


 
 
Unlocking the Next best service for our customers to boost NRR. 
 
INTRODUCTION  
Informatica empowers Next-Gen Cloud Data Innovation with a $1.5B ARR across 5000+ customers. In the cloud 
world, data can be extraordinary. Powered by CLAIRE®, our AI engine, Intelligent Data Management Cloud (IDMC), 
helps manage, govern, and unify all data on a single platform. Augmenting our product portfolio on our cloud-
native and AI-powered platform is our J.D. Power certified services and offerings designed to deliver superior 
experiences throughout the customers’ purchase-to-value (P2V) journey and driving business outcomes, 
accelerating value realization.  

BUSINESS DRIVERS                                                                                                                                                                            
As we shifted towards a consumption-based business model, our pricing structure evolved from cloud 
subscriptions to flexible consumption units called Informatica Processing Units (IPUs). These units can be 
purchased upfront for a contract period or through a Pay-as-you-go Flex-IPU model. To drive this transformation 
to a consumption model, we had to re-image our approach in three key areas: people, processes, and technology. 
Here are the challenges we faced and how we overcame them: 

• We needed to ensure customers saw value quickly despite making smaller upfront investments and 
expanding later.  

• The lines between sales and customer success functions became blurred, resulting in higher sales 
costs.           

• We had plenty of usage and telemetry data but needed actionable business insights from a centralized 
data platform. 

• Need to drive customer stickiness by helping them utilize a broader cloud platform (29 different 
services) based on their data management use cases. 

We relied on data-driven approaches at scale to address these challenges 
efficiently and effectively. Our approach was a three-step flywheel concept, 
which we outline below. 

Assess customers’ current usage and Account health. Health score that 
measures the customer’s current IPU consumption health. 
 
Forecast customer’s potential consumption. A consumption forecast can 
give a picture of what the consumption is likely to be. 
 
Expand through a recommendation engine that leverages steps 1 and 2 with 
customer insights and recommends the next best service to our 
sales/customer success teams. 
 
 
 
Health score                                                                                                                                                                                  
 
When it comes to assessing a customer's health in the consumption world, many believe that the percentage of 
actual usage compared to their entitlement is a good indicator. 
However, this simplistic approach may not consider subjective 
factors impacting a customer’s well-being. For instance, customers 
may grapple with product implementation issues, scalability 
challenges, and partner engagement leading to escalations. 
Furthermore, customers' consumption patterns can differ 
significantly depending on their use case and adoption journey stage. 
So, a holistic health score that takes these different dimensions 
(Actual Consumption + Stickiness Quotient + Stage of Journey + 
Service Sentiment = Overall Account Health Score) is necessary to 
understand the true health of the customer as a leading indicator.  
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Consumption Forecast                                                                                                                                                              
In a consumption-driven business model, accurately predicting a 
customer's potential consumption is essential. This understanding 
provides insight into their expected consumption patterns, which, 
when combined with their current health, can offer valuable 
information about their current state and future requirements. Our 
AI Model, depicted in the image, has demonstrated an accuracy 
rate of nearly 90% in predicting consumption. This gives our 
expansion team enough information to develop an expansion 
strategy catering to our customer’s needs. 
 
Next Best Service Recommendation 
A healthy customer with a reliable demand forecast is more likely 
to renew their services and could potentially expand their business 
with additional services. However, the challenge is identifying the 
appropriate service that fits their current usage patterns and use 
cases. Our advanced recommendation engine, powered by AI/ML 
technology, effectively solves this problem. By analyzing a customer's historical usage patterns, profile, and use 
case, the engine recommends the most suitable service to help them achieve their business goals.  

 
Results 

 
KEY TAKEAWAY AND NEXT STEPS                                                                                                                                               
 
To Increase customer LTV (Lifetime Value) and decrease CAC (Customer Acquisition Cost), relying solely on 
consumption (adoption) is not insufficient. A comprehensive strategy is necessary, beginning with basic 
business rules and integrating AI recommendations to increase customer confidence. Including subject matter 
experts (SMEs) in the model-building and validation process is crucial. Providing data insights that explain scores 
and recommendations can help establish trust with business users. 
 
Our initial solution suggests relevant services for the current use case, such as Data Lakehouse analytics. Our 
next objective is to broaden our recommendations to include services that span different use cases. We will 
analyse patterns to suggest journeys like Data Governance to customers who use Data Integration, among 
others. Additionally, we plan to enhance our consumption forecasting by implementing a multi-variate forecasting 
model. 
 

Informatica  Customer  
 

• 10% increase in new service adoption rate, thereby increasing 
the average service per account from 2.5 to 3 services. 

• 25% increase in overall consumption numbers, thereby 
increasing our overall NRR by 200 basis points. 

• 80% of Churn was predicted six months in advance. 55% of the 
renewal dollars was rescued. 

 
• Seamless adoption of the product and 

acceleration of first value milestone. 
• 5% reduction in Support Cases related to 

deploying newer services leading to better 
customer experience 
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