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Client Challenge

A leading SaaS provider launched a new user experience (UX) to improve usability, navigation,
and workflow efficiency. However, adoption lagged due to the significant rework required for
customers to transition, functional gaps that didn’t meet all use cases, and low awareness of the
benefits. With customer satisfaction and company ROI at risk, the company needed a scalable,
flexible approach to drive adoption while addressing customer concerns and ensuring a smooth
transition. The primary challenges included:

‘~»~ Effort and Rework Required: Customers were reluctant to switch due to the
ﬁ; significant rework involved in transitioning to the new Ul.

Functional Gaps: The new interface had functional gaps that did not fully meet the
needs of all customer use cases, creating resistance to adoption.

Awareness Issues: Many customers were unaware of the benefits and
enhancements offered by the new Ul, limiting their motivation to migrate.

Complex Customer Base: The diverse customer base included varying levels of

& %

complexity, ARR value, and readiness for migration, requiring tailored approaches.

The Solution

| partnered with the client to develop and execute a flexible, data-driven adoption framework
tailored to address diverse customer needs, migration complexities, and organizational goals. This



approach ensured scalable support and measurable success across the customer base. Key

elements of the strategy included:
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Strategic Customer Segmentation for Targeted Support: Developed a data-driven
segmentation model to allocate resources and tailor support based on customer
ARR, complexity, and readiness:

o Early Momentum Segment: Proactively engaged new customers with
adoption-focused support to build early momentum and ensure seamless
onboarding.

o High-Value Segment: Delivered high-touch, personalized support for
enterprise-level accounts with complex use cases, leveraging Business
Partners and Professional Services to drive adoption.

o High-Volume Segment: Empowered a large portion of smaller accounts
with self-service tools, including a migration tool that simplified the
transition process.

o High-Complexity Segment: Focused on preparing high-complexity
accounts for future migration, aligning readiness with planned product
enhancements.

Phased Migration Playbook and Scalable Support: Developed a detailed
migration playbook and guided the creation of a 'migration factory' support hub to
efficiently address customer transition needs based on their segment.

Customer-Centric Communication Campaigns: Collaborated with marketing to
develop targeted materials showcasing the value of the new Ul through webinars,
in-app notifications, and feature use cases, ensuring customers were aware,
informed, and motivated to adopt.

Cross-Functional Alignment: Collaborated with Product, Marketing, and
customer-focused teams to address functional gaps by quantifying their impact on
customers. This data-driven approach enabled Product to prioritize the roadmap
effectively, removing emotion from the decision-making process. Additionally, |
ensured teams were aligned and prepared to support customers throughout the
migration.



Measurable Outcomes

The initiative successfully addressed customer hesitations and increased adoption, delivering

measurable results.

Al

0

Mg
([T
(o

K 5

Increased Monthly Active User (MAU) Adoption: Adoption of the new user
interface rose by 35%, with over half (56%) of all customers initiating migration
within 18 months, demonstrating the effectiveness of the segmented approach.

Improved Resource Efficiency: Tailored segmentation ensured efficient resource
allocation, focusing support on high-value accounts while empowering smaller
customers with scalable tools.

Enhanced Customer Satisfaction: Customers experienced smoother transitions
with fewer disruptions, resulting in higher satisfaction scores.

Scalable Adoption Framework: The phased approach established a repeatable,
customer-centric model for future product updates and migrations.

Why This Matters for You

This case study illustrates how flexible, customer-focused strategies can drive adoption of new
products or services while addressing complex customer needs. By tailoring support and

resources based on segmentation, you can:

Streamline transitions for diverse customer groups with varying levels of

complexity.

Ensure scalable solutions without overburdening internal resources.

" Enhance customer satisfaction by reducing disruptions and demonstrating value.

Create replicable frameworks for future rollouts, ensuring long-term success.

Next Steps
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Let’s discuss designing customer-centric adoption strategies to drive measurable

@ outcomes. | can help you create scalable frameworks, align teams, and implement
segmented approaches for success. Let’s Connect to explore how we can work
together.
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