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 Agenda

■ Onboarding goals
■ Multi-touch journeys 

we built
◻ Example touchpoints
◻ Where Pendo comes in!

■ The results
■ BONUS: Using AI to 

build your own 
onboarding content



Ultimate Goals
EMPOWER users to hit the ground running

ACCELERATE customersʼ time-to-value

DRIVE utilization & logins within the first 30 days

SHIFT the Customer Success operating model

BUILD an automated, digital experience that easily 
scales yet maintains white-glove service
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POWERED BY: AI, automation, customer data, product insights, 
personalization, video content, across multiple channels

Streamlining Onboarding



SundaySky’s Customer Onboarding 
Journey: First 30-Days

Email Comms: 
Personalization 101

In-app Guides: 
Personalization tour

Day 10   

Email Comms: 
Training session 
invite

In-app Guides: 
Setup brand tour 
(if not done yet)

Day 5   

Email Comms: 
- Activation re-engage
- Activity re-engage

Day 7-14

Email Comms: 
1st usage recap

Day 30

Email Comms: 
1st feedback survey

Day 35

Pendo guide touchpoint

Email Comms: 
Where to start

In-app Guides: 
Studio editing tour

Day 3   

Email Comms: 
Help Center & 
Support intro

In-app Guides: 
Scene library tour

Day 4   

Email Comms: 
- Admin add users
- Account activation
- Welcome to SSky

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

Day 1   

All guides available in the resource center onboarding checklist



Example journey
Email In-app Help Center



Email Comms: 
- Reporting 

enablement

In-app Guides: 
- Guided dashboard 
walkthrough

Day 21   

Email Comms: 
- Highlight most 

urgent tasks

In-app Guides:
- Guided 
walkthroughs

Day 7    

Email Comms: 
- Nudge to complete 

onboarding tasks

In-app Guides: 
- Reminder to 
complete tasks

Day 14   

Email Comms: 
- Personalized 

onboarding video 
-  Checklist
- Resources

In-app Guides: 
- Welcome video

Day 1   

Okta’s Customer Onboarding 
Journey: First 30 Days

Email Comms: 
- Customized feature 

adoption 
- Business review 

snapshots

In-app Guides: 
Personalized feature 
walkthroughs

Day 30+   

Week 1 Week 2 Week 3 Week 4

Success Hub Success Hub Success Hub Success Hub Success Hub



Example journey
Email In-app

Customer Success Hub



Example personalized onboarding video

Dynamic fields 
include status 
of tasks, key 
account 
contacts…



Cool experience. 
So what?



Early SundaySky Impact
HIGHER EMAIL ENGAGEMENT WITH VIDEO

Up to 66% email open rates
Up to 33% email click-through rates 

MORE TIME SPENT CONSUMING CONTENT
47% of new users watch more than 30 seconds

FASTER TIME TO VALUE
23 hours to create first video vs. 78 days (on average)



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 

INAPP GUIDES ARE HELPFUL



AI Accelerates

● Get started quickly

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

● Drive internal efficiency & a better customer 
experience



Final Thoughts

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

2. Pendo can help, at scale using data 

3. Maximize communications strategy 
with email, video & AI tools for a 
comprehensive journey
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