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Tactic #15

“eh.



Why?

Think of onboarding as rolling out the red carpet
for your customers so they feel valued,
understood, and empowered from the get-go.

A customer onboarding program sets new
customers up for success, fosterslong-term
loyalty and helps reduce churn by ensuring your
customers are getting the most out of your
solution.



Onboarding completionrate

Time to first value

Customer satisfaction score
Customerretentionrate

Free to paid conversionrates (if applicable)
Feature adoptionrates (if applicable)

Support tickets raised (if applicable)



Onboarding Strategy.

When customers understand the full
capability of your product or service, they
can extract maximum value fromit.

Your onboarding strategy will depend on how
you want your onboarding to occur, and the
level of involvement you need from your team
e.g. fully automated self-serviceis ano-

touch onboarding model; onboarding with
emailand chat supportisa low touch model. \
Get users to use your solution

more than once within the first week and
then establish a pattern of repeat usage.



Welcome Kit.

Welcoming new customers to your business is more
thanjust a formality - it’s a crucial opportunity to set
the stage for along-lasting and mutually beneficial
relationship.

Prepare awelcome kit with relevant product guides,
step-by-step tutorials, and helpful resources.

Consider all of the channels you have available to
welcome your customers e.g. email, in-app message,
physical welcome letterto accompany hardware etc.




Interactive
Training Sessions.

Take your onboarding experience to the
nextlevel by offering interactive, hands-
on training sessions or webinars.

Greatto
showcase advanced
features, orto address
common challenges.

—

These types of sessions provide a
platform for customers to engage
directly with your team to ask
questions and provide you with
valuable feedback andinsights.



Check-inRegularly.

Initiate regular check-ins at critical points
in your onboarding process to make sure
customers are on the right track.

Check-ins provide an opportunity to
address concerns, gather feedback, and
offer guidance.

Take a personalised
approach, reaching out via email
or a brief phone call to
understand customer
experiences.

\




Step 05.
Celebrate
milestones.

Recognise customer achievements when
they progress within your product or service
with a congratulatory message or abadge as
milestones are reached.

—©® TOP TIP: These key
milestones are oftenthe
perfect time to gather
feedback from customers on
their experiences so far.




Step 06.
Continuous Support.

Onboardingis not just limited to 30, 60, or 90
days. It’s an ongoing process that requires
constant communication.

Customers should get the support
they needlong after formal

onboarding has been _—
completed. ®



Step 07.
Measuring Success.

Measure the success of your programme by
tracking customer onboarding metrics like:

« Thetime customerstookto fully
onboard

« Anypointsinthe processthat caused
frustration

« Rate of product orservice upgrades

- Levelof engagement. Are customers
taking the actions you expected?

« Customerchurnrate
Brand preference score

TOPTIP:
Use this datato
refine andimprove
the programme.




NextUp:Tactic #16

Your first essential checkpoint. This quick but
thorough analysis will help you assess and refine
your marketing effectiveness andreveal results
you may not have expected.

Follow SwayTech on LinkedIn to get notified as
we share further tactical marketing plays and Feel
free to connect with our CEQO Michael.



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

