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Onboarding goals

Multi-touch journeys
we built

o Example touchpoints

Ag e n d a o Where Pendo comes in!

The results

BONUS: Using Al to
build your own
onboarding content
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- Ultimate Goals

R é 'EMPOWER users to hit the ground running
3 o - ACCELERATE customers' time-to-value

DRIVE utilization & logins within the first 30 days

SHIFT the Customer Success operating model

, BUILD an automated, digital exp;e'rien_ce; that easily
‘ & scales yet maintains white-glove service



Unify the experience for customer scale &growth ¢
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’
Streamlining Onboarding

POWERED BY: Al, automation, customer data, product insights,
personalization, video content, across multiple channels

Your Very Own
Personalized Video

Acme Inc

Welcome to Okta!
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JOu rney: First 30-Days

»

In-app Guides:
- Welcome video
- Video page tour

In-app Guides: ' In-app Guides: In-app Guides:

Studio editing tour Scene library tour

In-app Guides:

SH (27 ey Personalization tour

(if not done yet)

Email Comms:

- Admin add users Email Comms: E{gallc(é%rt\;r:\; 'E?;?r::r?og;rs‘?i;n Email Comms: _Er:atlj C?mmsi
- Account activation Where to start S p £ int invit 9 Personalization 101 |7 (BTN (RS E]S
- Welcome to SSky upport intro Invite - Activity re-engage

daySky’s Customer Onboarding

Email Comms:
1st usage recap

Email Comms:
1st feedback survey

Day 35

, Pendo guide touchpoint

*



SUNDAYSKY

VIDEO PLATFORM

CONGRATULATIONS THERE,

You're in! Kick off your SundaySky journey with something special:
a personalized welcome video!

Your First Step -
Watch your own
Personalized Video
Just Click 'Play’

*

We're thrilled to have you on board. Now that your SundaySky account is
active you can create an unlimited number of videos, quickly and easily.

It's also easy to add personalization, which can take regular communications,
like this email, to the next level.

We can't wait to see what you'll create for your audience!

Watch your personalized video

Ready to dive in? Log in to SundaySky to explore your new creative tools.

Happy Creating!
The SundaySky Team.

If you can’t find the email with your username and password, check your

e

Welcome!
W A &

Welcome to the SundaySky Studio - we have some quick pro-tips
10 help you hit the ground running!

Remind Me Later (AN

O Hitherel

Foldering 1 Foldering 2 ‘Google Sheets 1

< Getting Started

©  Your SundaySky Welcome
Video ;
Video Details Overvwew

Comy o
Start Here - SundaySky
Studio Overwew

Comp

Scene Library Quick Tips
c o

Configure Your Data Library

Updated 6 months ago

SUNDAYSKY

MUSIC
LIBRARY D

Introduction

ot the tone of the vid
K music brary (which Includes 30,000 tracks

of your own.

ing the right background music is a great

By default, a video does not have any background music.

> your video, note the following:

and maj

covering a wide var

y of genres and




In-app Guides:
- Welcome video

Email Comms:
- Personalized
onboarding video

- Checklist
- Resources

Success Hub

Okta’s Customer Onboarding

Journey: First 30 Days

In-app Guides:
- Guided
walkthroughs

Email Comms:
- Highlight most

urgent tasks Success Hub

In-app Guides: I

- Reminder to
complete tasks

Email Comms:
- Nudge to complete
onboarding tasks' g . .css Hub

In-app Guides: I

- Guided dashboard
walkthrough

Email Comms:
- Reporting
enablement

Success Hub

’

In-app Guides:
Personalized feature
walkthroughs

Email Comms:
- Customized feature
adoption

- Business review Success Hub
snapshots

Week 1

Week 2

Week 3

Week 4
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okta

Welcome to Okta °

Welcome to Okta!

We've created a personalized
onboarding video just for you.

Complete your onboarding tasks to
get the most out of Okta

You've been granted maximum privileges in Okta with
super administrator access.

rir ) :
Sync your users from /
create users directly in Okta.

AP or you can al

Choo! rom over 7000 pre-built integrations within the Okta
Integration Network or use our guided t zard
add your own custom apps.

Example journey

/ \ Overview Status

Tasks

Type  Mems  Descripion

Org changes.

Get started with Okta

Watch your personalized
video and explore your
next steps with Okta

PMONIUM 2024




Example personalized onboarding video 9

Let’s explore your first

Dynamic fields
include status
of tasks, key
account
contacts...

N AN
\ \ We’re here to help every step
\ NN of the way!
N N\ " \ 2
N\
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. N Up to 66% email open rates
Up to 33% email click-through rates

47% of new users watch more thah 30'seconds ‘

’ _

2-3 hours to create flrst V|deo vs 7 8 days (on average)

iﬂ'_',. =




Okta Impact

BOOST IN CUSTOMER HEALTH
2X GREEN HEALTH SCORES
INCREASED VIDEO VIEW RATES

69% AVERAGE VIDEO VIEW RATE

CUSTOMER SATISFACTION
75% OF RESPONDENTS SAY THAT
IN-APP GUIDES ARE HELPFUL
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Al Accelerates

e Get started quickly

e Iterate your message for the specific touchpoint:
product guide, email comms, video

e Driveinternal efficiency & a better customer
experience

PENDOMONIUM 2024



Final Thoughts

Compelling personalized digital
onboarding experiences are
achievable & amplify Customer
Success resources

Pendo can help, at scale using data
Maximize communications strategy Q
with email, video & Al tools for a

comprehensive journey PENDOMONIUM 2024



\v~ .
,,,« Py .
P> ”
“5,‘?"»*’7.
. . S
. > .
3 * . X
. "' ‘o 2 ; s
«
> . .
¥ : O T




