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EMPOWER

YOUR CUSTOMERS,
DRIVE BUSINESS
GROWTH

In the current competitive landscape,

customer success is the cornerstone of
every thriving business. Equipping your
customers with the knowledge and skills
to maximize the value of your products
is no longer an option, it's a strategic
necessity. Studies show that
organizations offering robust customer
education programs see a significant
boost in product adoption, customer
satisfaction, and ROL.
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DRIVING

BUSINESS
GROWTH

THROUGH CUSTOMER
TRAINING

Effective customer training helps foster product adoption, boosts satisfaction, and
ultimately drives business growth. However, creating and delivering impactful training
programs for the masses can be a challenge. Various tools and platforms exist to support
customer training endeavors, but Adobe Learning Manager stands out by tailoring your
approach to the specific needs of your audience while leveraging features that promote
engagement, accessibility, and data-driven insights.

By following these guidelines, you can create a customer education program that

empowers your customers, fosters loyalty, and ultimately contributes to the long-term
success of your business.
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THE COMPELLING CASE FOR

CUSTOMER TRAINING

Investing in customer education yields significant benefits that directly impact your
bottom line. When customers frequently reach out for help and support on common
issues, providing targeted education can empower them to overcome these issues
independently. According to a study by Forrester, customer education can improve
product adoption, shorten sales cycles, lower support costs, reduce resolution time,
and increase customer retention.
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Reduced Support Costs

Empowered customers require significantly less assistance from your support team, freeing them
to focus on strategic initiatives and complex issues.

Improved Customer Onboarding

A customer decides to renew their subscription within the first 90 days of their post-sale purchase.
Training during the onboarding phase shows customers how your product works and the
solutions it provides beyond the obvious ones, thereby reducing adoption time.

Shortened Sales Cycle

Aligning your education program with the customer journey allows you to create personalized
messaging illustrating how your product can help customers. Customers who understand the full
potential of your product are more likely to utilize its features, maximizing its value and driving ROI.

Improved Customer Satisfaction

Proficient users experience greater satisfaction with your product, leading to higher retention
rates, positive word-of-mouth marketing, and increased customer lifetime value.

Enhanced Brand Advocacy

Satisfied customers transition into your brand advocates, driving organic growth through referrals
and positive reviews, ultimately strengthening your market position. Loyal customers are also up
to 70% more likely to make repeat purchases, leading to up to 20% growth.
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CREATING AN
IMPACTFUL CUSTOMER

EDUCATION

PROGRAM

Creating effective customer education
programs requires an understanding of
your customers’ needs and pain points.
These inform the narrative and sequence
of your customer education assets and
the goals you set for your program.

» Customer Satisfaction (CSAT): Survey customers about their satisfaction with
your education program and compare future data to monitor satisfaction over
time.

» NetPromoter Score (NPS): Ask customers to rate how likely they are to
recommend your brand, followed by detailed follow-ups.

» Customer Retention: Successful customer education leads to higher retention
rates. Monitoring retention can hint at the need to reassess your strategy.

» Resolution Time: Effective customer education reduces overall resolution time by
empowering customers with self-help knowledge.

» Cross-Sell Conversion Rate: Customer education enhances product
understanding, reducing perceived risk, and leading to increased upsell and
cross-sell opportunities.

Set Goals to Measure Revenue Impact

Setting goals for your customer education programs helps monitor performance and
gain stakeholder buy-in. A 2024 Forrester report found that stakeholders want to see
direct revenue impacts, with 83% looking for increased upselling and cross-selling
opportunities and 77% monitoring product adoption.
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SELECT YOUR

DELIVERY FORMAT & CHANNELS

A mix of learning methods and channels is ideal for meeting various customer learning
preferences. Common formats include training aids, manuals, product demonstrations,
videos, PowerPoint tutorials, and selfpaced eLearning. Adobe Learning Manager's
headless LMS can transform the customer’s eLearning experience by displaying all your
educational content on channels of your choice, personalizing content with Al
recommendations and certifications.




CHOOSE A

CUSTOMER EDUCATION

LEARNING MANAGEMENT SYSTEM (LMS])

According to an Adobe report, 66% of businesses use an LMS to deliver customer
training. Key features to look for include customization, personalization via Al (Iike
Adobe Sensei), advanced reporting, integrations, and flexibility. Adobe Learning
Manager excels in these aspects, supporting flexible learning options and seamless
access across different formats.
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LEARNING .’

DRIVE GROWTH WITH

ADOBE LEARNING MANAGER

With a focus on personalized learning experiences, interactive content, robust assessment,
seamless integration, scalability, continuous learning, comprehensive analytics, and
mobile accessibility, Adobe Learning Manager offers the tools and capabilities needed to
drive business growth through customer training. Invest in your customers, and they'll
invest in you.
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Disclaimer:

The statistics and findings presented in this whitepaper are derived from external reports and research studies.
Specifically, insights regarding customer education and its impact on customer experience (CX) and business
growth have been referenced from the following sources:

Forrester Consulting Thought Leadership Paper Commissioned by Adobe, "Level Up Customer Experience
(Cx) With Customer Education Programs,” January 2024.
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