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Without our Khoros-powered 
community to enable peer-to-peer help, 
we would not be able to sustain such 
rapid growth while maintaining a high 
customer satisfaction score.



Executive
summary
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Centrify is the leader in securing enterprise identities 
against cyberthreats that target today’s hybrid IT 
environment of cloud, mobile, and hardware. Every 
day the Centrify Support Team interacts with IT 
administrators who have diverse skill sets. The Centrify 
Support Team believes that administrators across the 
globe play an important role in collaborating with 
the experts at Centrify. To highlight their spirit of 
collaboration, Centrify decided to take a community-
first approach to digital customer care by extending 
Centrify Support to thousands of customer locations 
by onboarding a Khoros-powered Community. 

Centrify wanted their Khoros-powered community 
to be an online destination where customers could 
connect with both Centrify users and industry peers 
about business and technical challenges. Centrify 
offers three levels of their product — hardware, a 
cloud-based version, and a free version — and they 
needed their community to be able to support all 
versions. With Khoros they found a community that 
can serve all of their customers, no matter which 
product they use. All community members have read 
access to all community categories and write access 
to their free Centrify Express forums. This enables 
Centrify to provide a positive user experience for their 
free product users, which creates the potential for 
those customers to upgrade to Centrify ’s paid service. 

Even with significant growth in their customer base, the 
digital customer care team has been able to successfully 
support all of their customers and they’ve achieved a 
92%+ customer satisfaction rating. Centrify ’s Khoros-
powered community has helped the brand in two 
important ways. First, they have happy customers who 
are willing to share their knowledge, best practices, and 
experiences with other industry veterans within their 
Khoros-powered community. Second, their community 
helped Centrify reduce their costs and add engineers 
across every region and time zone while still meeting 
their SLAs and responsiveness goals. Their free product 
is only supported by their community, and this peer 
support model gives everyone the support they need.



How they 
made it work
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Provided

Turned

Enabled

Offered

excellent customer care for their entire product 
suite, including hardware, cloud-based, and free

their community answers to customers’ 
questions into searchable community 
knowledge for future users

the Support Management Team to have a 
continuous picture of important metrics 
to drive more self-service and to engineer 
efficiency and content creation

paid customers the option to ask technical 
questions in premium product forums which 
guaranteed a timely answer 
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global customers 
supported 5k+

year-over-year 
increase in user 
sessions 31%

customer 
satisfaction rating92%+

Centrify has had significant community 
growth since they onboarded 
their Khoros-powered community, 
including more than 30K visits per 
month, a year-over-year increase 
of user sessions by 31%, and a 
13% increase in topic replies. 

Results
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We keep a close eye on our costs every 
year. The savings in headcount to support 
our customers are repurposed to make 
the community and Centrify Support 
Portal more interactive and resourceful.

VP of Customer Success & Support, 
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