Acquisition may be the first milestone in a user's lifecycle, but growth truly starts after that initial sign-up. Too
often, companies celebrate a large influx of new users without noticing many disappear before they realize any
value in the product. This onboarding drop-off is an underexamined yet critical challenge that can cripple long-

term retention and stunt growth.

In this deep dive, we explore why users abandon onboarding workflows, the role of onboarding friction, and what
companies like GrowthScribe and MRQ (mrg.com) online casino have learned from optimizing time-to-value.
Backed by insights from thought leaders such as Harvard Business Review (hbr.org), we'll show why retention is

the core growth lever and how customer experience becomes a competitive advantage.
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The Growth Paradox: Acquisition vs. Activation

Marketers and product teams often zero in on Acquisition as a key growth metric. But the truth is, growth starts
only after acquisition — specifically, https://growthscribe.com/what-high-growth-digital-platforms-get-right-

about-customer-experience/ when users activate and realize value.



GrowthScribe, a leader in sales enablement content, emphasizes that “the sales process doesn't end at the signup
form — it ends at the moment the user reaches time-to-value.” Industry data consistently shows that high signup

abandonment and onboarding drop-off rates are signals that activation is failing.

For instance, the popular HubSpot scheduling widget embedded on GrowthScribe’s site streamlines discovery call
bookings, reducing friction by automating scheduling rather than requiring back-and-forth emails. This kind of
seamless experience proactively minimizes onboarding drop-off by helping users quickly connect and move
forward with the product.

Common Reasons for Onboarding Drop-Off

* Excessive friction: Lengthy forms, unclear instructions, or too many clicks kill momentum.
* Lack of perceived value: If users don't understand what's next or what they gain, they lose interest.
* Technical issues: Bugs, slow load times, and confusing Ul confuse and frustrate users.

* Missing contextual help: Users need prompts, tooltips, or contact options (e.g., a WhatsApp contact link) to

feel supported when stuck.

Signup Abandonment: More Than Just a Drop-Off

Signup abandonment itself is a painful early form of onboarding drop-off. No user should have to undergo
redundant “one more click” moments that kill conversions. This is why teams need to audit every step — from

landing page to signup confirmation — to eliminate unnecessary barriers.

At MRQ.com, a leading online casino, onboarding is a delicate balance because users expect rapid access to games
alongside secure compliance measures. MRQ's team reduced signup abandonment by simplifying user verification

steps and providing visual progress bars that transparently communicate how close users are to completion.

Onboarding and Time-to-Value: The Essential Metrics

Time-to-value (TTV) is the time it takes from signup until the user experiences their first “aha” moment — that first
experience of deriving real value from the product. Harvard Business Review highlights TTV as a pivotal metric in

boosting retention: “The shorter the TTV, the higher the likelihood that users will stay and pay.”



Effective onboarding requires companies to prioritize delivering that value quickly. This means:

1. Identifying the minimal action or feature that delivers core value.
2. Removing distractions or ancillary steps during onboarding.

3. Using analytics to spot where users drop off and why.

GrowthScribe's playbook is a great example — their outbound sales team integrates onboarding tips into each call,
ensures fast call scheduling with the HubSpot widget, and uses customer feedback loops to iterate onboarding

content, shrinking TTV continuously.

A Checklist to Eliminate Onboarding Friction

* Map out every touchpoint from visit to first value.

* Run user testing focusing on onboarding steps.

® Enable live support or self-serve help (chatbots, WhatsApp links).
® Remove redundant data requests and clicks.

® Use real-time analytics to detect drop-off hotspots.

Retention As Growth’s Cornerstone

While acquisition brings users in, retention determines whether they stay. Harvard Business Review research shows
that a 5% increase in retention can boost revenue by 25-95%. The challenge lies in knitting onboarding and

retention into a smooth continuum rather than disjointed phases.

Companies that neglect onboarding friction waste much of their acquisition efforts. Customer experience during

onboarding becomes the firm's first impression and ongoing competitive advantage.

Best Practices from Leading SaaS and Marketplace Teams

Company Onboarding Strategy Impact on Retention GrowthScribe Automated scheduling widget, iterative
onboarding content, embedded sales support Reduced onboarding drop-off by 20%, increased 3-month retention
by 15% MRQ.com (Online Casino) Simplified verification flow, progress visualization, multi-channel support
(including WhatsApp) Lowered signup abandonment by 18%, improved session depth Industry Norm (via HBR
insights) Focus on TTV and measurable user milestones Strong correlation between reduced TTV and long-term

retention

Customer Experience: The Real Competitive Advantage

In crowded digital marketplaces, product features alone cannot sustain growth. Harvard Business Review identifies
superior customer experience as the sustainable differentiator. Onboarding is where this is put to the test — every

additional click, confusing screen, or lack of support adds frictions that users may not tolerate.

Embedding personal touches — like offering an easy way to reach out via a WhatsApp contact link or scheduling a
live walkthrough with the HubSpot scheduling widget — shows users that their success is important beyond the

transactional signup.

Retaining users hinges on delighting them immediately and reducing onboarding friction to a bare minimum.

Growth hinges not on how many users are acquired, but on how many continue.



Conclusion: Tackling Onboarding Drop-Off to Unlock Growth

Signup abandonment and onboarding drop-off are silent killers of growth that must be relentlessly addressed.

From simplifying workflows and speeding up time-to-value to embedding seamless support channels and
measuring adoption, the roadmap is clear.

Taking lessons from GrowthScribe, MRQ.com, and research from Harvard Business Review, the path forward is to
see onboarding not as a checkbox, but as a critical growth journey. Your users’ first moments with your product

set the tone for retention, revenue, and competitive advantage.

For those ready to reduce onboarding friction today, consider implementing smart tools like the HubSpot
scheduling widget for instant meetings or adding direct contact links such as WhatsApp for faster support

responses. Small efforts here translate into large gains downstream.

Growth truly starts after acquisition — make onboarding the priority it deserves.



