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SaaS conversions are a tricky and challenging animal.  It’s 

always going to be an ongoing challenge, due to the multi-stage 

nature of the conversion process, as well the constant variable 

of customer choice always being there. A single conversion is 

not enough, like it happens in an e-commerce purchase. Visitors 

who use SaaS require an active conversion, which has to be 

repeated at given intervals of time, in order to boost their 

engagement for your service and transform them from 

anonymous visitors, to active trial users and ultimately to paying 

customers.  

However, once you manage to transform the visitor into a paying 

customer, your work is far from being over. One of the biggest 

challenges that SaaS companies deal with is customer retention, 

because even if they buy your service, you'll also need them to 

renew the contracts and make the conversion happen all over 

again. 

The following article will examine four stages of the SaaS and 

web application conversion process.  It will also present several 

tips in how to influence customer behavior during the process in 

your favor, and how to increase user conversions and retention. 

SaaS conversions reach their full potential only when the owner 

understands each step of the conversion funnel and approaches 

users in a smart way.  Well, let’s begin, shall we? 

 

 

This is the first stage, in which you are trying to influence 

anonymous visitors into giving a chance to your service. You 

don't know where these people come from, what keywords they 

used for reaching your website, or what pages of your website 
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they are interested in. For this purpose, you have to treat these 

visitors with caution, following the tips below: 

* Tip 1: Avoid Asking for a Credit Card - When they reach your 

website, most people won't be willing to spend the money until 

they give your product/service a test first. And if you choose to 

ask for customers’ credit card details at first, most of them will be 

turned off by it, and perhaps even explore competitor options. 

The credit card should be asked for only when it's absolutely 

needed, that is when you plan on billing the users (part 3). Such 

a process has an important psychological aspect, as most users 

don't have their own company credit cards, and if you request it 

at this stage, there is a high chance for them to not assume the 

risk, especially considering that you're still unfamiliar in their 

eyes. 

* Tip 2: Keep the Registration Form as Short as Possible - The 

registration form on your website should ask only for the 

essential information, which is usually represented by a 

password and an e-mail address. Sometimes, even the e-mail 

address in itself is enough. A basic rule of thumb states that 

each new field that you add reduces the chances of conversion 

by 10%. However, if you absolutely need a certain element of 

information to qualify the visitors or make your solution work, 

then feel free to ask for it, but take into account the possible 

outcome and test it before. 

* Tip 3: Test Everything: The most desirable way to further boost 

your conversion rates is done by testing everything before 

actually applying the concepts. For instance, some website 

owners discovered that the simple color change of a certain 

button increased their conversions. You need to keep track of 

any change that you make and also invest in tools which 

enhance and simplify the testing process. 

* Tip 4: Display Social Integrity Proof: Make use of customer 

testimonials to let your possible clients know how well your 

SaaS/web application performed for other people. Ensure that 

the list you compile targets people from all industries in which 
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you activate, so that customers will be able to identify 

themselves with those persons. Even better, if you can try to 

deliver the most relevant testimonials to users in certain niches 

and also add an image of previous customers or their company 

in order to enhance new visitors' trust. 

* Tip 5: Increase Urgency: When a visitor leaves your webpage 

without registering, the chances for him to return are very slim. 

For this reason, you need to convert users while they are on 

your site, and give them reasons why they should act fast. Some 

examples in this regard include the use of coupons, time-limited 

offers, etc. 

 

 

Even if they register for the SaaS application that you distribute, 

that doesn't mean that visitors will actually give it a try. You have 

to put yourself into the user's mindset, and see what would 

influence his decision if he would have five or ten different 

browser tabs open, each designating a certain SaaS solution. 

You want to be on the very short list of apps that the user 

actually tries, given that it’s the only way in which he can get 

accustomed with it. In this regard, here are a few tips to 

consider: 

* Tip 1: Take Into Account the First-Time Users: In spite of the 

fact that your app may be designed for the experts, first-time 

users have to be kept in mind at all times. For this reason, try to 

look at your app from their perspective and notice which 

elements would catch their attention first, and also how the 

access to those elements can be facilitated. 

* Tip 2: Make Things Easy to Accomplish: Users need to be able 

to accomplish an action within a matter of seconds, otherwise 

they might assume that your app isn't built properly. Use 

analytics and user interviews to determine what are the most 

Part 2: Activation: Registered Member -> Free 

Active User 



6 
 

©2014 WalkMe Inc. All rights reserved.              1-855-4-WALKME (925563)  www.walkme.com 

important 5 things for a new SaaS user. Then, concentrate all 

your efforts on making those 5 things as easy to accomplish as 

you can. One way to do this would be through step-by-step 

guides, which actually take the user to the place where he wants 

to be, or using third-party tools which walk the users through the 

required key processes. WalkMe, for example, is an interactive 

self-guidance technology that SaaS providers can overlay on 

their software which breaks down online tasks into short, step-

by-step guided instructions.  This type of technology enables 

your users to be able to focus on what they want to using your 

software and free from the confusion of how to do it.  Again, 

simplicity and ease-of-use for users are critical, at this stage in 

particular. 

* Tip 3: Never Give Up on The Users: You should always keep 

up with your registered users via e-mail or even phone calls, if 

possible. Also, ensure that the content you distribute to them is 

relevant and covers their areas of interest. There's no better way 

to keep a user motivated than to give him information that's 

actually useful to him, rather than providing general misleading 

content. 

* Tip 4: Provide Contact Information and Support: The most 

valuable users for your companies are those who actually 

contact your support department or send you an e-mail. These 

people have spent precious time on investigating how your app 

works, and they want to know how certain things can be 

accomplished easier. Therefore, you want to ensure that your 

contact information is always available for the user, preferably at 

the website's footer. If you want to walk an extra mile, then you 

could also provide live chat or live walk-throughs for these users.  
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This is the most important part of the conversion funnel, as in 

vain you have thousands of people using your free service if you 

can't convince them to pay up for the service. The only way to 

make revenue is this one: convincing users to pay up for the 

premium services you offer. In this regard, there are few tips 

which can help you: 

* Tip 1: Provide Multiple-Format Training: The user who brings 

the highest value to your company is the one who understands 

the benefits that the premium version brings to him, and in this 

regard it’s important to educate your users on how to fully utilize 

these benefits. Training makes the user understand the 

maximum potential of the system, and makes them wonder how 

it would be if they’d have the premium version instead of the free 

one. In this regard, it's recommendable to provide webinars (on-

demand or live), pre-recorded video tutorials, and also live walk-

throughs on the site. Of course, documentation should be 

available at all times and should be easy enough to be 

comprehended by the average user. 

* Tip 2: Promote the Benefits of Your Premium Version: You 

need to ensure that visitors are aware of the benefits supplied by 

your premium version of the product, and that they know how its 

features will help out their business. In this regard, you could 

consider sending subscribers an e-mail in which to highlight your 

application's premium features. Also monitor how many clicks 

are given on that e-mail and which are the options that your 

subscribers are most interested in. 

* Tip 3: Provide a Variety of Payment Options: When paying for 

low-price services, most consumers (or companies) don't mind 

using their credit card. However, if the monthly bills exceed the 

value of $100, then you might consider providing other, more 

convenient payment methods to your clients. Such options could 

include PayPal, ClickBank, Payza, or other virtual wallet 

Part 3: Revenue: Free Active User -> Paying 

Customer 
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platforms. In addition, make sure to provide your users a money-

back guarantee in case they are not fully satisfied with your 

product. This will only boost their trust in your service and make 

them want to do business with you again. 

* Tip 4: Focus on Sales: Follow up on your users with success 

stories and relevant information which will remind them of the 

benefits of your software. Once they reach the limit of their trial 

period, make sure to send them a nicely-compelled warning mail 

in which to explain them what they lose if they don't continue 

using your software. If you notice that your warning e-mail is 

ignored, than seek other ways to get in touch with your 

audience. 

 

 

This is often the trickiest part of them all, as most vendors 

consider that once the customer has made the payment, he is 

already happy and will pay again. However, when it comes to 

the renewal time, some customers might opt to not continue with 

their subscription. To avoid this situation, here are some tips 

which you can relate to: 

* Tip 1: Give Customers the Opportunity to Renew 

Automatically: You'll be surprised by how many customers prefer 

to use an auto-renewal subscription, since they do not have to 

type in their credit card details month after month. Try and get a 

large proportion of the customers on this track, convincing them 

that it will help them reduce chasing and paperwork. However, 

make sure to not enforce anything on the customer. 

* Tip 2: Make the Renewal Process Easy Within the Application: 

Some users prefer not to do the renewal via the web app 

interface, but rather pick up the phone or e-mail a sales 

representative. In this regard, the process they have to undergo 

should be as smooth as it is on the web interface. Ensure that 

Part 4: Retention: Paying Customer -> 

Renewed Customer 
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everything flows throughout their application form and that they 

don't have to relate to a guide for completing the operation. 

* Tip 3: Remind Customers of Your App's Value: You have to let 

you customers know what benefits they gain from your 

application all throughout their subscription period. This can be 

done through personalized e-mail newsletters, as well as usage 

statistics and insights within the app, which are used to highlight 

its value. There are people who don't realize the full benefits of a 

service until someone else points it for them. 

* Tip 4: Remind Them Of the Time When Their Subscription 

Expires, Before it Actually Happens: Most users are probably not 

aware of the time when their subscription expires, so you have 

to notice them way ahead of time and also incorporate a warning 

note within the app itself for the time when their subscription gets 

near the end. 

* Tip 5: Ensure that Your Customers Know which Your App's 

New Features are: Your existing customer database is a gold 

mine for your company, so you have to constantly market the 

benefits provided by your app. Whenever you introduce a new 

feature, even if it's a minor one, let your customers know about 

it. This way you'll enhance their trustworthiness in your app and 

make it easy for them to come back at the renewal time. 

 

 

As mentioned earlier, SaaS conversions reach their full potential 

only when the owner understands each step of the conversion 

funnel and approaches users in a smart way. By following the 

above steps you ensure that the user's needs are correctly 

identified and resolved, which will keep them coming back to 

your product every time. Also keep in mind that a satisfied 

customer will most likely recommend your product to all its 

friends, so your user database will soon reach new values. 

Bottom Line: A Successful SaaS Conversion 

Represents a Guided Step-By-Step Process 
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Are there still variables involved? Yes.  Is it smart as a general 

rule to expect the unexpected? Surely.  Yet I think that these tips 

give clear guidelines in helping to make the conversion process 

smoother and more successful.  If I had to sum it up, I would 

say, try in every step of the way to put yourself in the 

potential/existing customer’s shoes.  Understand his needs, 

fears and attractions.  And then deliver the goods. Good luck!   

 

About WalkMe

 

WalkMe gives SaaS providers an indispensable tool to onboard trial 

users and to "be there" with existing customers.  Leveraging the 

WalkMe interactive self-guidance technology, SaaS providers can 

ensure their prospects and existing customers have a simple, smooth 

& burden-free experience with their software, thereby increasing 

usability, eliminating confusion and frustration.  

SaaS providers use WalkMe to increase free to paid conversions, 

reduce churn rates and highlight new features. Customers of WalkMe 

report lower acquisition costs, as well as reduced training and 

customer service costs.  

Through a series of interactive tip balloons overlaid on the screen, 

tasks are broken down into short, step-by-step guided instructions, 

which help users act, react and progress during their software usage.  

As a result, SaaS providers can feel assured their customer will be 

able to focus on what they want to do using your software, and free 

from the confusion of how to do them.  They can also empower their 

customers to self-task successfully even through the most complex 

processes.   

 

http://w.walkme.com/walkme-for-saas-vendors?t=6&eco=saas&camp=sidebanners&adin=goldenbutton&land=walkmesaas

