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Safety Experience
2016 Overview
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How Safe Are We?
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Incident Rate

@ Driving
@ Behavior
Other

25,000 incidents
per week

(0.06% of Trips)
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Incident Rate (excl Driving)

6,000 incidents
per week

(0.016% of Trips)
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But it’s more than just than incident rate.
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Cost of Safety

Economic Cost

Safety incidents are low volume relative
to trips, but are extremely expensive to
the business.

Human Cost

These costs are trivial in comparison to

the human costs of safety incidents (e.g.,

the physical and emotional damage
resulting from accidents, assaults and
other violations of social trust)

2015 Cast of Safety

IRT / CSR Cost $37.3M
Usage Churn $15.1M
Appeasement $4.8M
e $10.8M
US BGC's 'REDACTED
Settlements REDACTED
Total $100M+

Source: Economic Costof Safety Study
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Establish _Url iversal Trust
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Summary
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Summary

We're not there yet

We're fairly safe, but that doesn’t mean we can’t do more.
Preventing incidents will not only materially reduce cost, but will
have a profound impact on the lives of our users.

Trustis a huge opportunity

There's a large gap between users’ perception of safety and the
reality. Increasing user trust in Uber as a safe ride will lead to
growth.

P-00304.00011
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Connecting prevention and trust
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T 1

Minimizing risk to increase trust

SAFETY PROGRAM |

We believe we can
Increase user trust by
minimizing the
chance of an
incidentoccurring
while empowering
users to evaluate
risk in order to make
Iinformed decisions
about their safety

You can dive into the raw data for full detail.
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Team Priorities

1. Establish a trust score
In order to ensure we're prioritizing the right products, we
have to establish a KPI that quantifies our impact on trust.
We'll work with Safety Ops to define, measure and track this
score.

1. Identify & Mitigate Risk
Until a trust score is established, we'll lock to identify and
remove the riskiest points of friction that lead to safety
incidents.
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Product Strategy
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T 1
Risk Management

Identify
f > Hazards :ﬂ
Monitor ~ implement
Behavior N Controls

You can dive into the raw data for full detail.
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| I A...—-\.
Identifying Hazards i i
| | &= |
You can dive into the raw data for full detail.
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T 1 o -
Implement Controls e ‘
| | = (==
Exgerimant
Produa
You can dive into the raw data for full detail.
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| I ] | _
Monitor Behavior i T

You can dive into the raw data for full detail.
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SAFETY EXPERIENCE

PRODUCT ROADMAP

o [ree Juamw  [remsw Jwams [amw [wavw fuwm fanw jwow [ePrw focTu  [wove  joeck

e R Y
sl L] o e
Sran Triggen }
et St +
Pt hone (Pt ot +
Comane (Dre Pescc) )
SUNETA & +
Vaed (o $0%; +
v Sawy =)
L i 1) [ () O e
& oo s | o |
P e s

Use a soft return (Shift+Return) after the subhead to remove the spacing below.

CONFIDENTIAL UBERO000179610
UBER_JCCP_MDL_000158508

P-00304.00020



CONFIDENTIAL

H2 2016
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Mutombo Identity Verification

Project Briet
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Mayday Augmenting emergency services

PROJECT SUMMARY
The Palice
emergency
faster

d be the defacto “S08” button for our users when there's an
e can build tools that augment the experience and get you help

esign, we will rebulld Mayday to reduce the support burden
for future on-trip safety features that can be rolled out inall

®  Build redesigned 505 solution, Mayday, and be code complete by 8/18 to
unblock Helbx launch
®  Launch trust survey that measures the impact of Safety features on the
willingness of a user to use Ubser
Q4 Key Fesul

& Foil outto Mayday to 2 countries and reduce SOS generated false positive

® Devalop and rollout a driver SOS solution in at least 1 country

) 15

Design Deck
.
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Emergency Assistance
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ShareMyETATrack your friends’ trip in realtime

PROJECT SUMMARY

first in order fo ensure we do not block

solution, Mayday, and be code complete by 8/19to

hat measures the impact of Safety features on the
touse Uber

o Mayday 1o 2 countries and reduce SOS generated false positive
tickets by B0%
& Develop and roliout a driver SOS solution Inat least 1 country

Eroject Briel
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Unity Device Phone Anonymization

PROJECT SUMMARY

After the and of a trip, your contact detalls should remain yours

cations providers, we'l
2rs may nead to send / recaive to

call routing [1- (help_responses

giobally (Phab)

P-00304.00025
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Foto Nuevo Profile Photo Revamp

PROJECT SUMMARY

Leverage facial recognition to improve the quality of driver's profile photos

WHY WE NEED IT
@ User trust: Fiders will doubt that we have the appropriate controls and
mechan in place to screen our partners if we can't get photos right
& wvention: Photosin many parts of the world are foundational to
what makes Uiber safer than the alternatives. Bad photos make it hard for
riders to get in the right car, creating a safety risk

HOW BIG IS THE PROBLEM?
& Our gudit found that over 7% of US drivers do nothave a detectable facs;
Largely due to dark photos, glare, sideways photos and images of cars.

H2 Objective: Closing Security Gaps
Q3 Key Results
®  Auditthe antire US driver base and Increase % of verified profile photos with
2 detectable face from93% to 99% Inthe US
Q4 Key FResult
& Auditthe global driver base and increase % of verified profile photos with a
getectable face from X% to X%

L

Project Brief (WIP)

2
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2017 & Beyond
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Use a soft return (Shift+Return) after the subhead to remove the spacing below.
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Blackbox Audio / Video Recording

24HR PROTECTED

rd party dashcam that
ith partner app

V3 - Realtime streaming

UBERO000179618
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SafetyNet - Emergency Contacts Revamp

PROJECT SUMMARY

iin i ama w 1w e The original v

etyMNet had a great vision but was built with a constrained

£t UBE®S timeline. We an revamp the Emergency Contacts functionality into a
= much more s satires
ol
v g WHAT WILL V3 & BEYOND LOOK LIKE? SUCCESS CRITERIA
L~ -
LOWY BATTERY Automated & Seart Notifications xx3% increase in send status usage

xx% increase in user sentiment

Do et & M
; s trust

s,
| o eme s

o ] w o
Multi-Purpose Emergency Contacts emergency contacts saved
®  Rider GPS integration
SrMISSIeNS about
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Converse From One Star to All Star

PROJECT SUMMARY
hoeir feedback matters by makdn: [ e report i
gh an enhanced rating screan. We'll leverage the data to "I

mation about the previo

28
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Safe Pickups Minimize points of friction

- @ SUCCESS
- uber O Imemot e liop mowios b7 gD
[~ e | rightriders are In the right venicles at al times
Valenda Precheck
Minimze the wiong Make 2 easy to spot
rider problem by your driver and get in
showing photos to the right car 2
drivers
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APPENDIX / OLD SLIDES
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Safety is Complex

SAFETY PROGRAM

Safety is one of
few teams with
touch points
throughout the
user journey
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Do users trust us?
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Measuring Trust

® Trust is a difficult, but not impossible, concept to quantify

® Sinceit's largely based on emotion, constant user research
and experimentation is required

® Our best guess is a set of proxies that track the impact of
trust related metrics on growth

P-00304.00035
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User Sentiment (US)

Existing Users

® Unclear screening methods are
the second largest indicated
reason users don't ride more

New Users

® Barriers stem from lack of info,
screening and safety concerns -
price is a big but secondary

factor

Barriers for
Existing Users

Barriers for Gen
Pop. Non-Users

P-00304.00036
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User Engagement

Supply Growth's Project Amelia research
revealed that Safety is the number one
reason why women don’t sign up to drive.

Even when they do, they avoid late night
hours that are deemed “unsafe” “I don't think | can trust everyone coming

. o =

UBERO000179627

CONFIDENTIAL
UBER_JCCP_MDL_000158525

P-00304.00037



Safety Awareness

SRiders  ®GP Non-fiders @ Deven

We have a huge opportunity

to showcase our ability to L ’;j;::‘;‘:mg;‘ -
leverage technology tomake . ___ e
the world the platform and iy trvin s chche

the world, a safer place

Responds apprprately 10 safety
Incxdents whan they oo

Source: Benson ¥
December 2015 LIS Study
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User Chumn

There is statistically significant
data that proves that users churm
increases the more severe the
safety incident.

We also hypothesize that if a
safety story goes viral, it will have
a material impact usage by risk-
averse non-victims.

Dependent Variable: Trip Counts of Victim

Post-L1

Post-L2 -9%

Post-L3 -4% -3%
Post-L4 -31% -9%

Source: Economic Costof Safety Study

P-00304.00039
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Incident Rate

230 Vehicle Thefts
702 Burglaries 2,908 Property Crimes

1976 Larcenies

Source: EBl

P-00304.00040

Property Crime = burglary, larceny-theft, motor vehicle theft, and arson
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We're 80x safer than the average US city

UBER | USA
36 | 2908

Property Crime = burglary, larceny-theft, motor vehicle theft, and arson
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How do users evaluate risk?
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Trust proxies

® Media and User Sentiment- how do people feel about us?
® Engagement - do risk-averse users use the platform less?
® Awareness - are people informed about our safety measure?

® Chum -what happens to a user after an incident?

P-00304.00043
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Evaluating Risk

Anticipated outcomes

{including pnticipated
emotions \
Cognitive
,( evaluation
Subgctiv

Oulcomes
probabilities Bahavior }—« i i
~
Feelings
Other factors /
B.g., vividness,

background maod
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T 1

How do users evaluate risk?

Stake i I

When users evaluate risk, it's a
function of how trusting are they of the
outcome vs what's at stake.

They don't have a lot to gain / lose, the
risk is fairly low regardless of trust. The
inverse is also true - the more that's at
stake, the higher the risk especially if
you don't have a lot of trust

You can dive into the raw data for full detail.
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Trust in Motives

R isfalithe &

Narrative o 1 Bout level of s th
informaticn hazards. Reliance on Bdvison signals an scoeptance of
ae compatant snd welbmeaning (whan, infact, they may
I ot be) Such rell o of
sanse encapiulated by the abovedefiiion When
Value Social trust pRcpie rely mors on certain scvison. we can sy thal
s — (TUBE N — thais thatthey
= maotives) wdvison [Twyman, Hervey and Haeies. 2008)
|| .
intention this model, e "
Past in — their acvison. The fint is trust in motives (sl mown
=) (Trust nimply 85 “trust” or “secisl trust’) and the second i trust
in fencven @ LT
e f
1 ocoopenative bahavion of various types. For example.
Fecple may expreas trust in their sdvison, they may use
Personal Reports Bitviom rom them s form thei own judgments, o they
experiance from others may act on the basis of their advios

Trust in motives,

olrigk
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AWARENESS

LOW AWARENESS OF EXISTING FEATURES

49% of users aren’t sure about our screening methods while 30% of riders

are not sure about basic safety features like GPS tracking

Does Does NOT

37. | Conducts criminal background checks on drivers 48 3 r&;:
38. | GPS tracking of every trip that is permanently logged 7 a LI_CL
39. | Allows riders to share their current location and estimated arrival time 7% 2 0

40. | Provides license plate numbers and pictures of the drivers in advance of pick-up | 85 3 12
41. | Allows riders to rate drivers’ performance after every trip 95 1 4

Source
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SCREENING

Screening is a concern for over 50% of our users over 60% of our non-users

SR =GP NoaRuders 8 Dmery

%

s e 1%

s features fuat keep rders and
drvers safe during g

|y R T i i e i ki . iy

Responds agpropratesy 1o satery
incidents when thay occur

Source: Benson Strategy Group December 2015 US Study 46
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CONTROL

RE

S FOR NOT RIDING WITH UBER

Uncertainty and trust are the biggest stumbling blocks for
non users

RGP Non Ry W Ry Gy ol e LbeY leaaame o Lt

1801 ko seogh [ ks o g o Ut b I
st b Lter sty oy parpay dun e gl X%

1 don Y f Lber msegastely "

Bk i v 3 Uk &kt vl o]
_______ - shen Ineedt

Tmcrnme 11w oo uate
i Ut

Source: Benson Strategy Group December 2015 US Study
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SCREENING

Riders

—— oy

I

**hf yOU cou ',-'d te H : v fcreen drivers bi:t:rnmproved safety
’ I_ _ forpassengers (1%) _ _ _ _ _ ;

Uf?er S“CEO one v Lower fares (9%)
thmg o ¥ Price surge clarity (8%)

v Pay drivers more/more of the fare

(4%)

v Allow tipping (1%)

Source: Benson Strategy Group December 2015 US Study 48
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Slide 48

1 It seems like these slides with the survey results about screening are being used to justify Mutombo. But is Mutombo really improving screening?
The type of screening survey respondents care about? This type of screening seems to refer to BGCs, not identity verification (which is obviously a

related but separate issue).
Sunny Jeon, 3/22/2016
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Product lceBox

Gladwell (Trip Anomaly Detection) - Alert users when their trip deviates from the route

Safety Onboarding - Build a space within the Uber apps which increases awareness about our
safety features

Psych Screening - Scale psych screening tools that Ops find more effective than BGC's

Friends Ratings - Build a sense of community by exposing the ratings your friends provided to
the driver you got matched with

Blackiist V2 - Temporarily block a driver / rider pair after a cancelled trip, build front end to
enable CSR's to block palrings of users whe have never been on a trip together

BGC / Protoca Dashboard - Interactive web app that makes our process & protocols interactive
and educational

Uber OnStar - Integrate a first responder network (e.g. ADT) that will be the front fines of
assisting a user during a safety incident

49
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1 http://t.uber.com/safetyfeaturerequestboard
Brian Tan, 4/20/2016
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Valencia Knowing Our Riders At All Times
.
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Safety Onboarding In App Education

51
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Gladwell Trip Anomaly Detection

WRONG
WAY

GO BACK
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1 Qutliers 3)
Dima Kovalev, 3/22/2016
2 Gladwell? Why?

Sunny Jeon, 3/22/2016

3 Ack | love it!!
Sunny Jeon, 3/22/2016

CONFIDENTIAL UBERO000179647
UBER_JCCP_MDL_000159545
P-00304.00057



Safety Experience

USERS AND TARGET MARKETS

WHO ARE OUR USERS?

WHERE IS THIS NEEDED?
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OLD SLIDES
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T 1
Preventing Incidents

You can dive into the raw data for full detail.
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T 1
Preventing Incidents

You can dive into the raw data for full detail.
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Preventing Incidents

You can dive into the raw data for full detail.
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Establishing Trust
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Establishing Trust
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Establishing Trust
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Build trust incrementally

Trust typically does not emerge quickly. It is built upon a
foundation of lengthy shared experiences where the user
develops more confidence in the will and skill of the other

party.
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Establish Shared Expectations

Trust ultimately depends upon a clear understanding of
expectations regarding an experience. When users have control,
they can intervene at any moment to clarify their expectations. In
contrast, trust requires investment at the outset to ensure that
expectations are appropriately shared between everyone.
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Implement Controls

In order to prevent safety incidents from happening, we must invest
in technology that will act as a deterrent for malicious acts on the
platform.
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Design Incentive Structures

The best way to ensure that users act as expected is to create
the right incentive structure to motivate appropriate behaviors.
The will to perform can be shaped by both positive incentives

(rewards) but also negative incentives (penalties).
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Implement Notification Mechanisms

Motification mechanisms must be in place to provide early and constant
warnings of any potential shortfalls or deviations from established
expectations.

We need to effectively communicate with users when they don’t live up to
their end of the bargain and make it easy for them to contact the authorities
or let us know when we don't live up to theirs.
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“Trust means that you're
placing reliance on something
over which you have little
control”
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...but that’s not
natural. It’s human
nature to seek a
sense of control

S
é)ﬁ
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... SO what assurances are users
looking for in order to give up
control over their Uber
experience?
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Ultimately, our users want to be assured of
three things:

Reliability - They will get to their destination
quickly at the agreed upon price

Safety - They will not be put in harm's way
before, during or after a trip

Privacy - No one will abuse privileged access t
their personal information

Qur
Focus
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... SO0 how will we look to
establish trust through
assurance?
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Safety Experience

PROBLEM STATEMENT

MISSIONS
1. Reinforce the safety foundation
2. Empower users to diffuse behavior related

Incidents before they become aritical

WHAT IS WINNING?
® HRightusers in the rightcars at all times
® Enabiing users to evaluate risk & make safefinformed
decisions
® Removing the burden of proof from the victim

HOW DO WE MEASURE SUCCESS?

® Reduce Account Sharing by T0%

&  xx% reducton in L3/L4 incidents

" xx¥ ncrease n user rust

Fal

Reduce users’ uncertainties for being in a car with a stranger

Reduce safety concerns surrounding our platform by empowering users to

take control of their journey

Remove the uncertainties of getting in a car with a stranger

Establish universal trust in our platform by removing all uncertainty

Exceed the safety expectations of our users
e \We need to complete the “pre-trip” safety checklist

Taking a plane ride

Elevate the user’s confidence in a safe journey

Confidence

CONFIDENTIAL
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Trust
Safe Resolution
Diffusion

Establish a shared responsibility of the safety experience before, during and
after a trip
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Fair point, the screening element is also not explicitly called out. Will take another pass, but also open to suggestions
Dima Kovalev, 3/17/2016

| agree, it seems that only control is explicitly mentioned which narrows the scope of what this team can execute on.

Rami Mawas, 3/19/2016

| actually really like this mission statement. Do you think it captures the whole 'after incident' recourse aspect though?

Dhruv Tyagi, 3/19/2016

Another approach is to describe the output rather than the "how".

Ultimately, this team will build products and features which will foster trust which in turn induce better engagement on the platform.

(screening + ID privacy + user control + awerness + person-to-person safety... ) -> trust -> unlock growth, reduce churn
Rami Mawas, 3/19/2016

| think that's part of measuring success. Winning is a bit more qualitative
Dima Kovalev, 3/29/2016

Should wining include actual incident reduction??

Sunny Jeon, 3/29/2016

Incident reduction is very qualitative. It means no harm and safe rides and safe minds. If it is used to measure success, it is also probably what

winning looks like.
Sunny Jeon, 3/29/2016
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Insights
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Safety Experience

Insight #1 - Reinforce the Safety Foundation
INSIGHTS
® '‘We make a lot of safety promises to users, regulators and

the press (Rider | Driver Messaging Guidelines)

There has been very little investment in ensuring these
features scale with our business (e.g. ShareMyEta is
comms’ most mentioned feature, but hasn't been
updated in 2+ years)

Driver app is heavily under-invested for basic safety
features (e.g. rider photos and reasons for poor
experiences)

* ¥ x
* ./
—

“When you'n matched with
o driver, youTisee thev
nome, licerse piow number,
phote, and ratng —50 you
know who's peking you up
oheod of time.” (Source)

Ubeer Reality:
~5% of driver photos fad our
Tace detection sigarhm
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Safety Experience

Insight #2 - Incident Diffusion

INSIGHTS
® Critical interpersonal confiicts have a huge human and
legal cost

® L3'sand L4's are rare, we may never be able to leverage
our data effectively to predict or detect them

® During an incident, the current burden of proof is largely
placed on the victim. This makes providing recourse
difficult

® Wea're not the police and in most situations are powaerless
to help the user. Empowering them to diffuse a situation
will be more effective.

Uer Roeality:

Interpersonl conflicts onou
platiorm domrate headings,
incur massive itgation
wxpenses [~30X morethan 3
dargerous driving incident|
but mare importantly lesves
potentiallyife damaging
Fiman com.
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FOCUS AREAS

3. Trig Anomaly Detecbon
4. SafetyNet

How we increase user frust in the Uber sxperience
PROBLEM: PROBLEM: -
Ve need o D2 able to know our We need to provids tools to users  We nesd fo bring more
users before, during and afisra ral empower them io take transparency ioour feabures,
trp to understand howmuchrsk  control of the situabon and put procasses and profocols io
they propose toour platform them atf ease duwing an polential highight af the ways we bry Io
incident preventincidents
WHAT'S SUCCESS? WHAT'S SUCCESS? WHAT'S SUCCESS?
riders fromever gefing nto an  from victms whie g ;s 'y
aclive Uiber o de-escalate 2 situation quickly - commimant to Safety
and sfortiessly
HOW DO WE GET THERE? HOW DO WE GET THERE? HOW DO WE GET THERE?
1. Driver Verficabion (Mulomba) 1. Oriver & Rider S05 1. Converse
2 Rider . 2 P 2. Safely Onboarding
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This kind of goes to our conversation earlier about whether we think rider quality is something that Safety works on (Converse). We should try and

get data science/analytics to answer that asap
Dhruv Tyagi, 3/17/2016

How are we prioritizing these projects? Specifically
re: Driver & Rider SOS - based on our experience with the rider SOS, the ROI has not been so great, specially since we have so many false positives
Can SOS be deprioritized (unless the vendor we're exploring has some clear benefits)? | also think SOS tends to be more of a trust play, than

adding tangible value.
Shimul Sachdeva, 3/22/2016

| agree. Not sure if SOS features will actually move our primary KPI -- safety incidents. There's also the point that Joe makes -- that it doesn't make
sense for us to compete with well-established 911 infrastructure (like that which exists in the US)

Sunny Jeon, 3/22/2016

How come none of the focus areas are directly tied to our primary KPI - safety incidents?

Sunny Jeon, 3/29/2016

There's a certain level of trust between users but also between the user and Uber. Ultimately a rider may have no idea who the driver is, but is
trusting Uber for screening / due diligence. We can increase trust between users if we show them more info before the trip e.g. # of 5 star trips or
time on platform

Dima Kovaley, 3/29/2016
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FOCUS AREAS

BEFORE DURING AFTER
*  Mutombo ®  A/V Recording ® Converse
. Valenda . Uan
. Onboarding . SafetyNet
*  Gladwell
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FOCUS AREAS

SCREENING

PROBLEM:

Viieneed to be able to know our
users before, during and afisra
trp to undarstand how much rsk
they propose toouwr platform

WHAT'S SUCCESS?
Preventing unapproved drvers or
riders from ever gefting into an
acive Liber

HOW DO WE GET THERE?
1. 1D Verificabon (Mutombo)
2. Wrong Richer (Valencia)
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FOCUS ARE

AS

& Uber sxpanance

CONTROL

PROBLEM:

We need to provide tools to users
trat empower tham io take
control of the siluabon and put
them af #ase during an potential
nodent

WHAT'S SUCCESS?
Removing the burden of proof
from victms whie enabling them
fo de-escalate 3 situation guackly
and aforessly

HOW DO WE GET THERE?
1. U811 (Enhanced 211)

2. Biackbox |AV Recording}

3. Trig Anomaly Detecbon

4 SafetyNet
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FOCUS AREAS

AWARENESS

PROBLEM:

We nead o bring more:
transparency toour features,
processesand profocols o
highight af the ways we bry Io
preventincidents

WHAT'S SUCCESS?
Increasing trust by mproving
awareness aboutUber's
commimeant to Safety

HOW DO WE GET THERE?
1. Coverse
2. Safwty Onboarding
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Establish Shared Expectations

Trust ultimately depends upon a clear understanding of
expectations regarding an experience. When users have
control, they can intervene at any moment to clarify their
expectations. In contrast, trust requires investment at the
outset to ensure that expectations are appropriately shared
between everyone.
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Design Incentive Structures

The best way to ensure that users act as expected is to
create the right incentive structure to motivate appropriate
behaviors. The will to perform can be shaped by both
positive incentives (rewards) but also negative incentives
(penalties).
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Implement Notification Mechanisms

Notification mechanisms must be in place to provide early
and constant warnings of any potential shortfalls or
deviations from established expectations.

We need to effectively communicate with users when they
don’t live up to their end of the bargain or we didn't live up to
theirs
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Build trust incrementally

Trust typically does not emerge quickly. It is built upon a
foundation of lengthy shared experiences where the user
develops more confidence in the will and skill of the other

party.
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Safety Experience

OVERVIEW

WHO ARE OUR USERS?
®  High Rink of Glumn - W might not be abis 10 prevent svedy
inodent, but we can IMpeove cur iEtCNAhD wWith thoss Thas
wiwld b enpacted by an incident
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trusted us for s safe eparence

WHERE IS THIS NEEDED?
®  USA /i / LATAM/ SEA - TED. Nead 15 figur out where
trust in the west, chum s highest or swarenses wil move
the nesde the most

WHAT ARE OUR FOCUS AREAS?

thas s the top conoen of eur

®  Awmness - Hioicaly, we've been sxmmel tight kpped sbout
our Safery data, peocesses and prosoccis. The foundation of tust @
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Safety Experience

PRIORITIES

WHAT ARE OUR SAFETY PROGRAM TEAM PRIORITIES FOR THIS THREAD?

®  Estabioh s Trust / Ergagerrent KP - Oy
wl defned metncs 10 TRC Our IUCo
UBSE NG DU TS BN G
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3 We should jam on whether this is something you work on or if this is something the Safety Intelligence team takes on to support this thread
Dhruv Tyagi, 3/17/2016
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Target Market
Who are our users?

Current
Usage
< " Target market
Mses piatform due 1o for awareness of
(| retiability / price -~ fealures and
Already thinks | !I - process/ prolocols
we're safe \| Opportunity to |
minimize future chum,
— , Safety
Hasn'l signed up Concerns
I
P i Day time only user
platform because Chumed
of reliability / price
Opporiunity for
Growth
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4 Really like this framework!
Dhruv Tyagi, 3/17/2016

5 Is this highest risk for churn or biggest impact when it comes to churn?
Dhruv Tyagi, 3/21/2016

5 Updated, Imk if it makes more sense
Dima Kovalev, 3/21/2016
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Target Market
Who are our users?

Current
Usage

Already thinks
we're safe

Doesn'tuse f
platform because |

of reliability / price |

Opportunity to
minimize future churm
e = Safety

fiasn't signed up™, Concerns
/| Day time only user

i P

| __—" ofour sately

\| Opportunity for ¥ = b

Uses piatform due to
reliability / price

Growth
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