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Figure 1: Onboarding is the biggest cause of churn. 
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Figure 2: The Customer Success Bowtie 
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Figure 3: The 2020 Customer Onboarding Report   
 
Do you have a process to familiarize new customers with your 
products and services? 
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Figure 4: The 2020 Customer Onboarding Report  
 

Have you formally mapped and documented the journey customers 
take after they purchase your product? 
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Figure 5: Customer acquisition costs and the lag time to create a 
profit. 
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Figure 6: Installed base growth of profits 
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Figure 7: Orchestrated Onboarding ™ framework 
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Figure 8: The 2020 Customer Onboarding Report  
 

Do you provide a single place to capture customer goals and how to 
reach them, accessible for both internal teams and customers? 
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Figure 9: The 2020 Customer Onboarding Report  
  

Do pre-sales teams and post-sales teams meet when a new deal 
closes to share information about the new account? 
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Figure 10: The 2020 Customer Onboarding Report  
 
Do you meet with new customer’s teams to make sure their buyers 
and users are aligned on the purchase objectives? 

 

 
 

 

 

 

 

  



 

© Donna Weber and SpringboardIn LLC 13 

Figure 11: Blending implementation and enablement services 
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Figure 12: The 2020 Customer Onboarding Report 
 

Do you formally onboard new users in existing accounts? 
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Figure 13: Design Thinking Overview from Nielson Norman Group 
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Figure 14: The Gartner Hype Cycle 
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Figure 15: The 2020 Customer Onboarding Report  

 
On average, how many days does it take to onboard a new 
customer? 
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Figure 16: Baremetrics B2B software trough of disillusionment 
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Figure 17: The 2020 Customer Onboarding Report  

 
Do you track how long it takes customers to reach first value of your 
product? 
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Figure 18: Baremetrics B2B phased approach 
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Figure 19: The 2020 Customer Onboarding Report  

 
How do you measure the success of the customer? 
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Figure 20: The 2020 Customer Onboarding Report 

 
How do customers learn how to use your product? 
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Figure 21: The 2020 Customer Onboarding Report  

 
On average, how many accounts does each onboarding person / 
team manage during the onboarding period? 
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Figure 22: The 2020 Customer Onboarding Report  

 
What tools do you use to manage and deliver onboarding? 
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Figure 23: The 2020 Customer Onboarding Report  

 
Do you charge for customer onboarding? 
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Figure 24: Humans Love Good Visuals 
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Figure 25: The Orchestrated Onboarding Framework 
 

 

 
 

 
Convey what happens at each stage 

 

 

 
Create a branded image 
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Figure 26: Progress Along the Onboarding Journey 
 
 

 

 
Show progress along the journey 
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