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10 times higher trial-to-paid conversion
with the Userlane onboarding solution
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Userlane engagement Userlane adoption higher customer
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Berlin-based Ninox is a No-Code/Low-Code platform for database users. Userlane helped customers get
up to speed more quickly and boosted both trial customer conversion and paid customer retention. They
found that trial users who onboarded with Userlane were 10x more likely to continue using Ninox, than

those who didn’t.

v h & & Ninox is No-Code/Low-Code, but as any software application it takes some
- &

time to get used to, and people need some help learning the skills to get the

most out of their trial. With Userlane, we are seeing people getting underway

with more ease and reaching the point where they are more likely to convert.

VARUN MODI, PRODUCT MANAGER AT NINOX SOFTWARE

The customer challenge

Ninox helps database users automate their processes such as spreadsheets and CRMs.

Ninox software is rich in functionality and the company is always looking for new ways to help trial users
and early-stage customers understand the basics so they can get to use it more quickly and efficiently.
Foundational skills include creating databases or tables, importing and exporting data and learning how to

write scripts.

While trial users were reaching important milestones during their trial, Ninox also wanted them to be able
to experience the true potential of their platform. This was a challenge when they were just relying on
traditional documentation. As a result, conversion had room for improvement.

1/3



How we helped

In 2020, Ninox tried several different onboarding tools and decided that Userlane was the best fit. The
team found that Userlane offered a lot of flexibility in its customization allowing guides to be targeted for
different target audiences.

Ninox implemented a Userlane trial phase to validate the solution for its customers giving them an option
to use it. The intention was that users would quickly be able to understand the basics of Ninox and get to
the heart of the solution early in their trial period. The overall experience was positive so Ninox decided to
activate Userlane for new users, and so the onboarding software was offered to all users.

Here are the benefits Ninox and its customers enjoyed:

Ninox was able to make an active effort to onboard its customers directly
rather than leave them to find their own way via documentation. A
phased roll-out also allowed the company to trial Userlane on a smaller
scale before introducing it to the complete user base. They quickly
created enough interactive step-by-step guides so customers could
understand the basic functionality of the platform and get familiar with it.
Interactive guidance allowed Ninox to improve engagement and boosted
customers’ confidence in the software because Userlane accompanied
them every step of the way as a personal virtual assistant.

Previously, customers who were getting to know Ninox would rely on
manuals and other support documentation. With the addition of
Userlane, they could onboard themselves with little effort and skip the
reading unless they wanted to go deeper into the software from the
start. With Userlane, Ninox could store and provide access to helpful
documentation directly in the system as well as create new interactive
support content.

Since implementation, Userlane has had a dramatic impact on customer
retention, application usage and conversion. In the first six months, 53%
of trial sign-ups made use of Userlane, increasing engagement with
Ninox. Those users were 10x more likely to continue using Ninox. This
increased retention is a key business metric for the SaaS company.
During the same period all of the 74% of users who booked a
subscription made use of Userlane.
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The results

53% Userlane engagement rate by trial users & costs

1 With Userlane, trial customers were able to use the Ninox platform intuitively, improving
overall software engagement.

74% Userlane adoption rate by paid audience

By boosting software adoption, the week 1 retention rate for paid customers increased
already by 11%.

3 10x as many retained users With Userlane

Users were 10x more likely to be retained/converted to Ninox.

Ninox is positive that Userlane will continue to reduce the time customers need to get onboarded with
Ninox. The team is excited to explore further features of Userlane, including the ability to send
announcements from within the app, the Tooltips and more. They also plan to use the software’s search
functionality and integrations to internal collaboration tools and knowledge bases.

The most amazing thing for me was that | could build a guide without any prior
knowledge of how Userlane works, and without any technical skills. When it

was up and running we could track users’ behavior, Userlane’s guides have

really crystallized which steps users struggle with and helped us make content
creation decisions. Userlane reduced the need for certain types of
documentation. Customers can explore more complex areas in the Ninox

platform, understand them, and get to like it more.

ANASTASIYA POVNYTSYA, SENIOR UX WRITER AT NINOX SOFTWARE
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