


The Software Video 

Maturity Model 

Saas software companies relentlessly focus on enabling customers to quickly realize 

value. The faster users get value, the more satisfied the customer. The more value 

that users get, the stickier the solution becomes. 

Customer success, support, education and technical documentation teams are all 

involved in helping customers realize value. Business objectives include: 

• Drive customer growth

• Reduce churn

• Improve NPS and customer satisfaction scores

• Support call deflection in order reduce support call volume

• Accelerating onboarding process

Video has emerged as one of the best tools to support these goals. Developing a 

comprehensive library of "how-to videos" that are always up to date and available in 

the native languages that matter is game changing. 

Traditionally, Saas companies have had challenges keeping up with the demand for 

"how-to" videos. Today's continuous software deployment approach means new 

features are constantly being released, and videos are frequently out of date. In 

recent years, video production has evolved significantly. Generative Al and advances 

in text to speech are enabling teams to: 

• Produce more videos and cover more use cases

• Keep videos up to date in environments with frequent software releases

• Product videos in all the languages that matter
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To help understand how mature your video production capabilities are, we developed 

the Video Maturity Model. This chart helps Saas businesses think about where they 

are and where they need to be in terms of software how-to video libraries. Use this 

model to get a realistic picture of: 

• Your business's current stage

• What that stage's average output looks like

• Common challenges of the stage

• What's needed to improve your video production workflow

Identifying where you are and where you need to be on this model will guide you on 

a path towards your goal and also map out the tools you need to get there. 
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