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INVESTOR DAY 2019

The customer summit 
experience

Matthew Kempler,
Vice President, Planning and Investor Relations
LivePerson
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8:00 A.M. – 9:00 A.M.
TECHNOLOGY DEMOS
Maven, Conversation Builder, LiveEngage
And Apple Business Chat

9:00 A.M. – 9:05 A.M.
INVESTOR DAY OVERVIEW
Matthew Kempler, Vice President,
Planning and Investor Relations,
LivePerson

9:05 A.M. – 9:25 A.M.
THE FUTURE OF CONVERSATIONAL COMMERCE
Robert LoCascio, Founder and CEO,
LivePerson

9:25 A.M. – 10:30 A.M.
CUSTOMER AND PARTNER PRESENTATIONS
Mariam Reza, Enterprise Solutions
LivePerson

Aramark
Pavan Arora, Chief AI Officer

FINANCIAL FIRESIDE CHAT
Goldman Sachs
Jeff Kim, Vice President
GM Financial
Robert Beatty, EVP Customer Experience

Accenture Interactive
Mark Sherwin, Managing Director of CX

Sky UK
Tom Scott, Former Managing Director,
Customer Service Group

10:30 A.M. – 10:45 A.M.
CONNECTION BREAK

10:45 A.M. – 11:10 A.M.
MOVING TOWARD AN INTENT-DRIVEN ENTERPRISE
Alex Spinelli, Chief Technology Officer,
LivePerson

11:10 A.M. – 11:20 A.M.
Q&A

11:20 A.M. – 11:40 A.M.
ACCELERATED MOMENTUM IN ENTERPRISE
Manlio Carrelli, EVP, Enterprise Business Unit,
LivePerson

11:40 A.M. – 11:50 A.M.
ACCELERATED MOMENTUM IN COMMERCIAL
Avi Kedmi, EVP, Commercial Business Unit,
LivePerson

11:50 A.M. – 12:15 P.M.
CAPTURING THE TAM: TARGETING >20% GROWTH 
Chris Greiner, Chief Financial Officer,
LivePerson

12:15 P.M. – 12:30 P.M.
Q&A

12:30 P.M. – 12:35 P.M.
CLOSING REMARKS

12:35 P.M. – 1:30 P.M.
LUNCH WITH LEADERS
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This presentation contains forward-looking statements within the meaning of Section 27A of the Securities Act of 1933, as amended (the “Act”), and Section 21E of the Securities Exchange Act of 1934, 
as amended. You can generally identify forward-looking statements by our use of forward-looking terminology such as “anticipate,” “believe,” “continue,” “could,” “estimate,” “expect,” “intend,” “may,” “might,” 
“plan,” “potential,” “predict,” “seek,” “vision” or “should,” or the negative thereof or other variations thereon or comparable terminology. In particular, statements about our preliminary estimated financial 
results for the fiscal years ending December 31, 2019 and 2020, our 3 to 5 year long-term growth model, conversational commerce growth, operating metric projections, expected headcount, and our 
expectations, beliefs, plans, strategies, objectives, prospects, assumptions or future events or performance contained in this presentation are forward-looking statements. These forward-looking 
statements involve risks, uncertainties and other factors that could cause actual results to differ materially from those projected. 

Please refer to our filings with the Securities and Exchange Commission, particularly the “Risk Factors” included in our Annual Report on Form 10-K for the fiscal year ended December 31, 2018 and our 
Quarterly Report on Form 10-Q for the quarterly period ended March 31, 2019 for factors that could cause actual results to materially differ from those we project. Any forward-looking statement that we 
make in this presentation speaks only as of the date of such statement. Except as required by law, we do not undertake any obligation to update or revise, or to publicly announce any update or revision 
to, any of the forward-looking statements, whether as a result of new information, future events or otherwise, after the date of this presentation.

This presentation includes non-GAAP financial measures, which complement the financial statements of LivePerson, Inc. (the “Company”) prepared in accordance with GAAP. These non-GAAP financial 
measures are not intended to supersede or replace the Company’s GAAP results. The most directly comparable GAAP financial measures and a detailed reconciliation between GAAP and non-GAAP 
financial measures is included in the Appendix to this presentation. We have not presented a quantitative reconciliation of our long-term model for the forward-looking non-GAAP measures Adjusted 
EBITDA and Contribution Margin to their most directly comparable GAAP financial measures because it is impractical to forecast certain items without unreasonable efforts due to the uncertainty and 
inherent difficulty of predicting the occurrence and financial impact of such items as well as the periods in which such items may be recognized.

Our long-term growth targets contained in this presentation represent our goals and are not projections of future performance.  The targets and projections contained in this presentation are 
forward-looking, are subject to significant business, economic, regulatory and competitive uncertainties and contingencies, many of which are beyond the control of the Company and its management, 
and are based upon assumptions with respect to future decisions, which are subject to change. Actual results will vary and those variations may be material.  Nothing in this presentation should be 
regarded as a representation by any person that these targets or projections will be achieved, and the Company undertakes no obligation to update this information. 

We obtained market, industry and other data in this presentation from our own internal estimates and research, publicly available information about our competitors, industry and general publications 
and research, surveys and studies conducted by third parties. While we believe that the publicly available information about our competitors, publications, research, surveys and studies that we have 
used is reliable, we have not independently verified the information from third-party sources. While we believe our internal estimates and research are reliable and the market definitions are appropriate, 
neither such estimates and research nor these definitions have been verified by an independent source.

This presentation does not constitute an offer to sell or the solicitation of an offer to buy any security of the Company.

Disclaimer
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LIVEPERSON

The future of 
conversational commerce

Robert LoCascio,
Founder & Chief Executive Officer,
LivePerson
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1997
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5 billion consumers are on messaging

Source: GSMA Intelligence
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OMNICHANNEL EXPERIENCE

The past
CONVERSATIONAL COMMERCE EXPERIENCE

The present

13
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More than 200 leading brands on messaging

*All figures exclude China, a region where LivePerson does not operate.

64% 23% 43%

22% 32% 25%

of Global
Fortune 500
telcos 

of Forbes’ 
World’s Most 
Valuable 
Brands are 
customers
or partners

of Global
Fortune 500
retailers 

of Global
Fortune 500
banks

of Global
Fortune 500
airlines

of Global
Fortune 500
auto brands
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Content courtesy of Buddybank
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Content courtesy of Aramark
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Content courtesy of The Cosmopolitan Hotel
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Q2 16 Q3 16 Q4 16 Q1 17 Q2 17 Q3 17 Q4 17 Q1 18 Q2 18 Q3 18 Q4 18 Q1 19

Exponential growth in conversations and automation

 ~50% 
include 

automation 

Automation integrationTotal conversations
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Democratizing AI
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Robert LoCascio
Founder and CEO

 LivePerson

Baroness Lane Fox
Founder,

Doteveryone

Arianna Huffington
Founder and CEO,

Thrive Global

Justine Cassell
Associate Dean for 

Technology Strategy
and Impact, CMU

Jimmy Wales
Founder,

Wikipedia
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Miriam Vogel
Executive Director, EqualAI
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Video of Deepak Chopra
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A $60 billion Go-To-Market Opportunity

Enterprise

$37B
Mid-market

$18B

Small business

$5B

26

Source: Source: LivePerson proprietary go-to-market analysis
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LIVEPERSON

Customer & partner
presentations

Mariam Reza,
Vice President, Enterprise Business Solutions
LivePerson
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ARAMARK

Conversational business 
messaging meets 
consumers where they are

Pavan Arora,
Chief AI Officer,
Aramark

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 29
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Citizens Bank Park, home of the Philadelphia Phillies, is testing Business Chat with 
Aramark to handle beverage orders during games. Fans simply use their iPhone camera 
to scan a QR code on the back of their seats, taking them directly to a Business Chat 
conversation in Messages. From there, they can order drinks, pay quickly and securely 
with Apple Pay, and have them delivered directly to their seats without missing a 
moment of on-field play.

Luca Maestri, CFO, Apple
Q3 2018 EARNINGS CALL
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Messaging conversion rates slam dunk on apps

10

20

30

40

50

0

40%
37%

11%

29%
26%

40%

10%

18%

Source: Forrester Research, The State of Retailing Online, 2018

2/25 2/28 2/29 3/02 3/03 3/113/083/07

2.5%

Mobile app conversion 
rates
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GM FINANCIAL & GOLDMAN SACHS

The future of
conversational banking

Robert Beatty,
EVP, Customer Experience
GM Financial

Jeff Kim
Vice President,
Goldman Sachs
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What business initiative or 
pain point led you down the path 

of Conversational Commerce? 
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What is the current state
of messaging and Conversational 

Commerce at your brand?
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What capabilities and outcomes 
were important to you when you 
selected a technology partner?
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How has this transformation
affected your employees at

the contact center? From agents,
to managers, and directors.
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Lastly, where do you see
Conversational Commerce

headed over the next 5 years
within financial services?
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ACCENTURE INTERACTIVE

The changing consumer 
experience

Mark Sherwin,
Managing Director of CX,
Accenture Interactive
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Accenture’s philosophy
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Trends and meaningful experiences

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 51
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Experience design
in the service space

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 52LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 52
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Conversational Commerce



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 55



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

SKY UK

A digital transformation

Tom Scott,
Former Managing Director, Customer Service Group
Sky UK

56
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01
Opportunity
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Messaging wins by a long shot

58LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

89% of people say messaging
is the “most used” app

Just 8% of people use voice the most
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By 2020, customer care is predicted
to overtake product and price as the 
number one way for a business to 
differentiate itself. 

Source: Walker

“
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02
Deployment
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Cost reduction CX differentiation Channel
replacement

Sales Care Force majeure
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03
Lessons
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Latent demand Response time Customer
expectations

Design the service Not like for like Incremental
volume

Integrated
automation Net workload Staff engagement

and retention
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Future of customer interaction and engagement

65

Game changer

Natural demand

Differentiate CX

Early adoption phase

Build capability

LivePerson delivering at scale

01

02

03

04

05

06
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GLOBAL PRODUCT TECHNOLOGY

Moving toward an
intent-driven enterprise  

Alex Spinelli,
Chief Technology Officer,
LivePerson

66
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How are brands managing
their business today?

75
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Do brands understand what
their consumers truly want?

79
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100B messages sent on 
WhatsApp, Facebook 
Messenger, and 
Instagram every day

Source: Facebook Q3 2018 Earnings Call Transcript
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12.9M
Source: Domo

82

texts were sent
every minute
in 2018
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470M
Source: eMarketer

83

new messaging 
users estimated to 
be added between 
2018 and 2021
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90%
Source: Tencent 2018 Q3 Results, Business Insider, US Census Bureau

84

of 1 billion WeChat users 
use WeChat for 
payments or purchases
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40%
Source: Segment

86

of consumers spent more 
than planned because of 
personalized service
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80%
Source: Segment

87

consumers more likely to do 
business with you if their 
experience is personalized
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Intention
意図

Absicht
Intent 
意圖

Intento
Πρόθεση

in· tent | \ in-ˈtent  \
1   A customer’s desire to change
   something to do with your brand
   from state A to state B
2   An ideal unit of management for
   understanding consumers

Intent

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 88
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Logical

intent
LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 91
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Quoi
何

Was
What 
什麼

Che Cosa
Τι

What

LivePerson Proprietary & Confidential Information. © 2019 LivePerson, Inc. All Rights Reserved. 92
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Où
どこで

Woher
Where 
哪裡

Dove
Όπου

Where

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 93
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Quand
いつ

Wann
When 
什麼時候

Quando
Πότε

When

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 94
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Emotional

intent
LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 95



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

Pour Qui
誰のために

Für wen
For who 
為誰

Per chi
Για Ποιόν

For whom

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 96
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Pourquoi
なぜ

Warum
Why 
為什麼

Perché
Γιατί

Why

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 97
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Why is being an 
intent-driven enterprise

so important?

98
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LIVEPERSON PRINCIPLE #2

We start from the intent.

104
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The continuous consumer journey

DISCOVER

CONSIDER

TRANSACTSUPPORT

RE-ENGAGE

105
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Intent
identified
{Prompting Bolt
 Itinerary Update Bot}

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 109
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Data
detected
{Emotion=happy}

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 110
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Intent
identified
{Prompting Claudia’s
 Closet Gift Guide Bot;
 Add to Mother’s Day
 promotions list}

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 114
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Data
detected
{Apply price filter
 to search}

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 115
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Data
detected
{Emotion=happy}
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IVR to messaging 

OR
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45 days to 30% deflection from IVR

Jan. 14 Jan. 21 Jan. 28 Feb. 4 Feb. 11 Feb. 18 Feb. 25

0

5,000

10,000

15,000

20,000

Mar. 04 Mar. 11 Mar. 18

Number of opened conversations via IVR deflection
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Source: LivePerson customer data
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Conversational design is the new web design

Branding 
Name, logo, color,

contact info

Rich media 
Rich cards, carousels, 
images, videos, GIFs,

QR codes

Suggested replies 
Preprogrammed bespoke 

reply buttons by brand

Verified sender 
Customers have peace 
of mind

True metrics 
Callbacks for delivered, 
read, typing, taps

Suggested actions 
Deep link, websites, 
locations, calendar events, 
and more

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 121
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85% of customer 
interactions will be 
managed by 
automation in 2020

Source: Gartner
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The Conversational Commerce platform

Maven: LivePerson’s AI engine

An open platform: 40+ APIs and SDKs

Consumers

SMS

Web and apps

Apple

Google

Facebook

WhatsApp

Alexa

Conversation 
Builder 

Conversation 
Manager

(LiveEngage)

Conversation 
Intelligence

Integrations

CRM

E-Commerce WFM 

BI

Google

IBM Watson

Microsoft

World class private cloud and managed services

123



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 124



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 125



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

Meet Maven 
The LivePerson AI engine

Maven is a continuously learning
engine that orchestrates all
conversational interactions to
ensure the best outcomes.

Examines each conversational 
turn using consumer intent, 
historical context, personalized 
info, available agents and more.

Recommends the next action 
for the best outcome.

Makes human agents more 
efficient and orchestrates bots 
across an enterprise.

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 126
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Data moat powering Maven

World class tech talent & data scientists

Enterprise readiness

Messaging at scale

Why we win

127

Innovations in AI, NLU, and the Tango



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

Business transformation

Conversational designDeveloper/IT platform

Full consumer lifecycle
Automation first & AI 
empowered humans

North star        Roadmap to 2020

Verticalized platform

Operational excellence

VERTICALIZED PLATFORM
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ENTERPRISE BUSINESS

Accelerated momentum
in enterprise

Manlio Carrelli,
EVP, Enterprise Business Unit,
LivePerson
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Vertical focus drives strong adoption

New vertical targets

Healthcare

Quick service
restaurants

Public/utilities

Telco
39%

FiServ
29%

Consumer/
retail
20%

Other
5%

High Tech
5%

132

2018 revenue 
contribution

Travel
2%
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Small business
<250 employees

Mid-market
low touch

250-1K employees

Mid-market
high touch

1K-5K employees

Enterprise market segment defined

Enterprise
5K+ employees

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 133
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Mid-market

$18B

Small business

$5B

Targeting a $37B go-to-market opportunity

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 134

Enterprise

$37B

Source: LivePerson proprietary go-to-market analysis
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LiveEngage powers a compelling value proposition
Significant positive impact to operations compared to voice among early adopters

CSAT increases
by 20%

50% decrease
in agent
attrition rates 

Messaging 
agents are 2X 
more efficient

~20% increase 
in online sales 
conversions

Reduce labor 
cost per 
interaction by 
50%

Increased
CSAT reduces 
customer churn
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Key relationships and stakeholders

CEO CIO CTO CXO CMO

C-suite

Heads of

Care Operations Digital Product Experience
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Conversational commerce

137
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Why we win

Voice
incumbents

Suite 
providers

Bot
startups

Transformation

En
te

rp
ris

e 
gr

ad
e

HIGHER
CONVERSIONS OMNICHANNEL

INTELLIGENCE & 
EFFICIENCY

SECURITY SCALABILITY
& STABILITY

ARTIFICIAL
INTELLIGENCE
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BANK

First bank live with
Google Rich Business 
Messaging

Account updates and activities

Improved experience for SMS customers

Rich interface including, branding,
Cards, and tapping versus typing

SMS banking for customers Google Rich Business  
messaging for customers
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TELCO

First telco to go live 
with Conversational 
Commerce on 
WhatsApp
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HOME IMPROVEMENT RETAILER

One of the first brands 
to launch on Apple
Business Chat

Going big with conversational commerce 
requires automation, like this summer’s 
hit “BBQmaster” bot.

$10.8K

11.81%

75%

“BBQmaster”
daily sales

“BBQmaster”
conversion rate

Fully automated
conversations

Source: LivePerson customer data
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Guide customers on their 
transformation and turn 

them into promoters

Generate new pipeline via 
SDRs and Partners

A recipe for 20%+ revenue growth

142

Leverage marketing
events to accelerate and 

expand deals
Expand sales capacity to 

keep up with demand

Note: See the Disclaimer included in this presentation for a discussion of our long-term financial model and the target contained in this slide.
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Conversion rate from
marketing events

>40%

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 143

Note: Based on two-year period through October 2018.
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A proven transformation model

01
Launch

00
Status quo

02
Expand

03
Scale

04
Orchestrate

05
Differentiate

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

LivePerson’s data-driven, expert guidance on how customers should progress along the 
conversational commerce journey provides unique value-added differentiation 

144
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Top of funnel investments fueling
rapid pipeline growth

Pipeline Value via Sales Development Reps and Partner Managers 

Q1 18 Q2 18 Q3 18 Q4 19 Q1 19
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...leads to growth in ARPU and
better revenue retention

146

~$900K
ARPU >25% YtY

~115%
Revenue retention rate

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

Note: Based on FY 2018 data.
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Making substantial capacity investments
across all regions

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 147

Investment allocationQuota carriers

34
2018

59
2019E

Pipeline generators

17
2018

48
2019ENA

EMEA

APAC
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+50%
Growth in event attendance

Accelerating momentum YtY in 1Q 19

+75%
Growth in pipeline value

+200%
New customer wins

+25%
Growth in ARPU
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The most valuable brands choose LivePerson
Selected for our expertise in automation and enterprise-grade conversational

platform that powers millions of efficient, high satisfaction, messaging conversations

World’s top 3 airlines

World’s most valuable 
apparel brand

World’s most valuable 
home improvement 
retailers

World’s 3rd most valuable 
technology company

World’s most valuable 
automotive company

World’s largest
international cable 
company

World’s largest
online travel company

World’s largest
business travel agency

World’s largest
restaurant chain
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COMMERCIAL BUSINESS

Accelerated momentum
in commercial

Avi Kedmi,
EVP, Commercial Business Unit,
LivePerson
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Enterprise
5K+ employees

Sold directly and through channel partners

Commercial market segments defined

Small business
<250 employees

Mid-market
low touch

250-1K employees

Mid-market
high touch

1K-5K employees

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 151
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Enterprise

$37B

Targeting a $23B go-to-market opportunity

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 152

Small business

$5B

Mid-market

$18B

Small business

$5B

Source: LivePerson proprietary go-to-market analysis
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Go-to-market strategy overview

Market segment Small business
<250 employees

Mid-market low touch
250-1K employees

Mid-market high touch
1K-5K employees

Sales strategy Transactional Transactional &
consultative Consultative

Demand
generation Inbound entirely

Inbound, account
based marketing &

sales outreach

Account based
marketing & 

sales outreach

VERTICAL FOCUS
Retail, banking, insurance, education, travel & hospitality, telco, internet/software, automotive
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Conversational demand gen powers the machine

TRADITIONAL DEMAND GEN   LOW CLOSE RATES & LONG SALES CYCLES

CONVERSATIONAL DEMAND GEN   20% INCREASE IN CONVERSIONS & 30% FASTER SALES CYCLE

Traffic Website visitors Form fill Emails Meeting

Traffic Website visitors Conversations Meeting
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Expanding capacity across regions and customers

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 155

Investment allocation Pipeline
generators

0
2018

9
2019E

NA

EMEA

APAC

Quota
carriers

16
2018

29
2019E

Inside
sales

41
2018

48
2019E
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Building a recipe for growth

156

Note: Based on FY 2018 data.

~$85K
Mid-market ARPU

~90%
Mid-market revenue retention rate

~$10K
Small business ARPU

~80%
Small business revenue retention rate
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Messaging adoption is driving ARPU
ARPU increases for messaging customers vs. chat customers 

157

+275%
Small business*

+200%
Mid-market

*Excludes automotive
Note: Based on December 2018 data.



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

Accelerating momentum YtY in 1Q19

158

+110%
Growth in leads generated

+200%
Growth in pipeline value

+60%
New logos acquired

+20%
Growth in international revenue
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Rapidly expanding our partner ecosystem

159

VARs & MSPsDigital agenciesBPOs System integrators

+300%
Growth in partner count

+185%
Growth in partner contract value

Note: Based on FY 2018 data.
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Why we win

Low-cost 
point solutions

Suite 
providers

Bot 
startups

Artificial Intelligence capabilities

Br
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CONVERSATION 
BUILDER

BREADTH OF 
CHANNELS

REPORTING & 
ANALYTICS

SECURITY AGENT
EFFICIENCY

EXPERTISE
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FINANCIALS

Capturing the TAM: 
Targeting >20% revenue growth 

Chris Greiner,
Chief Financial Officer,
LivePerson

161



LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

The accelerating adoption of Conversational Commerce...

162LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

2016

2017

2018

Messaging live In-app

2% 0% $205K

20% 25% $220K

40% 50% $285K

Capabilities added New partnerMilestones Acquisitions 

Facebook Messenger

IVR deflection

IBM SMS

WhatsApp

Apple Business Chat

Line

Google Rich Business Messaging

AdLingo

Alexa OS

Google Home

Enterprise messaging adoption Automation integration ARPU

Uncarrier event

Seattle technology center

Maven

AdvantageTec

Conversable Bot Central

Accenture
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2 million conversations 
in first 12 months

20 million conversations
in next 12 months

(a 10x increase over prior period)

…is driving an exponential growth of messaging
conversations on our platform, which in turn...
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...fuels a $60 billion go-to-market opportunity

Enterprise

$37B
Mid-market

$18B

Small business

$5B

164

Source: LivePerson proprietary go-to-market analysis
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We are focused on four strategies to
capture the $60B go-to-market opportunity

16%
Small business

165

$24B
New logos on care

$2B
Existing

customers
on care

$24B
New use cases

$10B
New products

$60B opportunity breakdown by strategy
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$24B
New logos on care

$2B
Existing

customers
on care

$24B
New use cases

$10B
New products

16%
Small business

166

A $2B go-to-market opportunity for existing 
customers on conversational care

$2B
Existing

customers
on care

$60B opportunity breakdown by strategy

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.
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Our existing clients have scaled efficiently and  
generated powerful operating leverage on the platform

CGR: Compounded growth rate

Q2 16 Q3 16 Q4 16 Q1 17 Q2 17 Q3 17 Q4 17 Q1 18 Q2 18 Q3 18 Q4 18 Q1 19

FOR ALL 11 COHORTS 
Strong conversational volume growth

Mean quarterly CGR
> 80% 

Median quarterly CGR
> 80% 
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We will drive adoption of conversational care 
across messaging solutions... 

Other

Consumer/
Retail

Travel

Telco
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High tech
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Relative penetration of platform capabilities by vertical in enterprise

FiServ
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Note: Based on FY 2018 data.

...fueling higher average revenue per customer

$0.3M

$0.9M

$1.6M

$1.7M

$3.3M

$5.5M

Customers with
0 conversational endpoints

Customers with
1 endpoint

Customers with
2 endpoints

Customers with
3 endpoints

Customers with
4 endpoints

Customers with
5+ endpoints

2.7x

1.8x

1.1x

1.9x

1.7x

Av
er

ag
e 

Re
ve

nu
e 

Pe
r U

se
r (

AR
PU

)

~$1B
A massive revenue 
opportunity solely 
from bringing each 
enterprise customer 
to 5 endpoints

169

ARPU expands as 
customers add
platform endpoints
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"To get faster 
service, press 1
to receive a text 
message to discuss 
your inquiry.”

Messaging discoverability drives usage growth

170

10% — 30%
of voice switches through IVR
deflection just by making it available

Discoverable

Non-discoverable

30%
Average 
volume 
increase

Source: LivePerson customer data 2017 and 2018

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.
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Client partners and 
technical experts

141
2018

197
2019E

ENT

MM

Small 
Business

We are adding more sales and technical delivery 
capacity to go deeper and wider  

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

NA

EMEA

APAC

171

Investment allocation Investment allocation
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$26B
New logos on care

$2B
Existing

customers
on care

$24B
New use cases

$10B
New products

16%
Small business

172LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

An estimated $24B go-to-market opportunity for 
bringing care to new customers 

$24B
New logos on care

$60B opportunity breakdown by strategy
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Hunters &
pipeline generators

54
2018

130
2019E

ENT

SMB

MM

We are adding more sales capacity to
address rapidly rising demand from prospects 

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

NA

EMEA

APAC

173

Investment allocation Investment allocation
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Source: LivePerson proprietary go-to-market opportunity analysis

Expansion into new regions unlocks $5B
of new customer opportunities

174

Existing markets New markets
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We will go deeper in existing verticals and
expand into new markets like healthcare

$40B opportunity $20B opportunity

FiServ

Telco

High tech

Consumer and retail

Travel and hospitality

Real estate

Utilities

Media

Education

Healthcare Wholesale

Manufacturing Professional
services

Non-profit Government Other
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16%
2018

41%
2021E

72%
2018

73%
2021E

17%
2018

54%
2021E

Our expanding partner ecosystem
provides incremental selling power

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 176

Modeled deal contribution from channels

Modeled deal contribution from channels
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$24B
New logos on care

$2B
Existing

customers
on care

$22B
New use cases

$10B
New products

177LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

New use cases comprise an estimated 
$24B go-to-market opportunity

$24B
New use cases

$60B opportunity breakdown by strategy
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Note: Based on LivePerson estimates.

Customers are rapidly adopting
new use cases on the platform

Care Brick and mortar

2018 2021E

178

Sales & marketing

Significant diversification beyond care use cases
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$24B
New logos on care

$2B
Existing

customers
on care

$24B
New use cases

$10B
New products

New products comprise an estimated 
$10B go-to-market opportunity

179LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

$10B
New products

$60B opportunity breakdown by strategy
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Investment in innovation brings to
market new platform offerings

180

Automation Gainshare  New endpoints
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We allocate our capital to areas that build upon
our strengths in Conversational Commerce 

181

Automation Use cases Industry/vertical
expertise
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2019E
REVENUE GROWTH

14% - 17%

ADJ. EBITDA(1)

4% - 5%

2020E(2)

REVENUE GROWTH
At least 20%

ADJ. EBITDA
7% - 10%

3 to 5 Years(2)

REVENUE GROWTH
At least 25%

ADJ. EBITDA
Greater than 15%

Over the long-term, we expect the business
to achieve the Rule of 40 

(1) Please refer to the reconciliation of Adjusted 
EBITDA in the Appendix. 
(2) See the Disclaimer included in this 
presentation for a discussion of our long-term 
financial model and the targets and projections 
contained in this slide.

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.
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1) Please refer to the reconciliation of adjusted EBITDA in the appendix. 
2) See the Disclaimer included in this presentation for a discussion of our long-term financial model and the targets and projections contained in this slide. 
3) We have not presented a quantitative reconciliation of our long-term model for the forward-looking non-GAAP measures Adjusted EBITDA and Contribution Margin to their most directly comparable GAAP financial measures 

because it is impractical to forecast certain items without unreasonable efforts due to the uncertainty and inherent difficulty of predicting the occurrence and financial impact of such items as well as the periods in which such 
items may be recognized.

4) G&A excludes one-time items.

2017(1) 2018(1) 2019E(1) 2020E(2)(3) 3 to 5 years(3)

Revenue growth/(decline) (2%) 14% 14% - 17% At least 20% 25%+

Measurements

Gross margin 73% 75% 74% 74% - 76% ≥ 75%

S&M % of revenue 42% 41% 43% 40% - 42% < 38%

R&D % of revenue 18% 22% 30% 29% - 31% < 27%

G&A % of revenue(4) 16% 16% 16% 14% -16% < 14%

Adj. EBITDA margin 8% 8% 4% - 5% 7% - 10% ≥ 15%

Long-term model targets greater than 
25% revenue growth 
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Lowest common denominator

184

Our management systems are increasingly data-driven

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved.

The 12 DiamondsWeekly LivePulse Reporting

Employee 
A

Customer 
1

Employee 
C Employee 

D

Employee 
E

Customer 
2

Customer 
3

Customer 
4

Employee A Employee B Employee C Employee D Employee E

Customer A Customer B Customer C Customer D Customer E
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Key takeaways

185

$60B TAM poised for
transformation

Sustainable competitive 
advantage

Market leading platform
and blue-chip customers

Multiple paths to 20%+ 
revenue growth target

Experienced management
with focus on execution 

Leverageable 
usage-driven model
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LIVEPERSON

Closing remarks

Robert LoCascio,
Founder & Chief Executive Officer,
LivePerson

186
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Appendix

188
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Our platform scales seamlessly to
the needs of customers…

61%
Enterprise

16%
Small business

15%
Mid market

8%
Consumer

16%
Small business

189

Revenue distribution by go to market channel

Note: Based on FY 2018 data.
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…and our go-to-market reach is global and growing.

62%
North America

29%
EMEA

10%
APAC

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 190

Note: Based on FY 2018 data. Totals may not sum to 100% due to rounding

Revenue distribution by geography
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We are increasing sales capacity to
rapidly address the accelerating opportunity...

LivePerson Proprietary Information. © 2019 LivePerson, Inc. All Rights Reserved. 191

Investment
allocation

Investment
allocation

Quota carriers &
pipeline generators

101
2018

192
2019ENA

EMEA

APAC

ENT

MM

SMB
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Non-GAAP adjusted EBITDA reconciliation

192

 Guidance  2017  2018  2019E

GAAP net loss $(18.2) $(25.0) $(57.6) - $(52.0)

Depreciation & amortization $17.1 $17.0 $19.5

Stock-based compensation $8.9 $14.8 $34.0

Other non-recurring costs ~$10.2 ~$11.0 ~$7.8

Provision for taxes $0.5 $0.9 $6.2 - $5.6

Other (income) expense, net $(0.1) $0.5 $0.0

Adjusted EBITDA $18.4 $19.1 $10.0 – $15.0

Note: Dollar amounts in millions. Certain items may not total due to rounding. Adjusted EBITDA is a Non-GAAP financial measure. Adjusted EBITDA excludes provision for 
(benefit from) income taxes, other (income)/expense, net, depreciation and amortization, stock-based compensation, restructuring costs, acquisition costs and other costs. 
The presentation of this financial information is not intended to be considered in isolation or as a substitute for, or superior to, the financial information prepared and 
presented in accordance with U.S. GAAP.  See select non-gaap definitions slide.
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Select non-GAAP definitions

193

Stock-based compensation 
Represents costs related to stock-based compensation associated with certain employees’ 
participation in the 2009 Stock Incentive Plan and the  2018 Inducement Plan.

Other non-recurring costs 
Primarily represents IP litigation, consulting costs, restructuring costs, and acquisition costs..

Restructuring costs 
Represents severance and associated costs related to resource reallocation for the Company’s 
platform transformation as well as wind-down costs to focus on areas of high-growth 
potential. 

Acquisition costs 
Represents costs incurred for certain acquisitions including: Conversable, Inc. (2018); and 
AdvantageTec, Inc. (2018).

Other (income) expense, net 
Primarily consists of interest income on cash and cash equivalents, investment income and 
financial (expense) income which is a result of currency rate
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Lowest common denominator

194

Our management systems are increasingly data-driven
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The 12 DiamondsWeekly LivePulse Reporting

Employee 
A

Customer 
1

Employee 
C Employee 

D

Employee 
E

Customer 
2

Customer 
3
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4

Employee A Employee B Employee C Employee D Employee E

Customer A Customer B Customer C Customer D Customer E


