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Why Continuous Customer Onboarding

/s Critical for Your Organization
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* What is onboarding?

* Onboarding accounts vs users
» Ongoing onboarding

* Next steps
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Onboarding

The action or process of familiarizing new
customers with your products & services
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Do you have a process to familiarize new customers with
yvour products & services?




Who delivers onboarding?

No one
1%




Orchestrated

Organizing & planning something that is complicated to
achieve a desired or maximum effect
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The Orchestrated Onboarding Framework
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Pre-Sales

« Sell & market
CS value

.+ Set
expectations

Handoffs

* Internal handoff

« Customer
handoff

Kickoff

» Kickoff meeting
» Success plan
Quick wins

Schedule
review

Implement

» Training
« Services
- Go live

 Adoption

Review

- Measure
outcomes

« Wins &
feedback

Ongoing

* New users
* New products
* New orgs

* Product
updates
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Onboarding accounts
| Versus users
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&g One-off events
Customizing & branding your product

@ Implementation & integrations
Connecting systems & data

Go live

Launching product for users

Onboarding new
accounts
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The Orchestrated Onboarding Framework
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Onboarding
users




“When customers adopt quickly,

they renew forever”
~ Mark Ralls, Vista Equity



1 30/0 user turnover / year

1 00 USErS
1 3'25 users leave

this year
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Ongoing Onboarding

New users In existing accounts

Existing product updates

SeW PIOGUES \

New organizations within existing accounts

Phases of customer maturity
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The Orchestrated Onboarding Framework
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New users In existing accounts

Self-paced o 0
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Do you formally onboard new users in existing accounts?

Don't know
4%




How do customers learn how to use your product?

No training




Who creates customer training or enablement content at your company?

No Training
1%




Existing product updates

Webinars: Live & on-demand
Delta courses

Email campaigns

| a - . In app
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Considerations for new organizations
within existing accounts

208 3, il

Separate Onboarding new What are the What are their

implementation & users to existing or requirements of the desired goals &
integration? new new organization? outcomes
implementation?




Phases of customer maturity

4

Measure the impact

Move to complex
modules / workflows

Start with basic

modules / workflows

Define a customer
maturity lifecycle
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Do you charge for customer onboarding?




Next steps

RN

/

Lk
5

) | F

SSAN

A

© 2019 Springboard Solutions




/

' AT,
1g you would change today?

wand.what is one

If you had a magic

0 X
w -
..
¢ 9

-

RN



Scalable
training

Seamless &
reliable
processes

Improved
communication

Self service

Technology







New users in existing accounts

Existing product updates

New products

New organizations within existing
accounts
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Phases of customer maturity




donna@springboardin.com
Let's
connect! @donnaweb

https://www.linkedin.com/in/
donnaweb/

Springboardin.com
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