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Executive Summary 

 Businesses today have countless opportunities to digitally engage with their customers. 

However, the opportunity to engage does not always equate to positive customer 

experiences. According to Forrester research, the top customer experience objectives for 

surveyed business purchase influencers in 2020 was to improve online experiences 

(40% of respondents) and improve the value of customer engagement (39% of 

respondents).1 For many businesses, achieving these goals is a challenge with their 

current strategy. 

 
 

Companies experiencing poor customer engagement 

often struggle in the following areas: 

• Siloed strategies for multichannel marketing 

campaigns. 

• Inefficiency in following up on customer interest 

signals to better retain customers. 

• Lack of insights on when and where to digitally 

reach customers. 

To improve the customer experience, businesses 

need a customer engagement solution with tools to 

drive engagement and assess how customers are 

responding to outreach efforts. 

Braze, a comprehensive customer engagement 

platform, addresses these needs through integrations 

with marketers’ data feeds, enabling the collection of 

performance insights, automation of messaging, and 

adjustments to marketing messages or notifications 

in real time. These capabilities help businesses 

ensure they are generating positive experiences with 

customers. 

Braze commissioned Forrester Consulting to conduct 

a Total Economic Impact™ (TEI) study and examine 

the potential return on investment (ROI) enterprises 

may realize by deploying Braze. The purpose of this 

study is to provide readers with a framework to 

evaluate the potential financial impact of Braze on 

their organizations. 

To better understand the benefits, costs, and risks 

associated with this investment, Forrester interviewed 

four customers with experience using Braze. For the 

purposes of this study, Forrester aggregated the 

experiences of the interviewed customers and 

combined the results into a single composite 

organization. 

Prior to using the solution, interviewed organizations 

had an approach to customer engagement that either 

incorporated only one channel or relied on multiple 

point solutions to deliver messaging across channels. 

Customer engagement teams had little intelligence 

about message timing, the appropriate messaging 

channel mix for customers, and what contextual 

relevance drove effective engagement.  

Since adopting Braze, interviewees’ organizations 

have been able to accomplish the following: 

• Add consumer touchpoints, while managing them 

all through a single solution. Messaging across 

channels becomes more orchestrated and 

Return on investment (ROI) 

840% 

Payback period 

<3 months 
 

KEY STATISTICS 

https://www.braze.com/
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consumers start receiving fewer repeat 

messages.  

• Leverage additional intelligence features to 

further personalize outreach efforts toward 

customers with relevant messaging and improved 

timing for delivery, channel optimization, and 

multivariate testing. 

• Improve customer lifetime value (CLTV) and 

engagement — this subsequently has generated 

additional business revenue without adding 

acquisition costs. 

KEY FINDINGS 

These findings are derived from analysis placed on 

the composite organization. Key assumptions for the 

composite organization include: 

• North American B2C company with annual 

revenues totaling $400 million.  

• Revenues are driven by annual purchase orders 

of 20 million customers. 

Quantified benefits. Risk-adjusted present value 

(PV) quantified benefits include: 

• Reduced customer churn rate by 50%. 

Interviewees described that as more channels 

were added to engage customers, alongside 

improved message relevancy, their churn rates 

declined. This more dynamic approach to 

customer engagement led to repeat business and 

increased customer value. 

• Value of messages nearly tripled. Open rates 

of messages and other customer conversions 

increased as a result of more relevant customer 

messaging, better timing around delivery, and 

using the right channels for reach. 

• Recognized $300K in additional value from 

increased speed to market.  Whereas 

interviewees had planned for integration of Braze 

with its marketing technology stack to take three 

to four months, it actually took one to two 

months. These companies were then able to 

realize value from Braze sooner than expected.  

• Reduced time spent on solution integrations 

and maintenance by 1,200 hours. The flexibility 

of Braze APIs enabled the interviewees’ tech 

teams to quickly integrate solutions to support 

usage of Braze. Maintenance time required of the 

tech team was also reduced due to Braze’s ease 

of use with customer engagement teams. 

• Accelerated campaign creation resulting in 

time savings of over 2,200 hours. With 

Canvas, Braze’s customer journey orchestration 

tool, interviewees were able to stand up new 

campaigns within a shorter period of time. 

Meanwhile, campaigns that were currently 

running could be edited in real time within 

minutes. 

• Avoided $150K in additional point solution 

costs with Braze. Since adopting Braze, 

interviewees were able to offload previous point 

solutions, alongside the maintenance and 

support fees that went with each.  

Unquantified benefits. Benefits that are not 

quantified for this study include:  

• Ease in communicating campaign results 

organization-wide. Compiling data from multiple 

point solutions proved difficult for interviewees 

prior to Braze. With Braze, interviewees are able 

to collect data across channels and weigh how 

messages perform on each to communicate 

across teams what changes need to be made. 

• Reduced ad spend. Braze helped interviewees 

avoid spending that would have gone toward 

retargeting ads for customer acquisition, or any 

advertising around driving users back to their 

service. 

• Consistent performance across business 

units. Interviewees with international business or 

smaller business units outside of their mainline 
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product leveraged Braze to share 

recommendations on best practices and 

learnings. This exercise helped to produce more 

consistent results across business practices.  

• Increased cross-functional alignment and 

collaboration. Interviewees were able to use 

Braze’s partner technology integrations to sync 

workflows with other teams using those partner 

solutions, resulting in significant time savings and 

improved collaboration. 

• Flexibility to integrate with intelligence and 

other technical solutions. Interviewees already 

have used Braze’s data export capabilities, 

known as Braze Currents, to bring intelligence to 

other technical platforms, including customer 

data management and product analytics. With 

businesses continuing to integrate more solutions 

to Braze, and Braze adding integration support 

for more platforms, interviewees are realizing 

more value with the solution. 

Costs. Risk-adjusted PV costs include:  

• Licensing fees. Licensing costs are structured 

around the number of end consumers or contacts 

of brands using Braze, engagement channels, 

and features.  

• Costs of implementation, training, and 

maintenance. Internal tech teams work to 

integrate the solution with businesses’ martech 

stack. Meanwhile, customer engagement teams 

take a few days to get up to speed with using the 

solution. 

The customer interviews and financial analysis found 

that a composite organization experiences benefits of 

$12,666,514 over three years versus costs of 

$1,347,936, adding up to a net present value (NPV) 

of $11,318,578 and an ROI of 840%. 
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Improved 
customer 
retention, 

44%

Value from 
additional opens, 

37%

Value from improved 
conversions, 20%

Increased 
CLTV

$12.2 million

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

  

   

 

 

 

  

 

 

 

ROI 

840% 

BENEFITS PV 

$12.7 million 

NPV 

$11.3 million 
PAYBACK 

<3 months 

Total benefits PV, 
$12.7M

Total costs PV, 
$1.3M

Initial Year 1 Year 2 Year 3

Financial Summary

Payback period:
3 months

$12.2M

$334.6K

$171.1K

Benefit 1: Increased
customer lifetime

value (CLTV)

Benefit 2: Increased
speed to market

value

Benefit 3: Cost
savings driving

accelerated
company growth

Benefits (Three-Year)
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TEI FRAMEWORK AND METHODOLOGY 

From the information provided in the interviews, 

Forrester constructed a Total Economic Impact™ 

framework for those organizations considering an 

investment in Braze.  

The objective of the framework is to identify the cost, 

benefit, flexibility, and risk factors that affect the 

investment decision. Forrester took a multistep 

approach to evaluate the impact that Braze can have 

o n an organization. 

 

 

DUE DILIGENCE

Interviewed Braze stakeholders and Forrester 

analysts to gather data relative to Braze. 

 

CUSTOMER INTERVIEWS 

Interviewed four decision makers at 

organizations using Braze to obtain data with 

respect to costs, benefits, and risks.  

 

COMPOSITE ORGANIZATION 

Designed a composite organization based on 

characteristics of the interviewed organizations. 

 

FINANCIAL MODEL FRAMEWORK 

Constructed a financial model representative of 

the interviews using the TEI methodology and 

risk-adjusted the financial model based on 

issues and concerns of the interviewed 

organizations. 

 

CASE STUDY 

Employed four fundamental elements of TEI in 

modeling the investment impact: benefits, costs, 

flexibility, and risks. Given the increasing 

sophistication of ROI analyses related to IT 

investments, Forrester’s TEI methodology 

provides a complete picture of the total 

economic impact of purchase decisions. Please 

see Appendix A for additional information on the 

TEI methodology. 

DISCLOSURES 

Readers should be aware of the following: 

This study is commissioned by Braze and delivered by 

Forrester Consulting. It is not meant to be used as a 

competitive analysis. 

Forrester makes no assumptions as to the potential ROI 

that other organizations will receive. Forrester strongly 

advises that readers use their own estimates within the 

framework provided in the report to determine the 

appropriateness of an investment in Braze. 

Braze reviewed and provided feedback to Forrester, but 

Forrester maintains editorial control over the study and its 

findings and does not accept changes to the study that 

contradict Forrester’s findings or obscure the meaning of 

the study. 

Braze provided the customer names for the interviews but 

did not participate in the interviews.  
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The Braze Customer Journey 

Drivers leading to the Braze investment 
 
 

 

KEY CHALLENGES 

Before adopting Braze, interviewed organizations 

either relied on one solution — typically an email 

marketing service provider or a mobile messaging 

provider — or leveraged multiple point solutions to 

engage with customers across channels. 

The interviewed organizations shared several 

challenges they faced prior to adopting Braze, 

including: 

• Difficulty engaging with customers. 

Interviewees described poor results from relying 

on a single channel for customer engagement. 

Frequently, messages sent over email or as push 

notifications were unopened or dismissed. For 

interviewees using multiple point solutions to 

manage additional engagement channels, 

establishing a cadence with messaging and 

analyzing performance across channels both 

proved difficult to execute.  

• Inability to quickly deploy campaigns or 

personalize campaign messaging. For each 

campaign, interviewees would have to create 

new assets and messaging for each channel. If 

engagement campaigns performed poorly or 

messaging needed to be tweaked, interviewees 

would have to create entirely new campaigns or 

request time from engineering teams to 

implement changes to messaging. Altogether 

campaign iteration created inefficiencies for 

interviewees. 

• Limited coordination across point solutions. 

Intelligence and data integrations with disparate 

point solutions required substantial resources 

from tech teams to accomplish. Due to poor 

integrations, interviewees struggled to properly 

evaluate campaign performance, test messaging 

and campaigns, and collect data to inform future 

initiatives. 

SOLUTION REQUIREMENTS/INVESTMENT 

OBJECTIVES  

The interviewed organizations searched for a solution 

that could: 

• Manage customer engagement efforts across 

multiple channels.  

• Accelerate creation and refinement of 

engagement campaigns. 

• Leverage performance intelligence for continuous 

improvement of campaign performance. 

• Enable data integrations with other solutions 

used at their organization.  

COMPOSITE ORGANIZATION 

Based on the interviews, Forrester constructed a TEI 

framework, a composite company, and an ROI 

analysis that illustrates the areas financially affected. 

  

Interviewed Organizations 

Industry Region Interviewee Unit Number Of Customers 

Education    
Headquartered in North 
America, global presence 

Lifecycle marketing 50+ million 

Financial services 
Headquartered in North 
America, global presence 

Growth marketing 50+ million 

On-demand delivery 
Headquartered in Europe, global 
presence 

CRM 25+ million 

Media and entertainment Headquartered in North America Product 1+ million 
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THE BRAZE CUSTOMER JOURNEY 

The composite organization is representative of the 

four companies that Forrester interviewed and is 

used to present the aggregate financial analysis in 

the next section. The composite organization has the 

following characteristics:  

Description of composite. The composite 

organization is a North American B2C company with 

annual revenues totaling $400 million. Revenues are 

driven by purchase orders. The organization has 

1,000 employees, of which 10 FTEs are on the 

customer engagement team, servicing 20 million 

customers annually. The entire customer 

engagement team will dedicate at least a portion of 

its time to using Braze on a weekly basis. Before 

adopting Braze, the company used a single point 

solution to directly support customer engagement via 

a single channel. 

Deployment characteristics. The B2C company 

takes one month to integrate Braze with its technical 

infrastructure, including data sources and public-

facing applications/website, and then stand up its 

initial campaigns. Within Year 1, the organization 

creates 30 campaigns to run across email and push 

notification touchpoints. One engagement channel is 

added every year, resulting in four channels by Year 

3. The increase reflects how businesses add 

channels over years to increase performance. 

Additional channels to email and push notifications 

include: in-app content personalization (known as 

content cards), in-app messages and notifications, 

and SMS and MMS texts.  

 

 

 

 

 

 

 

The number of ongoing campaigns increases to over 

100 during the three-year period, driven by new 

customer insights and analysis to better engage with 

customers. Ongoing campaigns are also updated and 

refreshed, based on new customer data. Additional 

campaigns are run each quarter for more seasonal- 

and context-specific engagement. 

 

Key assumptions 

• $400 million annual 
revenues 

• 20 million customers 

• 10 customer 
engagement FTEs 
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Analysis Of Benefits 

Quantified benefit data as applied to the composite 
 
 
 

 

Benefit 1: Increased Customer 

Lifetime Value 

Interviewed organizations leveraging Braze have 

increased the number of channels across which they 

engage with customers. By managing multiple 

touchpoints to work in concert with each other, 

organizations have been able to increase customer 

lifetime value (CLTV). 

Categories directly impacted by Braze include: 

customer retention, open rates, and conversion rates. 

For this study, Forrester defines open rates as users 

who either open an email, push notification, or any 

message received. For conversion rates, Forrester 

defines those as users completing a transaction with 

the business. 

The table below shows how the values break out 

across three sub-categories within the increased 

CLTV benefit.  

 

  

  

Total Benefits 

Benefit Year 1 Year 2 Year 3 Total 
Present  

Value 

Benefit 1: Increased customer lifetime 
value (CLTV) 

$2,664,320  $4,950,570  $7,516,503  $15,131,393  $12,160,749  

Benefit 2: Increased speed-to-market 
value 

$303,484  $34,000  $40,800  $378,284  $334,647  

Benefit 3: Cost savings driving 
accelerated company growth 

$80,750  $68,000  $55,250  $204,000  $171,118  

Total benefits (risk-adjusted) $3,048,554  $5,052,570  $7,612,553  $15,713,677  $12,666,514  

 

Benefit 1: Increased Customer Lifetime Value 

Ref. Benefit Year 1 Year 2 Year 3 

Atr 
Sub-benefit: Improved customer 
retention 

$1,200,000  $2,217,600  $3,175,200  

Btr 
Sub-benefit: Value from additional 
opens 

$865,280  $1,752,791  $2,954,375  

Ctr 
Sub-benefit: Value from improved 
conversions 

$599,040  $980,179  $1,386,927  

 Total: Increased customer lifetime 
value 

$2,664,320 $4,950,570  $7,516,503 

 

“There’s a lot that Braze brings to 

the plate that we can use, or any 

company in a sense, to tailor to our 

needs. It helps us be a lot more 

creative, strategic, and innovative 

with how we keep our users active, 

loyal, and engaged.” 

CRM, on-demand delivery 
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SUB-BENEFIT: IMPROVED CUSTOMER 

RETENTION 

Churn is an ongoing challenge for every customer- 

facing company. Common factors resulting in 

customer abandonment can include: 

• Ineffective outreach, stemming from messaging 

at inopportune times or through channels with 

low engagement. 

• Repetitive messaging through the same 

channels, resulting in customers opting out of 

messaging altogether. 

• Poor cadence with scheduled messaging, 

resulting in poor user recall to use the service. 

Interviewees turned to Braze to manage multiple 

engagement channels, in order to more dynamically 

reach customers. The interviewee on the product 

team at a media and entertainment company said: 

“What we had before Braze was very limited, it was 

only email campaign management. We didn’t have 

the reach that we do now with Braze to hit people on 

mobile platforms, as well as through email. That’s 

super critical for us in terms of consumption of video, 

when people are not at their desktop, and they’re 

watching on mobile or on over-the-top devices.” 

Additional engagement channels provide 

interviewees with another layer of insight to better 

construct campaigns around customers. By 

leveraging AI with Braze’s intelligence suite, 

interviewees were able to better understand what 

channels their customers regularly used to access 

messages, the times of day when their responses 

were most likely, and what message performs best in 

a multivariate test. 

Braze’s intelligence suite then revised engagement 

campaigns on the interviewee’s behalf via automation 

to reach customers: 1) through channels where they 

were most likely to engage and 2) at times when they 

were more likely to use the business services. This 

change produced fewer customer opt-outs and 

improved customer retention, with services remaining 

top of mind in a positive light.  

Interviewees returning to use services manifested 

itself in customers making repeat purchases, 

transactions, and extending subscription services 

throughout the year. As a result, the customer value 

increased over time for interviewees. 

 

An interviewee on the growth marketing team at a 

financial services company said: “We look at the 

lifetime value of customers, so while we have 

campaigns targeted at specific transactions, we’re 

also focused on what happens to our customers after 

they receive our campaign. Like if they even make 

that initial conversion, Braze allows us to see if they 

stay active or never open the app again. We have 

about 5% higher retention rate for users that receive 

Braze messages.” 

Modeling and assumptions. For the composite 

organization, Forrester assumes the following: 

• The B2C business increases the number of 

customer engagement channels from one to four 

within the three-year period of analysis. 

• The composite organization has 20 million 

named customers in Year 1, that increases by 

5% annually as business improves. 

• After adopting Braze, the churn rate falls to 7.5% 

in Year 1, with users becoming more engaged 

with services through the additional engagement 

channel. This rate improves incrementally 

through Year 3 when it reaches 5.0%, with each 

additional engagement channel prompting further 

interaction with customers. 

Improved retention 
of customers by: 

 

5% 
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• Additional customer interaction in the form of 

follow-up transactions increases the customer 

lifetime value amount incrementally from $60 to 

$72. A net profit margin of 5% is applied to these 

sales to account for any indirect costs. 

 
 
 
 
 
 

SUB-BENEFIT: VALUE FROM ADDITIONAL 

OPENS 

Beyond reducing churn of customers, Braze is 

helping interviewees on an individual transaction 

basis. By approaching customers with more 

messages through the most relevant engagement 

channels, interviewees are increasing their reach and 

side-stepping problems such as emails landing in 

junk folders or push notifications being turned off. 

Braze not only helps with formulating the when and 

where for approaching customers, but it also aids in 

supplying the content of the conversation. Through 

analysis of which messages are driving interaction, 

businesses can better define outreach initiatives.  

The interviewee on the lifecycle marketing team at an 

education company said: “We’ve been using Canvas 

a lot on the build-side. Lifecycle campaigns are now 

being built out as multipart campaigns. It’s easier to 

take a series from that lifecycle campaign and 

duplicate messaging and assets to create another 

series with variants for different channel delivery. 

From a visualization standpoint, it helps tie 

campaigns together instead of sitting on their own.”  

Each of the interviewees are using Braze to make 

campaigns more contextually relevant to the channel 

in which customers receive the messaging. 

Sub-Benefit: Improved Customer Retention 

Ref. Metric Calculation Year 1 Year 2 Year 3 

A1 
Number of engagement channels 
leveraged before Braze 

  1 1 1 

A2 
Number of engagement channels 
leveraged after Braze 

  2 3 4 

A3 Number of named customers 
Increasing 5% 
annually 

20,000,000 21,000,000 22,050,000 

A4 Prior churn rate  Assumption 10.0% 10.0% 10.0% 

A5 Churn rate after adopting Braze  Interviews 7.5% 6.0% 5.0% 

A6 
Average customer value across three-
years 

 Assumption $60  $66  $72  

A7 Net profit margin  Assumption 5% 5% 5% 

At Improved customer retention A3*(A4-A5)*A6*A7 $1,500,000  $2,772,000  $3,969,000  

  Risk adjustment ↓20%       

Atr 
Improved customer retention  
(risk-adjusted) 

  $1,200,000  $2,217,600  $3,175,200  

 

“For our premium users, open 

rates were previously hovering 

between 4% to 5%. Now we’re 

seeing 8% to 9% for that group.” 

Product, media and entertainment 
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Relevancy of messaging is further enhanced with 

users being able to tweak campaigns in real time; this 

has been particularly helpful when a campaign has 

not performed as well as expected. Tailoring 

campaign messages has produced increases in open 

rates among customers.  

Modeling and assumptions. For the composite 

organization, Forrester assumes the following: 

• Each of the B2C businesses’ customers receive 

four messages per week for 52 weeks. These 

messages come through different channels 

depending on the customer. The increase in total 

number of messages is driven by the annual 5% 

increase in number of named customers.  

• The message open rate — on average — before 

adopting Braze was 1.5%. After adopting Braze, 

the open rate has jumped to 2.0% in Year 1, as 

the business becomes more dynamic with 

customer outreach. Additional intelligence and 

touchpoints help to produce more relevant 

message delivery, increasing the open rate to 

2.6% in Year 3. 

• With Braze, the conversion rate for the composite 

organization increases from 5.2% in Year 1 to 

6.1% in Year 3. 

• The average order value of each transaction is 

$20 in Year 1. The average order value increases 

to $24 through repeat business and customers 

spending more on the service.  

• A net profit margin of 5% is applied to these sales 

to account for any indirect costs. 

 

Sub-Benefit: Value From Additional Opens 

Ref. Metric Calculation Year 1 Year 2 Year 3 

B1 
Number of engagement channels 
leveraged before Braze 

  1 1 1 

B2 
Number of engagement channels 
leveraged after Braze 

  2 3 4 

B3 Messages sent annually to customers 

Number of 
customers (A3)* 
4 messages per 
week for 52 weeks 

4,160,000,000 4,368,000,000 4,586,400,000 

B4 Open rate before Braze   1.5% 1.5% 1.5% 

B5 Open rate after Braze Interviews 2.0% 2.3% 2.6% 

B6 Additional messages opened B3*(B5-B4) 20,800,000 34,944,000 50,450,400 

B7 Conversion rate with Braze Interviews 5.2% 5.7% 6.1% 

B8 Average order value Assumption $20  $22  $24  

B9 Net profit margin Assumption 5% 5% 5% 

Bt Value from additional opens B6*B7*B8*B9 $1,081,600  $2,190,989  $3,692,969  

 Risk adjustment ↓20%       

Btr 
Value from additional opens  
(risk-adjusted) 

  $865,280  $1,752,791 $2,954,375  
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SUB-BENEFIT: VALUE FROM IMPROVED 

CONVERSIONS 

With improved messaging creating more 

opportunities for the business, campaign conversion 

rates have increased for interviewed businesses. 

Interviewees cited that adding channels to the 

customer journey were critical for driving 

conversions.  

An interviewee on the growth marketing team at a 

financial services company said: “The more that we 

use Braze to interact with customers, the more likely 

they are to complete requested transactions. So, if 

we hit users on a single channel, 10% of them are 

making a transaction. When we hit them with two 

channels that jumps to about 50%, and when we had 

three different channels, about 60% are completing 

transactions.” 

Alongside increasing the number of channels, which 

are pushing messages to customers, Braze’s Content 

Cards enable businesses to drive additional 

engagement inside digital interfaces like mobile apps 

and desktop browsers. Content Cards are posts 

published within the newsfeed or user interface that 

are based on actions a user might have taken. “It’s 

something we’re looking to build onto over teams, 

and we view it as something foundational,” said an 

interviewee on the lifecycle marketing team at an 

education organization. They continued: 

“Notifications like ‘follow friends in this community’ or 

‘take this class’ that are published to users’ Content 

Card feed can direct people around our site or app. 

It’s a low stakes way to drive engagement, and we 

carry datapoints from this for reuse with email now.” 

Juggling multiple channels alongside Content Cards 

is possible because Braze presents all possible 

engagement channels in a single interface. Tactics 

like promotional messaging for sales and deals can 

be carefully managed to be complimentary to the 

customer journey, and not disruptive, based on what 

Braze users are seeing with customer interaction in 

the platform. Altogether, interviewees cited that Braze 

helped to generate millions in additional business. 

Modeling and assumptions. For the composite 

organization, Forrester assumes the following: 

• To avoid duplicative value counting with Table B, 

the number of messages sent to customers is 

weighed against the open rate of messages 

before Braze at 1.5%. 

• The total number of messages opened is 

weighed against the difference in increase of 

conversions. The conversion rate jumps from 4% 

to 5.2% in Year 1 with the introduction of an 

additional engagement channel, and it increases 

incrementally thereafter as more channels are 

added to 6.1% in Year 3. 

• Increases in order value and net profit margin are 

the same as they are for other benefits. 

Risks. Each table for the CLTV sub-benefits has a 

risk-adjustment applied to the estimates. The 

following risks can affect estimates in each table: 

• The number of engagement channels and types 

of points solutions used by a company before 

Braze will impact the scale of benefits realized. If 

multiple channels are already currently used, 

additional value derived will vary. 

• Business demographics like industry, annual 

revenues, and customer base will produce 

differing results. 

To account for these risks, Forrester adjusted this 

sub-benefit downward by 20%, yielding a three-year, 

risk-adjusted total PV (discounted at 10%) of 

$12,160,749. 

Improved conversion rate with 
Braze 

 

4% increased to 6.1% 
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  Sub-Benefit: Value From Improved Conversions 

Ref. Metric Calculation Year 1 Year 2 Year 3 

C1 
Number of engagement channels 
leveraged before Braze 

  1 1 1 

C2 
Number of engagement channels 
leveraged after Braze 

  2 3 4 

C3 Messages sent annually to customers 

Number of 
customers (A3)* 
4 messages per 
week for 52 weeks 

4,160,000,000 4,368,000,000 4,586,400,000 

C4 Open rate before Braze B4 1.5% 1.5% 1.5% 

C5 
Total messages opened (excluding 
additional messages from table B) 

C3*C4 62,400,000 65,520,000 68,796,000 

C6 Conversion rate before Braze   4% 4% 4% 

C7 Conversion rate after Braze Interviews 5.2% 5.7% 6.1% 

C8 Average order value Assumption $20  $22  $24  

C9 Net profit margin Assumption 5% 5% 5% 

Ct Value from improved conversions 
C5*(C7-
C6)*C8*C9 

$748,800  $1,225,224  $1,733,659 

  Risk adjustment ↓20%       

Ctr 
Value from improved conversions  
(risk-adjusted) 

  $599,040  $980,179  $1,386,927  
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Benefit 2: Increased Speed-To-

Market Value 

Integration with Braze and campaign creation 

features through Canvas have enabled customers to 

save time in bringing customer engagement 

campaigns to market. This value is broken out into:  

1) additional revenue from increased speed with 

leveraging Braze and 2) improved productivity for 

customer engagement teams.  

SUB-BENEFIT: ADDITIONAL REVENUE FROM 

INCREASED SPEED-TO-MARKET VALUE 

According to interviewees, integrating Braze into the 

marketing technology stack was a straightforward 

process. They shared that with previous solutions, 

the initial integration to intelligence solutions, data 

management platforms, and other applications would 

take upwards of three to four months. A majority of 

the time was spent planning for integrations and then 

carrying them out. With Braze and the flexibility of its 

platform, interviewees were able to stand it up within 

one to two months. 

The interviewee from the CRM team at an on-

demand delivery company said: “Setting up Braze is 

fairly straightforward, really simple. They have a great 

support team as well in case you have any questions. 

Then once everything is up and running, it’s up to the 

center managers to kind of dig themselves into it and 

use it on a daily basis. But as I said, it’s very intuitive, 

so there is no real learning curve, so to say.”  

Modeling and assumptions. For the composite 

organization, Forrester assumes the following: 

• Standing up Braze for the B2C company takes 

six weeks. Considering that the organization 

planned for it to take twice as long (three 

months), they can realize value with the solution 

much sooner than expected. 

• The additional month to value enables the 

organization to realize 10% more value in Year 1, 

or $303,484 which would have otherwise been 

missed. 

Benefit 2: Increased Speed-To-Market Value 

Ref. Benefit Year 1 Year 2 Year 3 

Dtr 
Sub-benefit: Additional revenue 
realized from increased speed-to-
market value 

$303,484   

Etr 
Sub-benefit: Reduced cost to 
design, compose, and deliver 
campaigns 

$20,400  $20,400  $20,400  

 Total: Increased speed-to-market 
value 

$303,484  $34,000  $40,800  
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SUB-BENEFIT: REDUCED COST TO DESIGN, 

COMPOSE, AND DELIVER CAMPAIGNS 

Interviewees described that they typically divide 

campaign creation time between building creative, 

audience segmentation, and orchestrating the 

cadence, triggers, and channels of the campaign. Of 

those three areas, creative was the most time-

consuming. Customer engagement team members 

spent time compiling campaign performance 

information, interpreting it for recommendations on 

campaign messaging, and then spending time on the 

creation of assets to go alongside messaging. 

With Braze serving analytics from multiple channel 

campaigns in a digestible, single report, team 

members were able to quickly determine new 

messaging or revisions for campaigns. Implementing 

new messaging in real time took only moments to 

happen with team members, as they were able to edit 

campaign messages through Braze’s Canvas feature 

and composition tools without having to dig through 

any kind of code. In addition, assets that were 

previously used could be easily duplicated into new 

campaigns.  

The interviewee from the growth marketing team at a 

financial services company said: “Braze is like a 

technical tool for marketers who don’t have a huge 

technical background. I think people are always 

surprised that I’m the one who’s not only creatively 

proofing our campaigns, but also hitting launch.” 

Through Braze’s A/B and multivariate testing 

capabilities, interviewees are able to quickly identify 

which messaging isn’t performing with certain 

audience segments. According to the associate 

producer at a media and entertainment company, 

creating sub-campaigns to personalize messaging for 

certain audience segments took less than 30 minutes 

to complete. With reduced time spent on campaign 

Sub-Benefit: Additional Revenue From Increased Speed-To-Market Value 

Ref. Metric Calculation Year 1 Year 2 Year 3 

D1 Customer lifetime value At $3,330,400      

D2 Planned time to integrate Braze 3 months 2.4     

D3 Actual time to integrate Braze 
6 weeks/ 
interviews 

1.2     

D4 Percentage additional value realized D3/12 months 10%     

Dt 
Additional revenue realized from 
increased speed-to-market value 

D1*D4 $333,040      

 Risk adjustment ↓15%       

Dtr 
Additional revenue realized from 
increased speed-to-market value  
(risk-adjusted) 

  $303,484    

 

“Braze gave the marketing team 

more autonomy when it came to 

launching campaigns. They no 

longer needed to go through their 

engineering team to make small 

string edits to messages, reducing 

a lot of bottle-necking that was 

happening.” 

Lifecycle marketing, education 
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creation, interviewees cited having additional time to 

review campaign performance and plan for future 

campaigns. 

Modeling and assumptions. For the composite 

organization, Forrester assumes the following: 

• The customer engagement team at the 

composite organization can reduce time spent on 

creating new campaigns by two days. They are 

able to do drive these time savings in two specific 

way: 1) through the more efficient analysis to 

inform creative behind new campaigns and 2) the 

ability to quickly edit and add assets both help to 

drive time savings. 

• The team of 10 FTEs divides themselves 

between creating thirty campaigns in Year 1. 

With more customer insights and previous 

campaign assets available for reuse, the team 

adds 50 campaigns in Year 2. And in Year 3, 

they add another 60 campaigns. 

• The fully loaded hourly rate for customer 

engagement professionals is $50. 

Risks. The following risks can affect estimates in the 

table: 

• For organizations recognizing additional value in 

Year 1 through faster integration, the additional 

value will vary based on the speed with which an 

organization learns to use Braze and fully 

leverage its capabilities. 

• For organizations recognizing reduced costs 

around delivering campaigns, the value will vary 

based on the number of campaigns created and 

the amount of time currently allocated to creating 

campaigns.  

To account for these risks, Forrester adjusted this 

sub-benefit downward by 15%, yielding a three-year, 

risk-adjusted total PV of $334,647. 

 

Sub-Benefit: Reduced Cost To Design, Compose, And Deliver Campaigns 

Ref. Metric Calculation Year 1 Year 2 Year 3 

E1 
Avoided hours on designing, composing, 
delivering, analyzing, revising campaigns 

Two days; 
interviews 

16 16 16 

E2 
New campaigns requiring design, 
composition, and delivery annually 

Interviews 30 50 60 

E3 
Customer engagement professional fully 
burdened hourly rate 

Assumption $50  $50  $50  

Et 
Reduced cost to design, compose, and 
deliver campaigns 

E6*E7*E8 $24,000  $40,000  $48,000  

  Risk adjustment ↓15%       

Etr 
Reduced cost to design, compose, and 
deliver campaigns (risk-adjusted) 

  $20,400  $20,400  $20,400  
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Benefit 3: Cost Savings Driving 

Accelerated Company Growth 

Each of the interviewees spoke to the capital 

expenditure savings they realized with Braze, 

specifically around both the IT time spent on 

integrations and maintenance and the eliminated 

costs of point solutions. 

SUB-BENEFIT: REDUCED COST TO CONDUCT 

INTEGRATIONS AND MAINTENANCE 

Interviewees integrated several different third-party 

solutions with Braze to not only layer in customer 

intelligence, analytics, and data storage but to also 

enhance the value of the tool. Previously, integrations 

could take months to complete due to planning and 

ongoing testing. With Braze’s flexible API for 

integration and its partnerships with several 

companies which are potentially already being used 

by clients, it takes much less time to integrate 

solutions.  

The CRM tech team lead at an on-demand delivery 

company said: “The API code from Braze is very 

clean. Once you’ve got a full integration, testing on its 

performance may as well be done within half a day. 

But it really depends on your resources, so that’s why 

it takes one to two weeks.”  

According to a team member of the lifecycle 

marketing team at an education company, integration 

took one to two sprints (two weeks per sprint), 

whereas it would have taken up to three months with 

the previous system. 

Tech teams are also recognizing time savings with 

campaign maintenance. Previously, customer 

engagement teams would file tickets with their tech 

team to either update messaging in emails or apps 

where code was involved or to create audience 

segments for campaigns on their own. Braze’s user-

friendly interface for campaign creation removed the 

need for IT support and additional segmentation. 

Modeling and assumptions. For the composite 

organization, Forrester assumes the following: 

• The B2C company integrates over one dozen 

solutions with Braze in Year 1, saving 600 hours 

of work altogether for the tech team. Time 

savings totals 400 hours in Year 2 and 200 hours 

in Year 3 — as the number of integrations 

occurring decreases and time savings are 

recognized in no longer having to update 

messages.  

• The fully loaded hourly rate for tech professionals 

is $75. 

Benefit 3: Cost Savings Driving Accelerated Company Growth 

Ref. Metric Calculation Year 1 Year 2 Year 3 

Ftr 
Sub-benefit: Reduced cost to conduct 
integrations and maintenance 

 $38,250  $25,500  $12,750  

Gtr 
Sub-benefit: Eliminated cost of current 
point solutions 

 $42,500 $42,500 $42,500 

 
Total: Cost savings driving accelerated 
company growth 

 $80,750  $68,000  $55,250  
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SUB-BENEFIT: ELIMINATED COST OF CURRENT 

POINT SOLUTIONS 

Interviewees offloaded previous point solutions used 

for channel management after adopting Braze. While 

licensing costs were reallocated to Braze, the 

interviewees were able to gain savings related to 

additional maintenance and support costs for each 

solution. With Braze, the interviewees no longer had 

to pay multiple vendors for support. 

The composite organization avoids $50,000 annually 

in additional fees from its current point solution. 

Risks. The following risks can affect estimates in 

each table: 

• The number of integrations conducted annually 

will impact the time savings realized by the tech 

team. 

• The number of point solutions previously used 

will impact the scale of eliminated costs. 

To account for these risks, Forrester adjusted this 

benefit downward by 15%, yielding a three-year, risk-

adjusted total PV of $171,118. 

Sub-Benefit: Eliminated Cost Of Current Point Solutions 

Ref. Metric Calculation Year 1 Year 2 Year 3 

G1 Eliminated cost of current point solutions Interviews $50,000  $50,000  $50,000  

Gt Eliminated cost of current point solutions  $50,000  $50,000  $50,000  

 Risk adjustment ↓15%       

 Gtr 
Eliminated cost of current point solutions 
(risk-adjusted) 

  $42,500 $42,500 $42,500 

 

Sub-Benefit: Reduced Cost To Conduct Integrations And Maintenance 

Ref. Metric Calculation Year 1 Year 2 Year 3 

F1 
Avoided hours spent on integrating Braze 
with other applications and on providing 
maintenance 

Interviews 600 400 200 

F2 
Tech professional fully burdened hourly 
rate 

Assumption $75  $75  $75  

Ft 
Reduced cost to conduct integrations and 
maintenance 

F1*F2 $45,000  $30,000  $15,000  

 Risk adjustment ↓15%       

 Ftr 
Reduced cost to conduct integrations and 
maintenance (risk-adjusted) 

  $38,250  $25,500  $12,750  
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UNQUANTIFIED BENEFITS 

Additional benefits that customers experienced but 

were not able to quantify include:  

• Ease in communicating campaign results 

organization-wide. For interviewees leveraging 

multiple point solutions, merging campaign 

performance results into a presentable format to 

business executives was a challenge. Each 

channel has varying performance indicators (e.g., 

email bounce rates, mobile time spent in-app), 

and it was time-consuming to build customer 

profiles across multiple channels of usage. With 

Braze, interviewees were able to easily create 

holistic presentations of customer engagement 

campaign performance. The interviewee on the 

growth marketing team at a financial services 

company said: “We’re able to communicate 

results pretty easily because we’re able to set 

holdout groups [for A/B testing] in Braze that 

makes a really big difference. So we can really 

speak to what we’re actually driving for the 

company as a whole. I definitely do that for the 

marketing team. It helps to prove what’s working 

in terms of messaging.” 

• Reduced ad spend. With Braze, interviewees 

were able to reallocate ad spending that would 

have otherwise gone to retargeting ads and 

driving users back to their services. An 

interviewee on the CRM team at an on-demand 

delivery company said: “With performance 

marketing and all of the display and social 

channels, when they target users there’s a lot of 

marketing budget involved. What we can do with 

Braze is identify these users a lot sooner and 

send them a push message or notification, 

avoiding the cost of a display ad. We sync our 

acquisition and retention channels and try to find 

the best approach in reducing RMA efficiencies 

and the cost, and just being very smart with the 

marketing budget that we have.” 

•  

 

• Consistent performance across business 

units. Interviewees with international business 

lines or smaller business units outside of their 

mainline product leveraged Braze to share 

recommendations on business practices. An 

interviewee on the CRM team at an on-demand 

delivery company said: “We have business 

entities that are more immature in customer 

approach. So we try to share best practices and 

learnings from Braze, and say, ‘Hey, this is a 

feature that has worked very well for us or would 

work well with mobile in the region. Why don’t 

you try that out?’ So we kind of try to let everyone 

benefit from the platform to the extent with how 

they need it.” 

• Increased cross-functional alignment and 

collaboration. Interviewees were able to use 

Braze’s partner technology integrations to sync 

workflows with other teams using those partner 

solutions, resulting in significant time savings and 

improved collaboration. The interviewee on the 

growth marketing team at a financial services 

company said: “All of the automatic flows that we 

were able to set up through Braze’s partner 

integrations were a huge time saver. For 

example, I don’t need to find my own A/B test 

calculator and manually enter numbers from 

Braze, the information from Braze is 

automatically synced to the calculator. Likewise, I 

“If a campaign we’re seeing isn’t 

driving lift, even causing negative 

impact, it’s still really helpful for us to 

know that so we know what to not do 

in the future. We’re still getting to 

know our customers, so we’re not 

always looking for Braze to pat us on 

the back when we do a good job. 

They bring to our attention areas in 

which to improve.” 

Growth marketing, financial services 
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can automatically sync data to Braze. So instead 

of having our analytics team build audience 

segments and manually upload them to Braze, 

we can automatically sync them over.”  

FLEXIBILITY 

The value of flexibility is unique to each customer. 

There are multiple scenarios in which a customer 

might implement Braze and later realize additional 

uses and business opportunities, including:  

• Flexibility to integrate with intelligence and 

analytics solutions. Braze’s data export 

capabilities, known as Braze Currents, enables 

businesses to stream data from Braze to other 

technical platforms, including customer data 

management, data storage, data warehouse and 

visualization, and product analytics. The 

interviewee on the growth marketing team at a 

financial services company said: “We use Braze 

to execute and send out our campaigns, but we 

integrate it with a lot of other tools. We sync over 

analytics from other tools to get a closer read on 

A/B testing and control versus experiment.” 

Braze supports integrations with dozens of 

different platforms and continues to add support 

for more solutions, presenting more opportunities 

for businesses to increase engagement. 

Flexibility would also be quantified when evaluated as 

part of a specific project (described in more detail in 

Appendix A). 
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Quantified cost data as applied to the composite 
 
 
 

LICENSING FEES 

Modeling and assumptions. Licensing costs are 

structured around the number of end consumers or 

contacts among brands using Braze, as well as the 

engagement channels and features used. The 

composite organization incurs an initial cost for 

training services and technical support for 

implementation from Braze. Ongoing costs are 

scaled to usage by a company of the size of the 

composite organization. Costs increase incrementally 

each year based on the addition of engagement 

channels and features. 

 

 

 

 

Risks. The following risks can affect estimates in the 

table:  

• The costs will vary based on the size of 

organization and the scale of its customer 

engagement plans with Braze. 

To account for these risks, Forrester adjusted this 

cost upward by 5%, yielding a three-year, risk-

adjusted total PV (discounted at 10%) of $1,314,886. 

  

  

Total Costs 

Ref. Cost Initial Year 1 Year 2 Year 3 Total 
Present 

Value 

Htr Licensing fees $26,250  $472,500  $519,750  $571,725  $1,590,225  $1,314,886  

Itr 
Costs of 
implementation, training, 
and maintenance 

$28,350  $1,890  $1,890  $1,890  $34,020  $33,050  

 Total costs  
(risk-adjusted) 

$54,600  $474,390  $521,640  $573,615  $1,624,245  $1,347,936  

 

Licensing Fees 

Ref. Metric Calculation Initial Year 1 Year 2 Year 3 

H1 Licensing fees 
Customer 
interview 

$25,000  $450,000  $495,000  $544,500  

Ht Licensing fees H1 $25,000  $450,000  $495,000  $544,500  

 Risk adjustment ↑5%         

Htr Licensing fees (risk-adjusted)   $26,250  $472,500  $519,750  $571,725  
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COSTS OF IMPLEMENTATION, TRAINING, AND 

MAINTENANCE 

Modeling and assumptions. For the composite 

organization, Forrester assumes four tech team 

members are involved with the integration of Braze. 

Each employee spends 50 hours over the course of a 

month working on the project. The fully loaded hourly 

rate for the tech employees is $75. 

Ten members of the customer engagement team 

take three days to become proficient with leveraging 

its features. The fully loaded hourly rate for customer 

engagement professionals is $50. 

 

One team member spends a couple of hours every 

month conducting some level of maintenance on 

Braze. 

Risks. The following risks can affect estimates in the 

table:  

• The number of employees on the tech and 

customer engagement teams will impact the 

scale of costs for implementation and training. 

Time spent on maintenance will vary as well. 

To account for these risks, Forrester adjusted this 

cost upward by 5%, yielding a three-year, risk-

adjusted total PV of $33,050. 

 

Costs Of Implementation, Training, And Maintenance 

Ref. Metric Calculation Initial Year 1 Year 2 Year 3 

I1 Implementation team size Interviews 4       

I2 Time to implement (hours) 1 month 50       

I3 
Tech professional fully burdened hourly 
rate 

Assumption $75  $75  $75  $75  

I4 Cost of implementation I1*I2*I3 $15,000        

I5 
Number of customer engagement 
professionals 

  10       

I6 Hours to become proficient   24       

I7 
Customer engagement professional fully 
burdened hourly rate 

E8 $50        

I8 
Customer engagement professional fully 
burdened hourly rate 

I5*I6*I7 $12,000        

I9 
Tech team member conducting 
maintenance 

    1 1 1 

I10 Monthly hours spent on maintenance     2 2 2 

I11 
Customer engagement professional fully 
burdened hourly rate 

I9*I10*12 
months*I3 

  $1,800  $1,800  $1,800  

It 
Costs of implementation, training, and 
maintenance 

I4+I8+I11 $27,000  $1,800  $1,800  $1,800  

  Risk adjustment ↑5%         

Itr 
Costs of implementation, training, and 
maintenance (risk-adjusted) 

  $28,350  $1,890 $1,890  $1,890  
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CONSOLIDATED THREE-YEAR RISK-ADJUSTED METRICS 

 

  
 
 

 

 -$2.0 M

$2.0 M

$4.0 M

$6.0 M

$8.0 M

$10.0 M

$12.0 M

$14.0 M

$16.0 M

Initial Year 1 Year 2 Year 3

Cash
flows

Total costs

Total benefits

Cumulative net benefits

These risk-adjusted ROI, 
NPV, and payback period 
values are determined by 
applying risk-adjustment 
factors to the unadjusted 
results in each Benefit and 
Cost section. 

 

The financial results calculated in the 

Benefits and Costs sections can be 

used to determine the ROI, NPV, and 

payback period for the composite 

organization’s investment. Forrester 

assumes a yearly discount rate of 10% 

for this analysis. 

 

Cash Flow Analysis (Risk-Adjusted Estimates) 

  Initial Year 1 Year 2 Year 3 Total 
Present 

Value 

Total costs ($54,600) ($474,390) ($521,640) ($573,615) ($1,624,245) ($1,347,936) 

Total benefits $0  $3,048,554  $5,052,570  $7,612,553  $15,713,677  $12,666,514  

Net benefits ($54,600) $2,574,164  $4,530,930  $7,038,938  $14,089,432  $11,318,578  

ROI 
          

840% 

Payback 
         

<3 months 
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Appendix A: Total Economic 
Impact 

Total Economic Impact is a methodology developed 

by Forrester Research that enhances a company’s 

technology decision-making processes and assists 

vendors in communicating the value proposition of 

their products and services to clients. The TEI 

methodology helps companies demonstrate, justify, 

and realize the tangible value of IT initiatives to both 

senior management and other key business 

stakeholders. 

TOTAL ECONOMIC IMPACT APPROACH 

Benefits represent the value delivered to the 

business by the product. The TEI methodology 

places equal weight on the measure of benefits and 

the measure of costs, allowing for a full examination 

of the effect of the technology on the entire 

organization.  

Costs consider all expenses necessary to deliver the 

proposed value, or benefits, of the product. The cost 

category within TEI captures incremental costs over 

the existing environment for ongoing costs 

associated with the solution.  

Flexibility represents the strategic value that can be 

obtained for some future additional investment 

building on top of the initial investment already made. 

Having the ability to capture that benefit has a PV 

that can be estimated.  

Risks measure the uncertainty of benefit and cost 

estimates given: 1) the likelihood that estimates will 

meet original projections and 2) the likelihood that 

estimates will be tracked over time. TEI risk factors 

are based on “triangular distribution.”  

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

PRESENT VALUE (PV) 

The present or current value of 

(discounted) cost and benefit estimates 

given at an interest rate (the discount 

rate). The PV of costs and benefits feed 

into the total NPV of cash flows.  

 

NET PRESENT VALUE (NPV) 

The present or current value of 

(discounted) future net cash flows given 

an interest rate (the discount rate). A 

positive project NPV normally indicates 

that the investment should be made, 

unless other projects have higher NPVs.  

 

RETURN ON INVESTMENT (ROI) 

A project’s expected return in 

percentage terms. ROI is calculated by 

dividing net benefits (benefits less costs) 

by costs.  

 

DISCOUNT RATE 

The interest rate used in cash flow 

analysis to take into account the  

time value of money. Organizations 

typically use discount rates between  

8% and 16%.  

 

PAYBACK PERIOD 

The breakeven point for an investment. 

This is the point in time at which net 

benefits (benefits minus costs) equal 

initial investment or cost. 
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Appendix C: Endnotes

 
1 Source: Forrester Analytics Business Technographics® Priorities And Journey Survey, 2020. 
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