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Beyond Acquisition: Turning 
Users Into Lifelong Customers



5% 
INCREASE IN CUSTOMER 

RETENTION RATES

25% -  95%
INCREASE IN PROFITS



ACQUIRING A NEW CUSTOMER 
COSTS 5 TO 25 TIMES MORE








79.4% OF SESSIONS ARE 
ACQUISITION, WHILE ONLY 

20.6% FOCUS ON RETENTION
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I’m Enrique the CMO at Pexels
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I’m Enrique the CMO at Pexels

Enrique Hoyos

Head  of Growth at  Bolt



Case 
Study



We are a 
free stock 
photo and 
video site.



We are a 
free stock 
photo and 
video site.

marketplac
e
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Diving into quantitative 
data



AWARENESS

ACQUISITION

ACTIVATION

RETENTION

Diving into quantitative 
data



AWARENESS

Diving into quantitative 
data



AWARENESS

ACQUISITION

Diving into quantitative 
data



AWARENESS

ACQUISITION

Diving into quantitative 
data



Contributor 
Activation

12%
18%

27%

8%



We’ve got half the problem  
defined

We know WHAT is happening. 
We need to find out WHY.



Finding out the 
why.



Chief Marketing Officer







User 
interviews• Have a conversation

• You are not there to sell  
• You a re  he re  t o  listen and understand  

t he m
• The  m ost  im p ort ant  q ue st ions a re  WHY 

and  HOW



Onboarding experience audit



“From perceiving, 
experiencing , and  
adopting product’s  va lue  
t o  im p rove  t he ir live s”
Ram li J ohn , Prod uct -le d  onb oard ing 



Signu
p



Uploa
d

Enriqu
e

Signu
p

Enrique Hoyos

11 steps?
8 too many 



Welcome 
email

Enriqu
e

Signup Uploa
d Enrique Hoyos

Generic        email that is sent 
immediately after account creation



Enriqu
e

Signup Upload Welcome 
email

Approval 
email

Enrique Hoyos

~ 24 hr approval process
~ 10% of new contributors have 
content approved in their first upload



Stats email

Enriqu
e

Approval 
email

Enrique Hoyos

~ 1 month + since account 
creation 

Signup Upload Welcome 
email





MOMOKO PRICE



There is no clarity on Pexels' value 
proposition  — it makes it extremely 

hard to deliver timely value  when 
they all interpret it as being different.
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Strategy  is a how to 
accomplish a what.



Strategy is a how to 
accomplish a what.



Strategy is a how  to 
accomplish a what.



Strategy is a how to 
accomplish a what.

Retain more contributors in the first 4 weeks, having them upload 
more often, increasing the approved content. 



Key 
Opportunities

Clarify Pexels' value proposition

Accelerate time 
to value



Clarify Pexels' value proposition

Accelerate time 
to value

Key 
Opportunities





Motivations & Expectation What we can 
deliver

PROFIT

IMPROVE 
SKILLS

IMPACT

COMM
UNITY

VALIDATION & 
RECOGNITION



Clarify Pexels' value proposition

Accelerate time 
to value

Key 
Opportunities



Stats emailApproval 
email

Signup Upload Welcome 
email



Strategy is a how  to 
accomplish a what.

Rebuild onboarding experience, focusing on providing 
contributors validation and recognition — in ~50 % less time.
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Key 
Opportunities

Clarify Pexels' value proposition

Accelerate the 
time we take to 

deliver value





Where your photography is 
seen, used, and loved by the 

world.



Where your photography  is 
seen, used, and loved by the 

world.

Speaks to people who identify themselves as photographers 



Where your photography is 
seen, used , and loved by the 

world.What actually happens to your content on 
Pexels. We don’t want to hide that content 
is used and not just admired. 



Where your photography is 
seen,  used, and loved by the 

world.It te lls the photographer that if they are 
looking for recognition and validation, 
Pexels is the place where it happens. 



Headline that hits the 
motivations and hopes

High-level proof that backs 
up the big headline

CTA to share (not just create 
account)



Social proof in video and 
written form of 
photographers explaining 
their experiences with 
Pexels. 



Story telling of exciting and 
unique things that have 
happened to Pexels 
contributors and their 
content. 






More proof and social 
backing from large and 
recognizable brands that 
use our content.

Fully explaining the process 
after an upload — setting 
better expectations on time. 








Key 
Opportunities

Clarify Pexels' value proposition

Accelerate time 
to value



New mechanics  for 
recognition and 

validation



Dynamic
Milestones



Home page 
feature



Social 
media 

features



Faster and more meaningful 
value

12%
18%

27%

8%

39%

32%
27% 24%

21

32

4.5

10.5

3 4
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Please Rate My Session

We hope you enjoyed today’s session.
Please head to the INBOUND mobile app 

to provide your feedback.
Thank you!
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