subscription revenue

“We calculate our subscription and support revenue net retention rate for a 

particular period by dividing subscription revenue for the four most recent 

quarters by the subscription revenue for the corresponding quarters in the 

preceding year for those customers for which subscription revenue was 

recognized in the corresponding quarters of the preceding year.” (424B1 filed 

on 10/3/14, Page 63)

Dollar-based 

net expansion 

rate

120%

Dollar-based retention including the benefit of upsells, based on MRR

“We calculate our dollar-based net expansion rate by dividing our retained 

revenue net of contraction and churn by our base revenue. We define our base 

revenue as the aggregate monthly recurring revenue of our customer base as of 

the date one year prior to the date of calculation. We define our retained 

revenue net of contraction and churn as the aggregate monthly recurring 

revenue of the same customer base included in our measure of base revenue 

at the end of the annual period being measured. Our dollar-based net 

expansion rate is also adjusted to eliminate the effect of certain activities that 

we identify involving the transfer of agents between customer accounts, 

consolidation of customer accounts, or the split of a single customer account 

into multiple customer accounts. While not material, we believe the failure to 

account for these activities would otherwise skew our dollar-based net 

expansion metrics associated with customers that maintain multiple customer 

accounts… Beginning with the quarter ended December 31, 2014, we adjusted 

our calculation of dollar-based net expansion rate to exclude customer accounts 

on the low cost Starter plan for our customer service platform. In prior periods, 

we presented a dollar-based net expansion rate, or the Historic Dollar-Based 

Net Expansion Rate, which included customer accounts on our low-cost Starter 

subscription plan for our customer service platform.” (424B4 filed 3/19/15, Page 

56)

Note: Excludes MRR of customers on starter 

plan

$ agg. MRR
customers t-1 end

t end

$ agg. MRR
customers t-1 end

t-1 end

$ sub revenue
customers t-1

t

$ sub revenue
t-1

customers t-1

https://www.sec.gov/Archives/edgar/data/1161315/000119312514363253/d784989d424b1.htm
https://www.sec.gov/Archives/edgar/data/1463172/000119312515098724/d880282d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Net Dollar 

Expansion 

Rate

140%

Dollar-based expansion including the benefits of upsells, based on ARR

“We define ARR as the annualized revenue run-rate of subscription agreements 

from all customers at a point in time. We calculate ARR by taking the monthly 

recurring revenue (MRR) and multiplying it by 12. MRR is defined as the 

recurring revenue run-rate of subscription agreements from all customers for 

the last month of the period, including revenue from monthly subscribers who 

have not provided any indication that they intend to cancel their subscriptions…

“We calculate net dollar expansion rate as of a period end by starting with the 

ARR from customers with greater than 10 employees as of the 12 months prior 

to such period end (Prior Period ARR). We then calculate the ARR from these 

customers as of the current period end (Current Period ARR). The calculation of 

Current Period ARR includes any upsells, contraction and attrition. We then 

divide the total Current Period ARR by the total Prior Period ARR to arrive at the 

net dollar expansion rate. For the trailing 12-months calculation, we take an 

average of this calculation over the previous 12 months.” (S-1/A filed 4/16/19, 

Pages 56, 58)

Monthly 

Subscriber 

Attrition Rate

<4%

Customer-count based churn including the benefit of customers added

“The attrition rate for our monthly subscribers was less than 4% per month in 

the fiscal years ended January 31, 2018 and 2019 (424B2 filed 4/16/19 page 

56)”

https://www.sec.gov/Archives/edgar/data/1585521/000119312519107178/d642624ds1a.htm#toc642624_12
https://www.sec.gov/Archives/edgar/data/1585521/000119312519110919/d642624d424b4.htm
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COMPANY
DEFINED 

TERM

METRIC 

FORMULA

RATE AT

IPO
DEFINITION

Dollar-Based 

Net Retention 

Rate

122%

Dollar-based retention rate including the benefit of upsells, based on annual 

recurring revenue

“Our dollar-based net retention rate includes customer attrition. We have not 

experienced a material increase in customer attrition rates in recent periods. For 

the denominator, to calculate our dollar-based net retention rate for a particular 

trailing 12-month period, we first establish the ARR from all active subscriptions 

as of the last day of the same reporting period in the prior fiscal year. This 

effectively represents recurring dollars that we expect in the next 12-month 

period from the cohort of customers that existed on the last day of the same 

reporting period in the prior fiscal year. For the numerator, we measure the ARR 

for that same cohort of customers representing all subscriptions based on 

confirmed customer orders booked by us as of the end of the reporting period. 

Dollar-based net retention rate is obtained by dividing the ARR in the current 

trailing 12-month period by the previous trailing 12-month period.” (424B4 filed 

on 3/16/18, Page 64)

Dollar-based 

retention rate
110%

Dollar-based retention including the benefits of upsells, based on ACV

“We calculate our dollar-based retention rate as of a period end by starting with 

the sum of the ACV from all customers as of twelve months prior to such period 

end, or prior period ACV. We then calculate the sum of the ACV from these 

same customers as of the current period end, or current period ACV. Current 

period ACV includes any upsells and also reflects contraction or attrition over 

the trailing twelve months but excludes revenue from new customers added in 

the current period. We then divide the current period ACV by the prior period 

ACV to arrive at our dollar-based retention rate.” (424B4 filed on 4/12/18, Page 

73)

$ implied ACV
customers t-1 end

t end

$ implied ACV
customers t-1 end

t-1 end

$ ARR
active customers LTM – 1 end

LTM end

$ ARR
active customers LTM – 1 end 

LTM – 1 end

https://www.sec.gov/Archives/edgar/data/1713683/000119312518085981/d400527d424b4.htm
https://www.sec.gov/Archives/edgar/data/1423774/000119312518115687/d481302d424b4.htm

