
Building a 
digital customer 
experience, guided 
by user insight



Colleen Knuff
Vice President, Product 

Management, 
Wolters Kluwer

Mustafa Kamal
Lead Technology Product 

Manager,
Wolters Kluwer



 Agenda
■ Insights from analytics

■ Elevating onboarding experience

■ Unlocking integration benefits







Insights from analytics

■ Product Areas
■ NPS
■ Segments
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Segments







Results

■ Track customer journey 
■ Identify pain points
■ Deliver quick wins



Enhance onboarding

■ Walkthroughs
■ Announcements and 

Updates
■ How-To Guides



Walk Throughs

https://docs.google.com/file/d/1nUXfKB_u-9aZdMoWUaIWHytCyvH4Xt5s/preview


Walk Throughs

February 2023                              March 2023                                      April 2023



Enhance onboarding

■ Walkthroughs
■ Announcements and 

Updates
■ How-To Guides
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Onboarding Users 
Results
■ Improve first time 

experience
■ Reduce support calls
■ Drive feature adoption
■ Improve NPS





Leveraging Integrations

■ Calendly
 
■ Salesforce
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Leveraging Integration
Results

■ Streamlined feedback 
sessions

■ Enhanced customer insights 
and increased retention

■ Reduced support calls



Call to Action

■ Create Product Areas and Segments
■ Activate NPS
■ Enable Learning Center
■ Set-up how-to guides
■ Leverage integrations
■ Share with your business partners



Thank you!




