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Rap|d7 | about

Rapid7 empowers
organizations to prevent
attacks by providing
visibility into
vulnerabilities and to
rapidly detect
compromises, respond to
breaches, and correct the
underlying causes of
attacks.

Rapid?7 Initial Public Offering: Friday,
July 17th, 2015
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Customer SUCCESS | rapid7 perspective
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Examining Learning & Support




| land & expand is the now

Learning & Support is the answer to “Land & Expand”:
Drive product adoption

Harvest customer perspective

Build strong customer advocacy
Achieve competitive differentiation

Discover & meet unrealized customer needs



Rapid/ Learning & Support | 2015 vision

Learning & Support drives security
and product expertise by delivering

Impactful learning interactions and
engaging learning content using
applied learning fundamentals.




| on a new learning paradigm

Focused







Support | is now a channel for customer learning

Customer
Learning
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WHAT IS
LEARNING FOCUSED?



Learnlng | instikdimgsuitst(sometimes) but different approach




Learning | okay, so what?

~ We have to change our approach
g to help our customers to learn.




TRANSFORMATIONAL
CHALLENGES



Hard Change | 2015

Learning

Contextual Self-concept
payout Videos Support Orientation
Intrinsic Reflective Simulation
Cognitive Readiness Problem
Analysis Task Role Lecture

s Andragogy Action
Motivation Debrief%tﬂdy social related

models . Hn:l::w Life Msled
ersona ay
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Transformative Education
Narrative centered
Observation Documentation
Self-Directed
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Learning | strategy alignment
N
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Middle Management

Line Management

Individual Contributors




People

@We had to reinvent and socialize our vision organizationally

L

learning interactions and engaging learning content using applied learning

£ Learning & Support drives security and product expertise by delivering impactful
fundamentals.

@ Then we had to cement our organizational purpose

v

by providing the best because we believe that we
products and security all deserve to be free from
knowledge in the world... attackers.

We help our customers
secure their business...




People

We had MANY discussions at individual, team, and
organizational levels

-

Rigorous, continuous reinforcement via monthly “all-hands”, weekly team meetings,
weekly 1:1s and MBWA. Swag, recognition, awards & kudos helped.

y Finally, we had to ensure “right people are on the bus”
(thanks Jim)




Wn Hunting




Learning
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New Support Skills New Approach to Content Development
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Need to Know Problem Centered Motivation

Responds to one’s question: Addresses real problems in Delivers personal benefit and

o ). U

Why do | need to know this?” one’s “real world” context outcome




SUppOrt Learning Learning | practicing a new paradigm...

Support Learning Exercise Example

Need to Know Problem Centered Motivation



Skills | fortuitous? learning about learning

— Learning Changing
People ‘ ' | new | the tires on

changes — Learning / | a moving

skills bus

* Workshops, role-play
* Self-Directed Learning program
* Interactive lecture, discussion groups, debrief
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Other Challenges | faced during transition




Today | learning & support drives customer success
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The New Responsibility of “Learning” in
Customer Success and Support

Questions?
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