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This presentation and the accompanying conference call contain 
forward-looking statements within the meaning of the federal 
securities laws, including statements about our future performance 
and goals. These statements involve substantial risks and 
uncertainties as further described in the Appendix, as well as in our 
most recent periodic reports filed with the SEC, including our Annual 
Report on Form 10-K and subsequent Quarterly Reports on Form 
10-Q, which are available on our website and at sec.gov.

This presentation and the accompanying conference call also 
contain operating metrics, including Active Customer Accounts and 
Dollar-Based Net Expansion Rate. We rely on assumptions to 
calculate these metrics, they are calculated using internal company 
data that has not been independently verified, and they are not 
based on any standardized industry methodology. More information 
about these operating metrics can be found in the Appendix.

This presentation and the accompanying conference call also 
contain non-GAAP financial measures. The non-GAAP financial 
measures, including non-GAAP gross profit, non-GAAP gross profit 
growth, non-GAAP gross margin, non-GAAP income (loss) from 
operations, non-GAAP operating margin, non-GAAP net income 
(loss) per share attributable to common stockholders, diluted (which 
we refer to as non-GAAP diluted earnings per share), organic 
revenue, organic revenue growth, free cash flow and free cash flow 
margin, are presented for supplemental informational purposes 
only and should not be considered a substitute for financial 
information presented in accordance with GAAP. More information 
about and definitions of these non-GAAP financial measures, and 
reconciliations to their most directly comparable GAAP measures, 
can be found in the Appendix.

Legal Disclaimer

2



©2025 TWILIO INC. ALL RIGHTS RESERVED

Financial Overview
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Total Company Results 
Q4 2024

$1,195M

11%

$197M

16.5%

$93M

106%

Note: Organic revenue growth, non-GAAP gross profit, non-GAAP gross margin, non-GAAP income from operations, non-GAAP operating margin, free cash flow and free cash flow margin are non-GAAP financial 
measures. See Appendix for non-GAAP definitions and reconciliations.

Note: Numbers are rounded to the nearest million (other than percentages and Active Customer Accounts). 4

325,000+

$621M

52.0%

7.8%

FY 2024

$4,458M

7%

$714M

16.0%

$657M

104%

325,000+

$2,364M

53.0%

14.7%

11% 9%

Total Revenue

Y/Y Revenue Growth

Y/Y Organic Revenue Growth

Non-GAAP Gross Profit

Non-GAAP Gross Margin

Non-GAAP Income from Operations

Non-GAAP Operating Margin

Free Cash Flow

Free Cash Flow Margin

Dollar-Based Net Expansion Rate

Active Customer Accounts
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Communications Results 
Q4 2024

$1,121M

12%

$567M

50.6%

$275M

24.6%

Note: Organic revenue growth, non-GAAP gross profit and non-GAAP gross margin for our Communications business are non-GAAP financial measures. See Appendix for non-GAAP definitions and reconciliations.

Note: Numbers are rounded to the nearest million (other than percentages and Active Customer Accounts).

Note: Aggregating Communications and Segment non-GAAP income (loss) from operations will not equate to total company non-GAAP income (loss) from operations given certain costs are considered corporate 
costs and are not allocated to either segment. 

108%

5

317,000+

FY 2024

$4,160M

8%

$2,146M

51.6%

$1,042M

25.0%

105%

317,000+

Communications Revenue

Y/Y Communications Revenue Growth

Y/Y Communications Organic Revenue Growth

Communications Non-GAAP Gross Profit

Communications Non-GAAP Gross Margin

Communications Non-GAAP Income from Operations

Communications Non-GAAP Operating Margin

Communications Dollar-Based Net Expansion Rate

Communications Active Customer Accounts

12% 9%



©2025 TWILIO INC. ALL RIGHTS RESERVED

Segment Revenue

Y/Y Segment Revenue Growth

Segment Non-GAAP Gross Profit

Segment Non-GAAP Gross Margin

Segment Non-GAAP Loss from Operations

Segment Non-GAAP Operating Margin

Segment Dollar-Based Net Expansion Rate

Segment Active Customer Accounts

Segment Results 
Q4 2024

$74M

(1%)

$54M

72.3%

($10M)

(13.6%)

93%

Note: Non-GAAP gross profit and non-GAAP gross margin for our Segment business are non-GAAP financial measures. See Appendix for non-GAAP definitions and reconciliations.

Note: Numbers are rounded to the nearest million (other than percentages and Active Customer Accounts).

Note: Aggregating Communications and Segment non-GAAP income (loss) from operations will not equate to total company non-GAAP income (loss) from operations given certain costs are considered corporate 
costs and are not allocated to either segment.

6

7,400+

FY 2024

$298M

1%

$218M

73.3%

($63M)

(21.0%)

92%

7,400+
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Q1 2025 & Full Year 2025 Guidance

Q1 2025 Guidance:

● Total revenue: $1.130 billion to $1.140 billion, up 8% to 9% year-over-year

● Non-GAAP income from operations: $180 million to $190 million

● Non-GAAP diluted earnings per share1: $0.88 - $0.93

● Non-GAAP weighted average diluted shares outstanding: 162 million

Full Year 2025 Guidance:

● Organic revenue growth: 7% to 8% year-over-year

● Non-GAAP income from operations: $825 million to $850 million

● Free cash flow: $825 to $850 million

77

1  Non-GAAP diluted earnings per share guidance assumes no impact from volatility of foreign exchange rates.
Note: Organic revenue growth, non-GAAP income from operations, non-GAAP diluted earnings per share and free cash flow are non-GAAP financial measures. See Appendix for non-GAAP definitions and reconciliations.
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Quarterly Revenue 

11%
Q4’24 Total Revenue 

Growth Y/Y

12%
Q4’24 Communications 

Revenue Growth Y/Y

(1%)
Q4’24 Segment Revenue 

Growth Y/Y

Note: Numbers are rounded to the nearest million (other than percentages). ©2025 TWILIO INC. ALL RIGHTS RESERVED
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Quarterly Organic Revenue Growth 

9

11%
Q4’24 Organic Revenue 

Growth Y/Y

Note: Organic revenue and organic revenue growth are non-GAAP financial measures. See Appendix for non-GAAP definitions and reconciliations.

Note: As a full year has elapsed since Twilio’s 2023 divestitures, starting in the third quarter of 2024, reported and organic revenue growth rates are equivalent.
©2025 TWILIO INC. ALL RIGHTS RESERVED
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Dollar-Based Net Expansion Rate

10
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10

Note: See Appendix for our definition of Dollar-Based Net Expansion Rate.
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Top 10 Active Customer Accounts as a % of Total Revenue
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11

Note: See Appendix for our definition of Active Customer Accounts.
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Non-GAAP Gross Profit 

12

10%
Q4’24 NON-GAAP GROSS 

PROFIT GROWTH Y/Y

Note: Non-GAAP gross profit and non-GAAP gross profit growth are non-GAAP financial measures. See Appendix for non-GAAP definitions and reconciliations.

©2025 TWILIO INC. ALL RIGHTS RESERVED
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16%
Q4’24 NON-GAAP OPERATING 

MARGIN

Note: Non-GAAP income from operations and non-GAAP operating margin are non-GAAP financial measures. See Appendix for non-GAAP definitions and reconciliations.

©2025 TWILIO INC. ALL RIGHTS RESERVED
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Non-GAAP Income from Operations

16%
FY24 NON-GAAP OPERATING 

MARGIN

$714M
FY24 NON-GAAP INCOME 

FROM OPERATIONS
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Stock-Based Compensation Expense

14

13%
Q4’24 STOCK-BASED 

COMPENSATION AS A % OF 
REVENUE

1 Net burn is calculated as the number of employee stock units granted in a year net of forfeitures and divided by the prior year ending share count. Does not include any impact of share repurchases in a given year.
©2025 TWILIO INC. ALL RIGHTS RESERVED
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3.3%
FY24 NET BURN1 (BEFORE 

SHARE REPURCHASES)
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8%
Q4’24 FREE CASH FLOW 

MARGIN

Note: Free cash flow and free cash flow margin are non-GAAP financial measures. See Appendix for non-GAAP definitions and reconciliations.

©2025 TWILIO INC. ALL RIGHTS RESERVED
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Free Cash Flow

15%
FY24 FREE CASH FLOW 

MARGIN

$657M
FY24 FREE CASH FLOW
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Q4 2024: Representative 
Customer Wins
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Top Customer Wins from the Quarter

17

Communications: 

● Twilio closed a cross-sell deal with a leading online rug retailer. In the span of a week, the customer went from having no SMS 
marketing presence to scaling a robust campaign that resulted in 1.5M messages sent over the course of Cyber Week, a testament 
to the speed and trust of our platform.

● Twilio signed a seven figure deal with a leading global investment advisor to consolidate their authentication solution to one 
provider, Twilio. The deal includes both Verify and Lookup to support all international markets, ensuring a seamless and reliable 
user experience for clients worldwide.

● Twilio signed a three-year Voice commit with E.ON Next. E.ON Next is committed to providing innovative energy solutions that 
empower customers while contributing to a sustainable future. With a focus on affordability and customer satisfaction, E.ON Next 
offers a range of products and services designed to meet the evolving needs of households across the UK.

● A leading European bank signed a deal to further consolidate its messaging traffic with Twilio. This financial services customer is 
able to send both one-way messages for account notifications and, for customers using short-codes, they can use two-way 
messaging.

● During the quarter, Twilio expanded its relationship with Klaviyo with several SMS deals in European markets.

● Twilio signed a Voice deal with O’Brien Glass, who provides Autoglass & Glazing products as well as Plumbing & Electrical services, 
who was already using Twilio for messaging. O’Brien was managing multiple carrier environments and platforms, and will use 
Twilio's Voice platform to reduce cost, and provide a foundation to scale as the business grows.



©2025 TWILIO INC. ALL RIGHTS RESERVED

Top Customer Wins from the Quarter (cont.)

18

Communications (continued): 

● During the quarter, Twilio signed a deal with a leading B2C delivery company. In an effort to reduce delivery failures and time to 
deliver, they leveraged Twilio's Branded Calling feature, which led to a 3% improvement in successful deliveries due to the 
increased answer rates.

● Twilio signed a deal with a leading web hosting provider. The company has been a longtime Twilio Messaging customer and 
expanded their use to include Twilio’s Conversations API to power two-way SMS and voice channels. With Twilio, the company 
has integrated the product into their own proprietary unified inbox, giving customers the ability to manage their business 
communications needs on their smartphone and simplify the communication with their own customers.

● During the quarter, Twilio signed a deal with a top health system in the US that adopted Twilio's RCS messaging, Branded Calling, 
and Engagement Suite to increase call adoption, establish a stronger brand presence, increase message deliverability and 
engagement.
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Top Customer Wins from the Quarter (cont.)

19

Segment:

● Twilio closed the largest Segment deal ever in Q4 with one of the world's largest financial services companies. By expanding its 
use of Twilio Segment, they are able to power real-time, behavior-based routing that reduces latency for customers and drives 
better and more relevant customer experiences, while also improving operational efficiency as it will save the company 
millions of dollars annually.

● Leading API platform Postman selected Twilio Segment to unify attribution data from both new and existing users to deliver 
more efficient and effective customer communications.

● Twilio signed a Segment expansion with a large sports gambling company to further leverage Segment's real time 
personalization capabilities to deliver omni-channel personalization to their customer base.
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FY24 Customer Success Stories

20

Click customer name to learn more

● Camping World - With Segment, data-driven paid media efforts saw a substantial 35% increase in conversions, defined as a lead 
submission. Additionally, they saw a 16% decrease in cost-per-lead due to cleaner and properly implemented data collection 
allowing Camping World’s ad algorithms to perform better.

● Box - “By using Predictive Audiences, we have significantly improved our paid search performance — achieving a 124% higher 
click-through rate (CTR) and 102% higher conversion rate (CVR) than our average search engine marketing (SEM) performance.”

● myWorld - myWorld simplifies global contact center services with Twilio Flex using an AI chatbot for over 70% of their service 
requests to reduce agent handling time by 35%.

● Lime - With Twilio Verify Fraud Guard, Lime can verify new user sign-ups and mitigate fraud, so they can focus on providing the 
best rider experience possible. Fraud Guard's protection modes allowed Lime to enable the Max Protection Mode and use the 
100% guarantee against SMS Pumping fraud.

● Cloudbeds - Cloudbeds partnered with Twilio to quickly onboard partner properties onto WhatsApp using Twilio’s Senders API – 
making onboarding for new properties nearly instantaneous. Utilizing the WhatsApp Tech Provider Program and Twilio’s Senders 
API, the WhatsApp onboarding process has been shortened from 30 days to only one day.

● Commure - Using Twilio SMS, voice, and email, Commure empowers healthcare providers to deliver timely, personalized 
communications that enhance patient outcomes - resulting in a 54% reduction in no-show rates for preventive care screenings 
with a 94% patient satisfaction of telehealth preparation instructions and communications.

https://protect.checkpoint.com/v2/___https://customers.twilio.com/en-us/camping-world___.YzJ1OnBhdWxiYWtlcm5vdGlmaWVkY29tOmM6bzoxOWI0MGE0N2U1ZTk2ZGM1NDdhZjNlMGY1YmM4N2QwNDo2OmM1OWE6MzE2ZmZjOWVkYzU0MWFkMmVjYzRmY2ZlMGUyODQyM2ZiNzIxNTUzOWEzMTEwMWZiYzdhNWY1NDE4N2U5ZTM0MDpwOlQ6Tg
https://protect.checkpoint.com/v2/___https://segment.com/solutions/ai/predictions/___.YzJ1OnBhdWxiYWtlcm5vdGlmaWVkY29tOmM6bzoxOWI0MGE0N2U1ZTk2ZGM1NDdhZjNlMGY1YmM4N2QwNDo2Ojc1Yjk6Yjc1ZTI2ZmMzN2U1Y2FmMDgxOWU5ZDc1YmU1NzhjOGNlOWE1NGZmYzQ3NDYyMDU0NDBkOGRiZDA1MTZiM2MyMDpwOlQ6Tg
https://protect.checkpoint.com/v2/___https://customers.twilio.com/en-us/myWorld___.YzJ1OnBhdWxiYWtlcm5vdGlmaWVkY29tOmM6bzoxOWI0MGE0N2U1ZTk2ZGM1NDdhZjNlMGY1YmM4N2QwNDo2OjIxNWI6MzcyYzMxMTQyNDJhZmU1ZmJiMjNmMDNhYTM3ZTU4MzRlYWQ4MTIxYjU4ZDJkYjJhMTdhN2YzNDdjYjU5ZmRkMTpwOlQ6Tg
https://protect.checkpoint.com/v2/___https://customers.twilio.com/en-us/lime___.YzJ1OnBhdWxiYWtlcm5vdGlmaWVkY29tOmM6bzoxOWI0MGE0N2U1ZTk2ZGM1NDdhZjNlMGY1YmM4N2QwNDo2OjRlMjc6MmQxMjkxOGMwNGQxMzI2NDE4N2Y4MDMzZWI3MjNjNDkyMjczYTczNjUxYjVkNmFmNzY2Yzk4NTU2ZmE0ZDQ2NjpwOlQ6Tg
https://protect.checkpoint.com/v2/___https://customers.twilio.com/en-us/cloudbeds___.YzJ1OnBhdWxiYWtlcm5vdGlmaWVkY29tOmM6bzoxOWI0MGE0N2U1ZTk2ZGM1NDdhZjNlMGY1YmM4N2QwNDo2OjNjMmI6MGU3NjY1M2I2OWJhODhmNGY2NDBkZDcwM2I5OWQ2ZWExMTA4Y2UwOGZhYmQ5YmIyNDg2NWExYzVlMmYzZGM0MTpwOlQ6Tg
https://protect.checkpoint.com/v2/___https://customers.twilio.com/en-us/commure___.YzJ1OnBhdWxiYWtlcm5vdGlmaWVkY29tOmM6bzoxOWI0MGE0N2U1ZTk2ZGM1NDdhZjNlMGY1YmM4N2QwNDo2OmNkOTY6NGJkMDAxMWU2OTk4MTIzYTg0NWUxYzU1MDJlOTRiYjM4MDU3YTk1M2I0MmZkZDQ0YmNhYjAzZmYyMjlkYzNjZjpwOlQ6Tg


©2025 TWILIO INC. ALL RIGHTS RESERVED

Thank you!
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This presentation and the accompanying conference call contain forward-looking statements 
within the meaning of the federal securities laws. Forward-looking statements generally 
relate to future events or our future financial or operating performance. In some cases, you 
can identify forward-looking statements because they contain words such as “may,” “can,” 
“will,” “would,” “should,” “expects,” “plans,” “anticipates,” “could,” “intends,” “target,” “projects,” 
“contemplates,” “believes,” “estimates,” “predicts,” “forecasts,” “potential” or “continue” or the 
negative of these words or other similar terms or expressions that concern our expectations, 
strategy, plans or intentions. Forward-looking statements contained in this presentation and 
the accompanying conference call include, but are not limited to, statements about: our 
future financial and operating performance, including our expected financial and operating 
results, guidance and targets, including the assumptions underlying such guidance and 
targets; our anticipated strategies and business plans and our ability to successfully execute 
them; our expectations regarding capital returns to shareholders, including share 
repurchases; our expectations regarding our relationships with ISVs, partners and resellers, 
and our self-service and cross-sell efforts; our ability to expand into new and existing 
markets, including international markets; the development and release of our products (and 
the timing thereof), including related to AI and machine learning; the effects of our increased 
investment and go-to-market focus to capture market share; our strategy for streamlining 
and adding value to the customer experience; our ability to deliver on our product roadmap 
and our focus on innovation; and our expectations regarding the impact of operating and 
industry conditions and the impact of such conditions on our business and customers. You 
should not rely upon forward-looking statements as predictions of future events.

The outcome of the events described in these forward-looking statements is subject to 
known and unknown risks, uncertainties, and other factors that may cause our actual results, 
performance, or achievements to differ materially from those described in the 
forward-looking statements, including, among other things: our ability to attract and retain 
customers and expand their usage of our platform; our ability to realize the anticipated 
benefits of changes to our operating model and organizational structure; our ability to 
successfully implement our cost-saving initiatives and to capture expected efficiencies; our 
ability to form and expand partnerships; our ability to successfully enter into new markets 
and manage our international expansion; the impact of macroeconomic and political 
conditions and market volatility; our ability to compete effectively in intensely competitive 
markets; our financial performance, including expectations regarding our results of 
operations and the assumptions underlying such expectations, and ability to achieve and 
sustain profitability; our ability to manage changes in network service provider fees and 
optimize our network service provider coverage and connectivity; and our ability to comply 
with modified or new industry standards, laws and regulations applying to our business, and 
increased costs associated with regulatory compliance.

The forward-looking statements contained in this presentation and the accompanying 
conference call are also subject to additional risks, uncertainties, and factors, including those 
more fully described in our most recent filings with the Securities and Exchange Commission, 
including our Annual Report on Form 10-K and subsequent Quarterly Reports on Form 10-Q. 
Should any of these risks materialize, or should our assumptions prove to be incorrect, actual 
financial results could differ materially from our projections or those implied by these 
forward-looking statements. Moreover, we operate in a very competitive and rapidly 
changing environment, and new risks and uncertainties may emerge that could have an 
impact on the forward-looking statements contained in this presentation and the 
accompanying conference call. All forward-looking statements contained in this presentation 
and the accompanying conference call represent our management’s beliefs and assumptions 
only as of the date such statements are made and we do not assume any obligation to 
update any forward-looking statements to reflect events or circumstances occurring after the 
date on which the statements were made, or to reflect new information or the occurrence of 
unanticipated events, except as required by law.

Forward-Looking Statements
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We review a number of operational and financial metrics, including Active Customer 
Accounts and Dollar-Based Net Expansion Rate, to evaluate our business, measure our 
performance, identify trends affecting our business, formulate business plans and make 
strategic decisions. These metrics are not based on any standardized industry methodology 
and are not necessarily calculated in the same manner or comparable to similarly titled 
measures presented by other companies. Similarly, these metrics may differ from 
estimates published by third parties or from similarly titled metrics of our competitors due 
to differences in methodology. The numbers that we use to calculate Active Customer 
Accounts and Dollar-Based Net Expansion Rate are based on internal data. While these 
numbers are based on what we believe to be reasonable judgments and estimates for the 
applicable period of measurement, there are inherent challenges in measuring usage. We 
regularly review and may adjust our processes for calculating our internal metrics to 
improve their accuracy. If investors or analysts do not perceive our metrics to be accurate 
representations of our business, or if we discover material inaccuracies in our metrics, our 
reputation, business, results of operations, and financial condition would be harmed.

Active Customer Accounts.  We define an Active Customer Account at the end of any period 
as an individual account, as identified by a unique account identifier, for which we have 
recognized at least $5 of revenue in the last month of the period. A single organization may 
constitute multiple unique Active Customer Accounts if it has multiple account identifiers, each 
of which is treated as a separate Active Customer Account. Active Customer Accounts excludes 
customer accounts from Zipwhip, Inc. (“Zipwhip”). Communications Active Customer Accounts 
and Segment Active Customer Accounts are calculated using the same methodology, but using 
only revenue recognized from accounts in the respective segment. The number of consolidated 
and Communications Active Customer Accounts is rounded down to the nearest thousand. The 
number of Segment Active Customer Accounts is rounded down to the nearest hundred.

Our business and customer relationships have grown since we began reporting the number of 
Active Customer Accounts using the above definition, which is anchored to a minimum $5 
monthly revenue figure. We have a large number of Active Customer Accounts with relatively 
low individual spend that in the aggregate do not drive a significant portion of our revenue. 
Due to this dynamic, we believe that the number of Active Customer Accounts, as currently 
defined, is less informative now as an indicator of the growth of our business and future 
revenue trends than it has been in prior periods. 

Operating Metrics

24



©2025 TWILIO INC. ALL RIGHTS RESERVED

25

Dollar-Based Net Expansion Rate. Our Dollar-Based Net Expansion Rate compares the 
total revenue from all Active Customer Accounts and customer accounts from Zipwhip in a 
quarter to the same quarter in the prior year. To calculate the Dollar-Based Net Expansion 
Rate, we first identify the cohort of Active Customer Accounts and customer accounts from 
Zipwhip that were Active Customer Accounts or customer accounts from Zipwhip in the 
same quarter of the prior year. The Dollar-Based Net Expansion Rate is the quotient 
obtained by dividing the revenue generated from that cohort in a quarter, by the revenue 
generated from that same cohort in the corresponding quarter in the prior year. When we 
calculate Dollar-Based Net Expansion Rate for periods longer than one quarter, we use the 
average of the applicable quarterly Dollar-Based Net Expansion Rates for each of the 
quarters in such period. Revenue from acquisitions does not impact the Dollar-Based Net 
Expansion Rate calculation until the quarter following the one-year anniversary of the 
applicable acquisition, unless the acquisition closing date is the first day of a quarter. As a 
result, for the quarter ended December 31, 2024, our Dollar-Based Net Expansion Rate 
excludes the contributions from any acquisitions made after October 1, 2023. Revenue from 
divestitures does not impact the Dollar-Based Net Expansion Rate calculation beginning in 
the quarter the divestiture closed, unless the divestiture closing date is the last day of a 
quarter. As a result, for the quarter ended December 31, 2024, our Dollar-Based Net 
Expansion Rate excludes the contributions from any divestitures made after December 31, 
2023. Communications Dollar-Based Net Expansion Rate and Segment Dollar-Based Net 
Expansion Rate are calculated using the same methodology, but using only revenue 
attributable to the respective segment and Active Customer Accounts and customer 
accounts from Zipwhip for that respective segment. Revenue from customer accounts from 
Zipwhip, which we acquired on July 14, 2021, has been included in our Dollar-Based Net 
Expansion Rate beginning in the quarter ended December 31, 2022.

We believe that measuring Dollar-Based Net Expansion Rate, on an aggregate basis and at the 
segment level, provides an important indication of the performance of our efforts to increase 
revenue from existing customers. Our ability to drive growth and generate incremental 
revenue depends, in part, on our ability to maintain and grow our relationships with existing 
Active Customer Accounts and to increase their use of the platform. An important way in which 
we have historically tracked performance in this area is by measuring the Dollar-Based Net 
Expansion Rate for Active Customer Accounts. Our Dollar-Based Net Expansion Rate increases 
when such Active Customer Accounts increase their usage of a product, extend their usage of a 
product to new applications or adopt a new product. Our Dollar-Based Net Expansion Rate 
decreases when such Active Customer Accounts cease or reduce their usage of a product or 
when we lower usage prices on a product. As our customers grow their businesses and extend 
the use of our platform, they sometimes create multiple customer accounts with us for 
operational or other reasons. As such, when we identify a significant customer organization 
(defined as a single customer organization generating more than 1% of revenue in a quarterly 
reporting period) that has created a new Active Customer Account, this new Active Customer 
Account is tied to, and revenue from this new Active Customer Account is included with, the 
original Active Customer Account for the purposes of calculating this metric.

Operating Metrics
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In addition to financial information presented in accordance with U.S. generally accepted 
accounting principles (“GAAP”), this presentation and the accompanying conference call 
include the non-GAAP financial measures defined below. We use these non-GAAP financial 
measures to evaluate our ongoing operations and for internal planning and forecasting 
purposes. We believe that these non-GAAP financial measures may be helpful to investors 
because they provide consistency and comparability with past financial performance, facilitate 
period-to-period comparisons of results of operations and assist in comparisons with other 
companies, many of which use similar non-GAAP financial measures to supplement their 
GAAP results. We believe organic revenue, organic revenue growth, Communications organic 
revenue and Communications organic revenue growth are useful in understanding the 
ongoing results of our operations on a consolidated basis and at the segment level. We 
believe free cash flow and free cash flow margin provide useful supplemental information to 
help investors understand underlying trends in our business and our liquidity. These 
non-GAAP financial measures are presented for supplemental informational purposes only, 
should not be considered substitutes for financial information presented in accordance with 
GAAP, and may be different from similarly titled non-GAAP measures used by other 
companies. A reconciliation of these measures to the most directly comparable GAAP 
measures is included below. We have not provided the forward-looking GAAP equivalents for 
certain forward-looking non-GAAP measures presented in this presentation or the 
accompanying conference call, or a GAAP reconciliation, as a result of the uncertainty 
regarding, and the potential variability of, reconciling items such as stock-based 
compensation expense. Accordingly, a reconciliation of these non-GAAP guidance metrics to 
their corresponding forward-looking GAAP equivalents is not available without unreasonable 
effort. However, it is important to note that material changes to reconciling items could have 
a significant effect on future GAAP results.
 

Non-GAAP Gross Profit and Non-GAAP Gross Margin.  For the periods presented, we define 
non-GAAP gross profit and non-GAAP gross margin as GAAP gross profit and GAAP gross 
margin, respectively, adjusted to exclude stock-based compensation, amortization of acquired 
intangibles and payroll taxes related to stock-based compensation. Segment-level non‑GAAP 
gross profit and non‑GAAP gross margin are calculated using the same methodology, but using 
(and excluding, as applicable) only revenue and expenses attributable to the applicable 
segment. 

Non-GAAP Gross Profit Growth.  For the periods presented, we calculate non-GAAP gross 
profit growth by dividing (i) non-GAAP gross profit for the period presented less non-GAAP 
gross profit in the comparative period by (ii) non-GAAP gross profit in the comparative period.

Non‑GAAP Income (Loss) from Operations and Non‑GAAP Operating Margin.  For the 
periods presented, we define non‑GAAP income (loss) from operations and non‑GAAP 
operating margin as GAAP loss from operations and GAAP operating margin, respectively, 
adjusted to exclude, as applicable, stock-based compensation, amortization of acquired 
intangibles, loss on net assets divested, acquisition and divestiture related expenses, payroll 
taxes related to stock-based compensation, charitable contributions, restructuring costs, and 
impairment of long-lived assets. Segment-level non‑GAAP income (loss) from operations and 
non‑GAAP operating margin are calculated using the same methodology, but using (and 
excluding, as applicable) only revenue and expenses attributable to the applicable segment.

Non-GAAP Financial Measures

26



©2025 TWILIO INC. ALL RIGHTS RESERVED

27

Non‑GAAP Net Income (Loss) Attributable to Common Stockholders and Non‑GAAP Net 
Income (Loss) Per Share Attributable to Common Stockholders.  For the periods 
presented, we define non-GAAP net income (loss) attributable to common stockholders and 
non‑GAAP net income (loss) per share attributable to common stockholders, diluted (which 
we refer to as “non-GAAP diluted earnings per share”) as GAAP net loss attributable to 
common stockholders and GAAP net loss per share attributable to common stockholders, 
basic and diluted, respectively, adjusted to exclude stock-based compensation, amortization 
of acquired intangibles, loss on net assets divested, acquisition and divestiture related 
expenses, payroll taxes related to stock-based compensation, accretion of debt discount and 
issuance costs, provision of income tax effects related to non-GAAP adjustments, income tax 
benefit related to acquisitions, charitable contributions, share of losses from equity method 
investment, restructuring costs, impairment of long-lived assets and gains on or impairment 
of strategic investments. 

Organic Revenue.  For the periods presented, we define organic revenue as GAAP revenue, 
excluding (i) revenue from each acquired business and revenue from application-to-person 
(“A2P”) 10DLC fees imposed by major U.S. carriers on our core messaging business, in each 
case until the beginning of the first full quarter following the one-year anniversary of the 
closing date of such acquisition or the initial date such fees were charged and (ii) revenue 
from each divested business beginning in the quarter of the closing date of such divestiture; 
provided that (a) if an acquisition closes or such fees are initially charged on the first day of a 
quarter, such revenue will be included in organic revenue beginning on the one-year 
anniversary of the closing date of such acquisition or the initial date such fees were charged 
and (b) if a divestiture closes on the last day of a quarter, such revenue will be included in 
organic revenue for that quarter. A2P 10DLC fees are fees imposed by U.S. mobile carriers for 
A2P SMS messages delivered to its subscribers, and we pass these fees to our messaging 
customers at cost.

Organic Revenue Growth.  For the periods presented, we calculate organic revenue growth 
by dividing (i) organic revenue for the period presented less organic revenue in the 
comparative period by (ii) organic revenue in the comparative period. If revenue from certain 
acquisitions, divestitures or A2P 10DLC fees is included or excluded in organic revenue in the 
period presented, then revenue from the same acquisitions, divestitures and A2P 10DLC fees 
is included or excluded in organic revenue in the comparative period or purposes of the 
organic revenue growth calculation. As a result, organic revenue used in this calculation for 
the comparative period will not always equal organic revenue reported for the comparative 
period. Communications organic revenue growth is calculated using the same methodology, 
but using (and excluding, as applicable) only revenue attributable to the Communications 
segment.

Free Cash Flow and Free Cash Flow Margin.  For the periods presented, we define free cash 
flow as net cash provided by (used in) operating activities, excluding capitalized software 
development costs and purchases of long-lived and intangible assets, and we define free cash 
flow margin as free cash flow divided by revenue.
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