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Introduction

Customer education is the root of long-term 
business success. But how do you create 
easily accessible, engaging, and results-driven 
programs on a global scale? �e right 
customer training LMS can equip you with the 
behavioral insights you need to improve 
Customer Experience (CX) and brand loyalty. 
However, it also centralizes all your customer 
education resources that consumers need to 
maximize value for money and familiarize 
themselves with your brand. �is ultimate 
guide highlights the importance of customer 
training and how you can leverage it to boost 
satisfaction scores and retention rates. 
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Director of Evangelism, 
Adobe
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1 
What is Customer Training 
And How Can It Improve 
Customer Onboarding?

Customer training gives organizations a competitive edge. 
�at's why top global MNCs have developed training
programs to help retain customers and build a loyal brand
following.

It's the secret to successful business growth. But what is 
customer education and how can you implement a 
cost-e�ective strategy to improve customer onboarding? 
In short, it's the practice of educating customers on how 
to e�ciently and e�ectively use your product or service to 
a�ain their speci�c goals. However, these initiatives go 
beyond key selling points and USPs.

Your online training plan should cover every aspect of the 
customer experience. For example, highlighting add-ons or 
upgrades to maximize functionality and improve ROI. 
Guiding customers boosts brand engagement and adds 
even more perceived value to your product.

4     Adobe Captivate Prime 



5     Adobe Captivate Prime 

Customer training programs help customers use your product or service and 
maximize the bene�ts. But they also have the opportunity to form a more 
personal connection with your brand. Virtually every industry can bene�t 
from a successful customer education program, from SaaS companies to 
pharmaceuticals. 

However, one of the prime consumer education use cases is guided 
onboarding in the tech sector. �is is due to the 
complex nature of o�erings in this space and ever-evolving IT trends. 
Customer training is the key to helping your clients implement new 
applications and achieve rapid results.

�ough it's an ongoing process that extends to every stage of the customer
journey, consumer education is especially
critical during onboarding. �is is when on-demand training materials can
help consumers resolve upfront questions and concerns.

Here are a few fundamentals that EVERY customer training program should 
include:
    Just in time (JIT) support resources to bridge gaps on the spot
    Skill-building courses that tie into product usage or upkeep
    Microlearning tools that familiarize consumers with your brand and its 
    core values

What Is A Customer Training Program?

How does a customer training LMS 
improve Customer Experience (CX) 
beyond the onboarding stage? 
Discover how the right platform can 
help you provide a top notch 
customer experience!

Chapter 3

#page=19
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Today customers must contend with choice fatigue. �ey're barraged with 
products and marketing messages from every direction. As such, making the 
right decisions and safeguarding their interests usually involves a fact-�nding 
mission.

�ey need a broad knowledge base to get top value for money and avoid
buyer's regret. To stand out from the crowd, companies must launch
consumer education strategies that cover all the essentials, from safe
handling to company bios. Educating consumers requires a holistic training
program that addresses personal pain points and raises awareness.
Beyond that, it helps the customers acquire the knowledge and skills to
maximize their investment and tap into the full perks of ownership.

What Is �e Meaning Of Customer Education?

Industry-leading brands no longer pour all resources into �shing for new 
customers. �ey focus on greater value—their existing customers. It's a 
reliable strategy because most SaaS product pro�tability comes from 
subscription renewals and upgrades.

Here are the top bene�ts of customer training to consider:

Simpli�es Customer Onboarding
A groundbreaking so�ware product with powerful features may not be 
successful based on its complexity of use. For example, a customer 
struggles to understand how your product works and how it can help 
them achieve their goals. So, they'll look for a more user-friendly alternative.

Bene�ts Of Customer Training
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Increase Your Customer Retention Rate
Studies have shown time and again, that elevating customer retention 
increases pro�tability. If done right, customer training programs create loyal 
brand evangelists, which helps you cut marketing costs. A�er all, 
advertizing is a powerful promotional tool.

Positively Impact ROI
A well-implemented customer training program can help to increase revenue 
and decrease spending. Just consider the cost of acquiring new customers 
versus retaining an existing customer.

Why Is Customer Training Essential?
Customer training is just as important as upskilling your team. While sta�ers 
and external partners must provide top notch service, consumer L&D gives 
your loyal customers greater autonomy. Below are a few reasons why every 
organization should launch continuous customer education programs to 
improve customer onboarding.

Increase Consumer Con�dence
      With an intuitive customer training program, customers know that your 
      product or service will live up to expectations. Plus, they get to have all 
      the information and guidance they need from you to make a 
      well-informed buying decision, minus post-purchase regrets.

Build �e Buzz
      Consumer education is a reliable avenue to disclose and boast about new 
      product features that pique consumer interest. �is reduces their 
      hesitation and makes them ready to jump in to learn more. Another         
      notable bene�t is rapid adoption and implementation of your solution.
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Understand Customers' Needs
It's critical to focus on your customer's needs to help them solve speci�c 
challenges. �e onboarding program should map out and prioritize which 
obstacles to address during the �rst stages of the customer journey, and 
beyond.

5 Best Practices For Customer Onboarding 
With An LMS

Before you launch your onboarding program, �rst lay down a training 
strategy with clearly spelled out objectives. Not surprisingly, a vast majority of 
successful companies use a Learning Management System (LMS) to deliver 
continuous product education and streamline customer onboarding.

An LMS is a so�ware platform that makes it possible to build, deliver, and 
track training to customers, employees, and partners on a global scale. 
Marketers and Customer Experience (CX) professionals have the power to 
build a customized and intuitive customer education portal to deliver 
engaging learning content. In turn, this personalizes the learning journey and 
delivers detailed analytics.

�ese solutions serve as a central knowledge base where your customers
can �nd all your training materials. Implementing an LMS enables customers
to rapidly access on-demand training materials and bite-sized support tools.
Another perk is that a learning management system can quickly deliver and
update learning materials. �is makes it easier to quickly roll out product and
service changes, from UI updates to new product features and specs.

How to Improve Customer Onboarding 
with an LMS

1
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Leverage Formal And Informal Training
Implement an LMS that features social and structured learning support so 
that customers get valuable content in diverse platforms, media, and 
delivery styles. �is also gives them the opportunity to engage with fellow 
users and receive useful tips. For example, customers can chat about 
innovative product uses or share their positive experiences with your 
customer service team.

Use Onboarding Automation
�ere are several ways to automate LMS implementation for customer
training. For example, they follow a link in your marketing materials or
product landing page to go directly to the appropriate training. �is can be
achieved using self-register solutions, single sign-on (SSO), or interactive
noti�cations.

Enable Self-Paced Learning
Scheduled training courses can overlap with other priorities. Also, di�erent 
people have distinctly di�erent learning styles and personal preferences. 
�erefore, using self-paced learning in your customer onboarding process
improves �exibility. In short, customers can access info when they need it
most AND when it �ts into their busy schedules.

Track Success
�e most signi�cant advantage of LMS technology is that it provides
analytics on learner activity, progress, and performance. In fact, you can
make the most of these metrics to optimize your customer training
program and fuel business growth.

Reward And Motivate
Badges, certi�cations, and leaderboards motivate customers to participate 
and engage with your brand. Certi�cations are another great way to build 
their con�dence and the core competencies associated with your product.

2

3
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A customer training strategy and the right customer training platform, such 
as Adobe Captivate Prime LMS, can help you not only onboard new 
consumers but a�ract targeted buyers. For example, leads who are on the 
fence about your product or service are won over by interactive tutorials.

A carefully cra�ed support library and online knowledge base instill buyer 
con�dence and enhance your brand image. You're also able to create 
actionable insights from content consumption data and use them to �ne 
tune your marketing plan.

Conclusion

Learn how Camelot So�ware uses Adobe Captivate Prime to assist clients 
and streamline 3PL warehouse operations to deliver logistics services.

Brand Safety Institute maximizes Adobe Captivate Prime LMS to deliver 
certi�cation and brand safety training

Discover how African Diaspora Chamber Of Commerce (ADCC) 
promotes educational opportunities to foster growth in Africa.

Destination Imagination facilitates lifelong learning with the help of 
Adobe Captivate Prime LMS

Find out how Primary Endpoint Solutions drives clinical trial endpoint 
accuracy to increase chances of clinical trial success with Adobe Captivate 
Prime LMS solutions.

Interesting Case Studies

CONTACT US

To learn how to use Adobe Captivate Prime LMS as a customer education platform

mailto:captivateprimesales@adobe.com
https://www.adobe.com/content/dam/cc/us/en/products/captivate-prime/pdfs/showcase/camelot-3pl-software-case-study.pdf
https://www.adobe.com/content/dam/cc/us/en/products/captivate-prime/pdfs/showcase/brand-safety-institute-case-study.pdf
https://www.adobe.com/customer-success-stories/adcc-case-study.html
https://www.adobe.com/customer-success-stories/destination-imagination-case-study.html
https://www.adobe.com/customer-success-stories/pes-case-study.html
https://www.adobe.com/products/captivateprime.html
https://www.adobe.com/products/captivateprime/solutions/customer-education.html
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Understanding KPIs: 
7 Important Customer 
Satisfaction Metrics You Must 
Measure
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Tracking customer metrics is critical because it's a de�ning 
factor for growth and long-term success. Measuring 
satisfaction helps you gather CX data and identify 
organizational pain points to improve the overall 
customer experience. Another perk is customizing your 
customer training strategy based on hard data so that 
loyal consumers are always in-the-know. But which 
metrics should you take into account and how can the 
right LMS boost customer satisfaction scores? 

https://www.adobe.com/products/captivateprime/solutions/customer-education.html
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�e number one objective for many business leaders is to improve customer 
experience because they understand the signi�cance customer satisfaction 
has on their ROI. In short, it is a much faster and cost-e�ective way to 
generate more revenue. For example, lower scores are warning signs that it's 
time to rethink your service policies or upskill employees. You can also ramp 
up customer education, marketing , or R&D e�orts.

Why Is Customer Satisfaction Important?

Top 4 Reasons For Measuring Customer 
Satisfaction

Competitive Edge
In highly competitive markets, customer satisfaction may be your key 
di�erentiator. So, businesses that improve customer satisfaction through 
continuous measurement and improvement have an edge over other 
businesses in their sector. In fact, you can use the LMS for customer 
behavior analysis to perfect your marketing strategy and bridge gaps in 
the market.

Lowers Customer Churn Rate
�e churn rate is the percentage of customers who leave/stop doing 
business with you. Tracking customer satisfaction (CSAT) metrics can help 
reduce these stats. For example, you can funnel resources more 
e�ectively and adjust processes to improve the holistic customer 
experience.

Loyal Customers = More Revenue
�is is perhaps the biggest pro of measuring satisfaction and ge�ing 
customer feedback. To sum up, measuring CSAT metrics reveals where 
your money is at and how you can spend it more wisely to expand your 
consumer base.

1

2

3
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Build Solid Social Proof
Positive word of mouth is one of the primary goals of customer education. 
Without measuring metrics, you don't know which customers are 
dissatis�ed. Also, failure to address their concerns can tarnish your 
reputation. Keep in mind that customers are much more likely to tell 
people about negative experiences than favorable ones. As the saying 
goes, bad news travels fast.

4

Net Promoter Score
�e primary CSAT metric across all industries is the Net Promoter Score. 
�is customer satisfaction metric measures consumer loyalty, concentrat-
ing on their willingness to recommend. While NPS is a metric that reveals 
the level of trust that a customer has for your product or service. Here's a 
brief overview of how to measure customer satisfaction with the net pro-
moter score:

Customers respond to targeted CX questions, such as "How likely are you 
to recommend our product/company to a friend?"

�eir answer is based on a scale of 0 (Not likely) to 10 (Very likely).

A�er the answers are in, use simple NPS metric segments to determine 
your clients' customer satisfaction levels.

1

�e CSAT metrics below o�er companies end-to-end visibility (in real-time) 
of how customers learn, interact, and use a product or service. �is also 
factors in the overall rating of their experience while engaging with your 
brand. Ideally, your customer outreach program should be based on these 7 
important metrics.

What Types Of Metrics Measure Customer 
Satisfaction?
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Net Promoter Score Evaluation Metrics

0-6: �ese scores represent detractors, dissatis�ed customers that are 
more likely to leave bad reviews. Or take their business elsewhere, 
for that ma�er.

7-8: �ese are above average CSAT scores that highlight areas for 
improvement that require minimal e�ort on your part.

9-10: �ese are loyal customers who are likely to become brand 
ambassadors.

Customer Service Satisfaction (CSS)
CSS rates customer satisfaction post-purchase. One of the most e�ective 
ways to monitor CSS is by asking for customers to complete a brief survey 
every time they interact with your brand. You can also measure CSS by 
gathering feedback via forms, live-chat, and pop-ups.

Customer E�ort Score (CES)
So�ware as Service (SaaS) products in cloud computing are prime candi-
dates for CES surveys. �is customer satisfaction metric is ideal for com-
plex or time consuming end-user tasks. Customer E�ort Score (CES) focus-
es on the ease of use (on a scale of 1-10) for your products or services.

CES= sum of all customer e�ort ratings ÷ total number of respondents

If customers �nd so�ware more challenging to learn and use, they might 
go back to the "old fashioned" approach. For example, using spreadsheets 
or reverting back to outdated solutions simply because they are more 
manageable. So, it would be advantageous for solution providers to pay 
close a�ention to their customers in speci�c sectors, proactively helping 
them and anticipating their needs.

2

3
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Customer Satisfaction Score
CSS Satisfaction Score measures whether customers are satis�ed with 
your company and/or its o�erings. For example, you provided amazing 
service but your product lacks functionality. �us, they may give you a 
middle-ground score. In short, it asks customers to rate their satisfaction 
level with your product or service on a scale of 1-10. You can calculate your 
CSAT score by dividing your number of satis�ed customers by the total 
number of customers.

Customer Churn Rate
CCR shows the percentage of customers your brand lost over a certain 
time period. Tracking your CCR helps pinpoint pa�erns or trends that may 
be detrimental to business growth. �en you can take the appropriate 
measures to retain loyal customers and bring new ones on board.

Churn Rate =number of churned customers ÷ total number of customers

Customer Reviews
It's crucial to track feedback and reviews via social media and ratings sites. 
In today's digital world, more people than ever rely on reviews than 
product descriptions to make a well-informed buying decision. Simply 
put, negative reviews discourage potential customers and decrease brand 
credibility.

�ankfully, using a customer training LMS can help you increase the 
collection of positive reviews in the long run!

Customer Health Score
�e CHS customer satisfaction metric helps you measure the consumer's 
rapport with your brand. For instance, you're able to predict how your 
customer relationship may shi� in the future and what you can do to 
increase your market share.

4
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Generally speaking, modern consumers are not loyal to a product or a 
service but to the experience they receive. Fortunately, you can elevate 
Customer Experience (CX) scores by launching a comprehensive customer 
training strategy. Here are just a few ways that a learning management 
system can help you streamline customer onboarding and bring in repeat 
business.

Instill New Buyer Con�dence
�e onboarding process is crucial to build con�dence and keep your 
customers happy from day one. It motivates customers to want to use your 
product or service and helps them navigate common obstacles. 
Implementing a seamless onboarding program can greatly improve 
customer satisfaction, as well. By using a customer training LMS, you're able 
to deliver interactive courses and JIT support tools to maximize their value for 
money. 

Provide Service or Product Demonstrations
Use the LMS to customize an onboarding training that shows customers how 
to use a product or service with practical demos, explainer videos, and live 
support during training. For instance, a tutorial that walks them through the 
process and o�ers useful tips.

Train Continuously
Don't stop customer training at onboarding. Customers may �nd new 
features that they must master to boost functionality. Continuous customer 
education, especially for SaaS solutions, translates into positive CSAT scores. 
In your customer training LMS, you can launch a library of on-demand 
training content that your clients can access anytime, anywhere.

How To Improve Customer Satisfaction 
With An LMS?
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Integrate With Your CRM
Integrating your new LMS with customer relationship management solutions 
(CRM) brings new consumers up to speed. But you also ensure that loyal 
brand advocates are always up to date regarding new products or add-on 
services.

Encourage Feedback
�e best LMS solutions are fully customizable. �at means you can sprinkle a 
series of surveys and questionnaires about CX throughout the training. �is 
also makes it easier to get feedback and automates CSAT metric tracking.

Cost-Conscious Companies
LMS programs give you the opportunity to launch remote training courses, 
instead of costly physical training programs and on-site events. You no longer 
need to separate customer satisfaction metric-tracking tools, as all your 
metrics and training materials are centralized.

SMBs Looking To Expand
With growth comes the need for a uni�ed approach, especially for customer 
education and CX improvement. If you expand your base by leaps and 
bounds every week, onboarding with an LMS can help to automate 
customer training and elevate customer satisfaction scores.

Technology Companies
Businesses modernizing their work�ows o�en work with tight timelines and 
budgets. For example, customers expect easy adoption and implementation 
of your SaaS solutions to improve ROI. �erefore, leveraging LMS technology 
can help you meet these expectations via customer education programs.

Which Companies Can Bene�t From An LMS To 
Increase Satisfaction Scores
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Non-Pro�ts
Many non-pro�ts and non-governmental organizations �nd it challenging to 
rally audiences and donors behind their cause. However, targeted LMS solu-
tions get stakeholders motivated to contribute and participate in fundraising. 
Another perk is being able to keep up with the latest news, progress, and 
issues on your agenda.

Conclusion

�ese 7 crucial customer satisfaction metrics lay a solid foundation for 
long-term success. But you need the right tools for the task, like Adobe Capti-
vate Prime LMS, which delivers personalized training paths for consumers 
and Big Data for your business. Yet another piece of the Customer Experience 
(CX) puzzle is Key Performance Indicators to help you measure satisfaction 
scores at every stage of the customer journey based on your objectives and 
outcomes.

CONTACT US

To learn how to use Adobe Captivate Prime LMS as a customer education platform

mailto:captivateprimesales@adobe.com
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How You Can Improve 
Customer Experience With A 
Customer Training Platform
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Loyal customers are the lifeblood of EVERY successful 
organization. �us, it's essential to focus on how you can 
enhance Customer Experience (CX) to retain your existing 
customers. Not to mention, win new ones to continually 
expand your base. Surveys show that Customer 
Experience (CX) is the leading priority for businesses. �e 
reason for this is simple; brands that focus on Customer 
Experience (CX) reduce churn and double their revenues. 
But how can you leverage a customer training program to 
improve customer experience?  
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An LMS solution can be the center piece of your customer experience 
strategy. It is journey-centric and gives you the power to in�uence feelings, 
emotions, and behaviors through education. �ese are the best practices 
when using an LMS for Customer Experience (CX) :

Set Clear (And Measurable) Objectives
Before you onboard customers, identify the business objectives you intend 
to achieve with the training. Create metrics and Customer Experience (CX) 
KPIs to point you in the right direction. �ese analytics also allow you to 
design a training strategy that addresses consumer pain points head-on.

Keep An Eye On Customer Success
Make it all about the customer. �ey use your product or service because 
they want to achieve speci�c goals. Your training should identify and address 
these needs to help customers overcome obstacles. Home in on customer 
feedback as opposed to concentrating on transactional responses. �e key is 
to concentrate on journey-centric feedback.

Support Onboarding And Implementation
Onboarding is critical for your customers' future decisions regarding your 
product or service. If they're educated about your solution’s bene�ts, 
customers are more likely to bring in repeat business. Create a detailed and 
experiential introduction to your brand that instills con�dence and builds an 
instant rapport.

Make It Multiplatform Friendly
Customers no longer want to be tethered to a desktop computer to learn 
about your company and its o�erings. More than 50 % of internet tra�c 
comes from mobile devices. So, your training should embrace multi-device 
digital journeys. Also, consider using both online and o�ine channels, as well 
as social and formal training approaches.

How Do You Improve Customer Experience 
(CX) with LMS Technology?
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Use Journey Mapping
Before you onboard customers, identify the business objectives you intend 
to achieve with the training. Create metrics and Customer Experience (CX) 
KPIs to point you in the right direction. �ese analytics also allow you to 
design a training strategy that addresses consumer pain points head-on.

Maximize Upselling Opportunities
Upselling and cross-selling also bene�t customers, when done right. For 
example, you can use the LMS to make targeted product recommendations 
based on quiz results or simulation performance. �is also allows you to 
provide individualized customer service without being too salesy.

Bene�ts of Using A Customer Training Platform 
to Enhance Customer Experience

Enterprise LMSs help companies e�ortlessly implement training programs 
that are engaging, accessible, and scalable. Adding or updating online training 
materials is quick and convenient thanks to intuitive UIs and built-in assets. 
What's more, you control who accesses the information and track user 
performance.

As such, the LMS paves the way for a smooth customer onboarding 
experience since they have round-the-clock access to education-based 
marketing tools. When done right, you strike a balance between value-added 
training content and product promotion. All of these factors enhance 
customer satisfaction, which elevates Customer Experience (CX) scores.

In fact, experts say that progressive training increases customer satisfaction 
with their purchase. And LMS solutions make it easy to achieve this by 
boosting engagement levels throughout the online training process. You can 
continually expand your support library to meet customers' needs and 
expectations.
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�us, LMS customer training programs can be customized for every step of 
the buyer's journey. �ey also empower sales teams to completely own the 
post-sale process, since they're equipped with greater consumer insights.

For example, follow up with customers who might be interested in additional 
services or upgrades. Likewise, your marketing team can use LMS insights to 
power retention campaigns and improve customer experience. Analytics 
provide valuable insights about customer behaviors, habits, and pain points 
you can address in customer training initiatives.

Advanced LMS solutions have dynamic training capabilities. Customers can 
search and select the learning materials that are most relevant to their 
current goals or gaps. Another important advantage of using LMS training 
programs to enhance customer experience is gami�cation.

�ese edutainment-geared platforms have broad capabilities to incentivize 
customers to complete the training program and seal the deal. For example, 
they may include rewards, points, badges, trophies, and certi�cates to 
recognize their e�orts.

�e Connection Between Customer 
Experience, User Behavior, and Educational 
Content

Advanced LMS solutions have dynamic training capabilities. Customers can 
search and select the learning materials that are most relevant to their 
current goals or gaps. Another important advantage of using LMS training 
programs to enhance customer experience is gami�cation.

However, each role still has distinct touchpoints regarding brand interactions, 
products, and services. �e expectation-con�rmation model is a paradigm 
that best explains how customer satisfaction and user behavior are linked 
and how the right information can in�uence both.
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Consumer behavior, when buying a product, is mainly in�uenced by their 
expectations about its usefulness. �ese are their perceptions of its inherent 
value versus their investment. Providing customers comprehensive info 
about the product or service can sway their decision-making process in your 
favor.

In other words, brands should focus on two critical goals for success: a) make 
the product or service useful b) give customers the skills or knowledge they 
need to maximize usability. User behavior, customer satisfaction, and oppor-
tunities for repeat business depend entirely on how well you package your 
product knowledge training.

Bear in mind that customer education extends to every sector. Content and 
service providers can use a customer training platform to build awareness for 
their brand AND o�er insider tips. It's not solely about self-promotion, as 
providing value-added resources forms a connection between you and the 
consumer. In short, you become an industry thought leader they trust and 
respect.

Customer Training Platform Features You 
Should Look For

Customers o�en need guidance to use your services or set up your products 
to get top value for money. Even if they don't rely on these support 
resources, their mere existence will o�er added peace of mind. If they ever 
run into a problem, consumers know that help is just a click away. Here are 
the customer training platform features that every company should consider:

Robust Reporting
Your customer training platform is going to hold massive data. Ensure that 
you have features for easy reporting and visualizations that allow you to 
identify trends.
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Sales Integration
Sales teams shouldn't have to sacri�ce leads during the training process. Find 
a customer education platform that integrates with your existing sales 
systems to centralize all your records. For instance, it's compatible with your 
CRM so�ware so that sta�ers can follow up and continue their customer 
outreach.

Personalized Learning Paths
In SaaS, customer training is focused on driving user adoption and 
information retention. It's critical, then, to work with a platform that helps you 
create personalized learning paths for each customer's pain points.

Live Training Support
Pre-recorded video lessons are great, but your LMS customer training 
platforms should also facilitate live instructor training to maximize customer 
engagement and overall experience.

Real World Application
Enhance the value of your product or service by choosing an LMS solution 
that enables customers to participate in simulations and scenarios. �ere's no 
substitute for real world experience when it comes to overcoming the 
learning curve. �is also allows customers to see your product in action so 
that they get a feel for the UI and features.

Conclusion

Ultimately, to improve customer experience you need to focus on customer 
success. How can you help them achieve their objectives by using your 
product or service? More importantly, how can you use consumer 
education resources to optimize Customer Experience (CX) and product 
functionality? Satis�ed customers who receive ongoing support and 
guidance are more likely to come back for more...and bring in referral 
business.

To learn how to use Adobe Captivate Prime LMS as a customer education platform  

CONTACT US

mailto:captivateprimesales@adobe.com
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Sure�re Ways To Use An LMS 
For Your Customer Retention 
Strategies

Do your customer retention strategies establish trust and 
foster long-term business growth? How likely are 
customers to use your product or service in the long term 
and spread the word about their experience? An LMS 
helps create targeted customer training to improve 
customer retention rate. Self-driven customer education allows 
you to quickly identify and resolve pain points that customers 
encounter throughout their journey. Here is 
how it works. 
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Using An LMS To Implement Your Customer 
Retention Strategy

Focus On Customer Needs
Te key to customer retention is proving that your solution helps them 

overcome complex challenges cost-effectively. Therefore, to improve 
customer retention strategies, you must draw attention to how your 
solution addresses their various pain points. For instance, use case studies, 
infographics, testimonials, and other content formats laced with facts and 
stats.

Create Video Tutorials
The main objective for your customer retention strategy should be to 
increase customer know-how so that they maximize the value of your 
solution. Thus, video training tutorials are a chance for them to see the 
product or service in action and discover innovative uses. Customer 
education in video format boosts engagement because it's multisensory 
and fosters real world application.

Use Interactive Customer Training
Leading brands maximize the ROI of customer training by using 
interactive simulations and branching scenarios. Since it gives customers 
the opportunity to test out product features and explore every bene�t 
�rsthand. You can also incorporate real-life SaaS solution use cases in your 
LMS training to improve customer satisfaction and renewal rates.

Track Engagement Levels
Use the built-in LMS reporting and learning analytics features to measure 
customer engagement throughout the holistic training experience. �ese 
metrics reveal critical insights for customer retention strategies, such as 
the need for microlearning videos when dealing with Gen X customers. Or 
maybe you need to enrich your online course with gami�cation for your 
Millennial consumers. Another insider tip is to gather training feedback to 
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create a customer education roadmap. For instance, users can rate their 
experience and share what they liked best/least about the consumer 
education resources.

Get Social
Your LMS customer education program should give them the opportunity to 
connect with like-minded peers through customer communities. Marketers 
and Customer Experience (CX) professionals are also able to customize a 
user-friendly online training portal to improve customer relationships and 
boost consumer collaboration. Another way to incorporate social elements 
into your retention strategy is to make the most of storytelling. For instance, 
encourage customers to share personal anecdotes about your product or the 
top notch service they received.

Consumer Retention Best Practices: 
How to Retain Clients

�ere are countless ways that brands can use as a customer education 
strategy to drive subscription renewals and customer retention. �e key is to 
listen to customers, understand them, reward participation, and sustain high 
engagement levels.

Why should you invest in LMS 
technology for your customer retention 
strategy? Explore the many reasons 
why EVERY organization should 
consider a learning management 
system to keep customers loyal!

Chapter 6

#page=39
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Reward Loyal Customers
Effective upselling and cross-selling with a customer training LMS solution 
requires identification and recognition of your premium customers. These 
clients bring in the most revenue and should receive the biggest share of 
your incentives and rewards to keep them loyal. LMS and CRM integration is 
how top brands manage to land more sales and build a solid reputation with 
customer education. It makes it easier to track purchase history and CSAT 
rates. As a result, you can o�er products or services that are most appealing 
based on consumer needs and expectations.

Watch Out For Signs Of Churning
An LMS helps create targeted customer training so that consumers stay put. 
For example, you can create a comprehensive customer education program 
with metrics for tracking training , feedback loops, and real-time engagement. 
�is makes it easier to notice waning interest and churning signals. Analyze
the root cause and act before customers jump ship. Let's say a customer
hasn't logged on in the past few weeks. �is is a sign of trouble—these
customers have likely made up their minds that your solution is no longer a
viable option. Or maybe they're ready to test the waters and try new
products. �is is the time for you to amplify proactive customer education.
Customer retention strategies help you learn their frustrations, then show
them what is new and exciting about your solution.

Shorten Onboarding Learning Curve
One of the critical customer education program best practices is onboarding. 
Streamlining implementation and deployment shortens the learning process 
and prevents churn with new customers. To sum up, successful onboarding 
and product training mean fewer frustrations for customers. Plus, you have 
the chance to fully engage them from the start. Another perk is that 
consumers master your solution in record time, instead of dealing with a 
steep learning curve.
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Use Gami�cation And Referrals
If you're concerned about how to create recurring revenue streams from 
existing customers, try integrating a referral program into your LMS customer 
training process. Keep in mind that most consumers want to �nd the best 
solution with minimal stress involved. �eir �rst step is usually to ask a friend 
or colleague for referrals versus reaching out to brands directly. Thus, 
incentivizing your customer training program turns loyal customers into 
brand champions. They spread the word in return for exclusive offers and 
other perks.

Create A Customer Feedback Loop
Actively listening to customers is the most e�ective way to improve 
satisfaction scores. For instance, you can improve customer service based on 
customer feedback regarding your services or product usability. A�er all, it's 
impossible to upsell and cross-sell with a customer training LMS if you don't 
know how customers feel about their current experience. In fact, it helps to 
collect customer feedback through online reviews, surveys, and focus groups.

What Makes A Customer Retention Strategy 
A Success?

Social Proof
Customers trust fellow customers more than your branded messages 
because it comes from an impartial third-party. Your customer retention 
strategy should incorporate online reviews and case studies into the customer 
digital learning content. For example, use customer success stories
to show new customers the real world application of your product and 
positively influence their decision-making process. Plus, it makes them feel 
they're part of a community they can tap into for additional tips, tricks, and 
innovative uses after they invest in your brand.
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Humanization
Approach your customers like real people. Design a customer training 
delivery strategy that connects with them on a personal level. In other words, 
let your customers know that their voices ma�er. Take their feedback into 
consideration and then use it to continually improve your business model or 
product design. With Adobe Captivate Prime LMS, you can deliver seamless 
learning in the �ow of customer experiences. It marries customer education 
with the customer experience to personalize every aspect of your training 
program.

Recognition
Mention loyal clients in your case studies or give them a social media shout-
out. Most customers enjoy public recognition. Just make sure you don't 
violate any confidential agreements in the process. For instance, you may 
want to ask for permission before you post their client success story on your 
landing page.

Customer Training Solutions: Tips on How to 
Increase Client Retention and Train Customers

Create Digital Forums For Customer Participation
Launch customer feedback boards and bite-sized chunks of customer 
education content that target specific pain points. For example, they need 
help customizing software settings. So, a microlearning demo is there to walk 
them through the process. Then they can share their experience on the 
message boards.

Be Open To Pre-Launch Feedback
Build chat rooms where customers can share their experiences in beta testing 
and piloting new products and services. Also, let them know how their input 
played a vital role in product improvement.
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Use Active Nudges
The key is to keep consumers engaged throughout their journey to increase 
customer retention. So, send personalized communications at crucial 
touchpoints to your brand fresh in their minds. Encourage customers to 
embrace the habit of asking questions, sharing their problems, and 
requesting help.

Never Assume
Don't think that customers know everything about your product. In fact, your 
customer education platform should help them explore the many ways that 
your company can make their lives easier. Simply put, never assume that 
your target audience is already familiar with your brand or its offerings.

Show Gratitude
Remember to thank loyal customers creatively. Unfortunately, brands dish 
out so many "thanks" these days that it's lost most of its value. So, show your 
appreciation through small gestures, like email messages and bonus training 
content. Cross-train customers on other solutions you provide and how they 
can tap into even more ownership perks.

Conclusion

Strong customer retention strategies start with clear objectives and the right 
tech tools. Adobe Captivate Prime LMS is a consumer education platform 
that allows you to engage with your target audience and bring new 
customers into the fold. But it's also crucial to connect with loyal customers 
on a regular basis and make them feel like they're part of your bigger brand 
community. �ey get more value from your o�erings and you improve the 
ROI of customer training.

CONTACT US

To learn how to use Adobe Captivate Prime LMS as a customer education platform

mailto:captivateprimesales@adobe.com
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An e�ective customer loyalty and retention strategy 
consists of best practices and fresh ideas that a company 
implements to keep their customers for the long term. 
Cross-selling and upselling services/products to current 
customers is the secret to success. But how do you create 
captivating customer experiences to boost loyalty and 
retention? A customer training LMS is one of the most 
cost e�cient ways to take your customer retention plan to 
the next level.
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�e Importance Of Using An LMS As A
Customer Engagement And Retention Tool

With customer training platforms, customers stay updated on the latest 
services or selling points to get the most value out of their investment. A 
Learning Management System helps you create standardized on demand 
training that delivers consistent messaging across devices and channels.

The right learning management system allows you to track training 
engagement levels and gather crucial customer feedback. You can build 
self-paced training programs that make customers feel empowered and 
instill buyer confidence. Remember, real-time access to customer training 
content is the center piece of a stellar Customer Experience (CX).

Ideally, the customer training LMS should feature a customized, intuitive user 
interface that delivers powerful learning content that targets consumer pain 
points. Customers must be able to easily navigate through content, search 
archives, answer questions, and �nd solutions at a moment's notice.

Many organizations invest in a cloud-based solution with robust mobile 
functionalities, which guarantees quick and convenient access to the training 
program from any spot on the map. It also eliminates the need to send 
instructors or to summon clients to an on-site training conference.

Additionally, LMS technologies boast a self-paced learning advantage that 
can help you deliver digital learning content with minimal disruption to the 
client's business.

Customers can follow logical and practical steps to use your solutions to 
ignite growth and pro�tability on their end. You can even design a training 
program that gradually eases them into the subject ma�er.

For example, a certi�cation path starts with FAQs or guides and moves onto 
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live events and VILT sessions to optimize the user experience and product 
benefits.

How an LMS Can Help Customer Loyalty and 
Retention
The customer education LMS serves as a comprehensive content 
management solution for your business. But it also grants instant 
access to training content with an immediate, measurable impact 
on customer satisfaction. Some of the best practices include 
continuous engagement, impact assessment, and frequent content 
updation . 

Centralization
Organization can help you achieve higher customer loyalty and retention 
without breaking your marketing budget. With a customer training LMS, you 
can pull learning resources curated by customer service teams, and 
marketing and sales reps, with personal touches from the CEO. Clients will 
feel valued and appreciated because they have ‘round the clock support—in 
one place—to get an even higher return from their investment.

E�cient Content Delivery
SaaS programs and other service-based products are continuously being 
refined, upgraded, and updated to meet the dynamic needs of the market. 
�us, using an LMS gives you the opportunity to seamlessly roll out new
features, share news about improved capabilities, and update training
materials when necessary. It's easier to deliver amazing content across
websites, social media platforms, and in-store kiosks for an all-inclusive
experience that spans the entire customer journey.

Flexibility In Learning
When you use an LMS as a market training program for engagement and 
loyalty, customers will appreciate that you respect their time and space. �ey 
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get to learn on their terms, at their own pace, and on their preferred 
channels.

Measurable Success
One of the essential best practices to developing loyal customers and brand 
ambassadors is tracking engagement metrics. Fortunately, if you use a 
customer training LMS, these analytics are built-in. �is makes it easier to 
gather data on customer satisfaction stats, conversions, and other crucial 
metrics. �e insights can also help create be�er customer-centric training 
modules that foster customer communities, social learning , and continuous 
business growth.

Scale Your Customer Onboarding
An LMS expands the possibilities for creating improved relationships with 
customers through carefully cra�ed onboarding and implementation support 
and tutorials. You keep the excitement going through instant access to help, 
training on functionalities, and personalized content.

Creative Marketing Techniques to Reach Out to 
Brand Advocates

Create Awareness About Your Customer Training 
Program
Marketers should reach out to their customers and build awareness about 
their education program. �us, the �rst step in your customer retention 
and loyalty strategy is to ignite interest and build a pool of brand loyalists.

Provide Exceptional Service
Provide a fantastic service or quality product that customers won't 
hesitate to share with their inner circles, which is the secret to building 
meaningful relationships and nurturing brand apostles.

1
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Ask For Feedback From In�uencers
You have brand advocates, and then you have the real ambassadors 
whose single tweet or tag can skyrocket sales. If you have such customers, 
talk to them, and ask for their honest feedback and reviews using a 
customer learning platform.

Identify And Acknowledge Your Brand Advocates
Sometimes all you have to do is recognize or mention brand ambassadors 
in your case studies to bring in new referrals. Find out which customers 
have been with you for a long time and say positive things about your 
brand, then welcome them to join your customer advisory board.

Sell Brand Values
Show customers and brand advocates that you share values that sync 
with their morals and beliefs. Build your training objectives not just 
around customer pro�tability but around themes on sustainability, CSR, 
equality, and inclusivity, and so forth.

Quick Product Training Tips and Resources to 
Increase Customer Loyalty

Create A Personalized Engagement Approach
Product training banks on digital content...but don't forget the human 
touch! A�er all, customer loyalty and retention hinges on emotional 
connectivity and personalized support.

Start A Referral Program
Existing customers can help you expand your brand if you leverage them 
the right way and use the right customer retention technology. So, try 
incorporating a referral program into your customer education program.
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Strengthen Relationship With Customers
Feed your customers consistent, useful product knowledge to build 
confidence about its capabilities. This also shows them how to drive brand 
growth from their perspective. For example, they know all the inner 
workings and tech specs or unconventional uses. They pass on this 
Information to friends and colleagues who are in the market. In the case of 
service-based businesses, focus on maximizing client collaboration or 
improving ROI.

Prioritize Customer Experience (CX)
Customer loyalty is built on the foundations of a great customer 
experience. First and foremost, you should train for results by providing 
knowledge beyond your features and USPs. Show that you're genuinely 
interested in your customers' success by bringing in experts that teach 
beyond your brand.

Conclusion

Of course, one of the soundest customer retention strategies is to invest in 
a customer training LMS. Adobe Captivate Prime can help you scale your 
onboarding and product training to bring consumer pain points to the 
forefront and highlight how your solution stands out from the competition. 
You can also maximize your customer training program with social 
learning tools for more engagement and stress-free brand advocacy, as 
well as to measure customer loyalty. For example, encourage customers 
to share their experiences with your brand on online forums or build the 
buzz for an upcoming launch within their social networks.
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CONTACT US

To learn how to use Adobe Captivate Prime LMS as a customer education platform

mailto:captivateprimesales@adobe.com
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As the old saying goes: A bird in the hand is worth two in 
the bush. Focusing on your existing customers allows you 
to generate more revenue and achieve long term success. 
But you also a�ract quali�ed buyers who are looking for 
ongoing support and training from vendors. Customer 
retention programs even fuel company growth through 
subscription renewals and word of mouth advertising...and 
that's just the tip of the business boosting bene�ts when 
you use LMS technology.
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What Are �e Best Programs For Customer 
Training?

Customer retention programs and LMS technology keep loyal customers 
engaged and provide them the tools to maximize the perks of ownership. 
The best programs for customer education are easily accessible and results-
driven. Customers have the opportunity to get the knowledge 
they need when they need it most. For example, there's a bite-size 
support library with tutorials, video demos, and checklists to help them 
set up software. Or step-by-step guides that walk them through the entire 
process, from contracting your services to post-purchase support.

One of the most common misconceptions regarding customer training is that 
it's just for loyal consumers. However, a successful customer retention 
program that utilizes LMS technology has the power to turn prospects into 
brand advocates. For instance, they sign up for a free trial and are wowed by 
your intuitive features and functionality. In the case of service-based 
businesses, launching a consumer education strategy raises their awareness 
so that they can make a well-informed buying decision. Maybe they didn't 
even realize that they needed your o�erings until they accessed your 
customer training library.

Returning potential customers is another factor to consider. These are 
qualified leads who come to you for useful tips and guidance. Thus, they're 
more likely to convert into customers because they already trust your brand 
and have received all the insights they need.

https://www.adobe.com/products/captivateprime/solutions/customer-education.html
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Why Educating Customers With Customer 
Retention Programs Is A Part Of Pioneering 
Costs

Brands in all sectors must earn their market share through consistent 
customer engagement and retention programs. �e brand loyalty that a 
company can generate from LMS technology helps pioneer costs and 
outperform competitors with minimal investment.

For one, focusing on your current customers slashes marketing costs. Existing 
customers have higher conversion rates since you have already built trust 
and inspired con�dence.

Thus, your primary goal is to leverage the right customer training LMS to 
drive customer satisfaction and deliver top notch Customer Experience (CX). 
In other words, maintain the momentum.

Getting a new customer costs 16 times more than retaining an existing one. 
So, let your competitors chase cold leads. Save time and money by 
leveraging the power of brand advocates—nurtured in your customer 
retention programs—to land and keep new customers.

Customer training through customer retention programs also empowers you 
to improve your product or service and customer satisfaction by merely 
listening to their feedback. This is the place to ask questions, answer 
questions, and introduce features or new offerings that align with your 
customers' goals.

And, because you've already built a rapport, it's easier to convince them to 
try more of your products and services. Especially when customer activity 
triggers marketing notifications. In fact, most of your future revenue will be 
driven by a small percentage of your current customers thanks to customer 
retention programs.



Mitigating Risks And Maximizing ROI With A 
Powerful Customer Retention Campaign

Successful customer retention programs are built on the principles of training 
accessibility, interactivity, and personalization. With an LMS, it's less time 
consuming and costly to create training materials that drive real-time value 
for clients. Marketers and trainers can launch courses, measure business 
success, simplify IT training , and share knowledge to increase adoption rates.

Provide Excellent Support
Go the extra mile for your customers with real-time support to enrich the 
customer experience. Customer activity can even trigger certain 
marketing or customer initiatives by highlighting pain points. �en you 
can use live chat and social media support to deliver engaging learning 
content as a personalized journey.

Track And Listen
Let customers know that their input is appreciated by adopting LMS 
technology that enables them to directly interact with your brand. You 
can even track feedback using your LMS solution's robust reporting 
capabilities, surveys, and the NPS score to mine insights for continuous 
improvement.

Educate Your Customers
Even before they ask for help, teach your customers how to fix glitches, 
improve speed, and implement your solution without running into 
problems. Help them learn how to optimize performance and use your 
customer education program to derive consistent value from your product 
or service.
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Run Churn Risk Assessments
How many times did customer X and Y log on in the last week? How 
many features in your product are they actually using? Are they raising 
multiple complaint tickets because your so�ware is too di�cult to master? 
Proactively reach out to these consumers or clients to reduce churn risk as 
part of your customer retention program.

Create A Communication Loop
One of the best practices when using technology to retain customers for 
long-term growth is constant communication. �ankfully, LMS 
technology comes with inbuilt feedback features that can help you 
communicate practical knowledge without the fear of spamming their 
email inboxes.

Improve Continuously
Feedback loops lead to continuous product improvement and consistently 
enhance customer experience, and this is how training programs impact 
customer experience. Among other things, don't forget that training is a 
chance for research and development teams to learn how to tweak, test, 
and launch new features and offerings. Or maybe even launch add-on 
services to increase per-ticket sales.

Address ALL Customer Touchpoints
Create a backup customer support. You have sales and marketing teams, 
CX and CSM teams, and other executives focused on the customer 
experience. You can add an LMS customer training program to the mix to 
build multi-touch rapport with your cherished customers.

How To Create A Customer Retention Plan To 
Optimize Customer Support

Study Them
When building customer retention programs, find out what appeals to 
each of the personas or target groups. Powerful insights lead to actionable 
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information that the marketing team can use to power retention campaigns. 
For example, some customers may be driven by price discounts, while others 
focus on exceptional service. Invest time and resources into customer 
research to create an optimal customer support and retention.

Make Yourself Indispensable
Position your company or product a cut above the competition. In other 
words, your brand or o�ering shouldn't be viewed as a "nice to have." It 
should be a "need to have".

Empower �em
If you know your customers' habits and behaviors, you can preempt their 
needs and support them or even submit help tickets proactively.  For 
instance, LMS technology-rich insights can be fed into a CRM system via a 
series of APIs. Another option is to build a database of customer expectations 
and leverage this to empower your customers to do be�er with your 
products and services.

Build Trust
Determine how personalized learning content optimizes the customer 
journey. When clients share their email addresses with you, that's a subtle 
sign of trust. In that instance, start onboarding them and deliver more 
knowledge and content to build stronger relationships. For best results, 
personalize all your messages and learning content so that they feel like VIPs.

Reward Loyalty
Loyal customers deserve some rewards, such as subscription discounts for 
every new customer referral or access to exclusive content. In fact, you can 
do this through a gami�cation rewards program that's tied to your customer 
education LMS and customer retention program.
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LMS Metrics You Should Focus On To Bring 
Long-Term Growth

Engagement
You need to know how many customers successfully �nished their online 
training certi�cations, as well as how they interact with the content. You can 
also use instructor approval ratings to determine how trainers are engaging 
with customers if you host live events or VILT sessions.

Customer Satisfaction And Approval
�e best online training programs feature polls and surveys to determine 
how learners feel about the course. Approval ratings shed light on the 
e�ectiveness of your training strategy. Another metric to consider is overall 
competency. For example, do they have the necessary knowledge and skills 
to get the most from their investment?

Conclusion

If customers are clicking away from your course in droves, you may need to 
improve engagement or overall program value. Go back to researching their 
pain points so that you can address them in future online training initiatives. 
More importantly, design eLearning experiences that �ll knowledge gaps and 
build a stronger rapport with your consumers. 

One of the main perks of using customer education LMS solutions is that all 
the information is at their �ngertips. For example, digital learning content is 
organized in one central location. �us, companies can track progress, reduce 
customer support costs, and improve the customer experience for growth 
and pro�tability.

Adobe Captivate Prime LMS delivers robust reporting to help you optimize 
your customer retention programs and improve customer training ROI.

CONTACT US  to see a personalised demo

mailto:captivateprimesales@adobe.com
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Conclusion

�e best customer training LMS paves the 
way for business growth. �ink of it as a token 
of appreciation for loyal consumers, where 
they can get immediate support and bridge 
gaps on the spot. Adobe Captivate Prime LMS 
can help you skyrocket sales and service stats 
in record time. With social learning support, 
built-in metrics, and personalized paths, the 
sky’s the limit when it comes to customer 
retention and business expansion. 

Use Adobe Captivate Prime LMS
as a Customer Education Platform. 

LEARN MORE

CONTACT US

mailto:captivateprimesales@adobe.com
https://www.adobe.com/products/captivateprime/solutions/customer-education.html



