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OVERVIEW
User onboarding software helps you to
improve user activation with a robust
onboarding experience. Your product
is typically utilized in various methods,
whether it’s different use cases, or
diverse ways of accomplishing the
same objectives. A user onboarding
solution permits you to adjust the
onboarding experience based on the
persona of the user to enhance
engagement. You can deliver a
personalized and dynamic experience,
and let the user determine their
journey without restricting them to a
single path.
User onboarding software also enables
you to assist users as they utilize and
navigate
your
product.
Provide
relevant and needed help at the right
time. The platform allows you to
trigger tips and hints based on in-app
events and user behavior so you can
engage the user at the appropriate
time.
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Customer Success Report
Ranking Methodology

The FeaturedCustomers Customer Success ranking
is based on data from our customer reference
platform, market presence, web presence, & social
presence as well as additional data aggregated from
online sources and media properties. Our ranking
engine applies an algorithm to all data collected to
calculate the final Customer Success Report
rankings. The overall Customer Success ranking is a
weighted average based on 3 parts:
Content Score is affected by:
1. Total # of vendor generated customer
references (case studies, success stories,
testimonials, and customer videos)
2. Customer reference rating score

Customer Success Report
Award Levels

Market Leader
Vendor on FeaturedCustomers.com with
substantial customer base & market share.
Leaders have the highest ratio of customer
success content, content quality score, and social
media presence relative to company size.

3. Year-over-year change in amount of customer
references on FeaturedCustomers platform
4. Total # of profile views on FeaturedCustomers
platform
5. Total # of customer reference views on
FeaturedCustomers platform
Market Presence Score is affected by:
1. Social media followers including LinkedIn,
Twitter, & Facebook
2. Vendor momentum based on web traffic and
search trends

Top Performer
Vendor on FeaturedCustomers.com with significant
market presence and resources and enough
customer reference content to validate their vision.
Top Performer's products are highly rated by its
customers but have not achieved the customer
base and scale of a Market Leader.

3. Organic SEO key term rankings
4. Company presence including # of press
mentions
Rising Star
Company Score is affected by:
1. Total # of employees (based on social media
and public resources)
2. Year-over-year change in # of employees over
past 12 months
3. Glassdoor ranking
4. Venture capital raised

Vendor on FeaturedCustomers.com that does not
have the market presence of Market Leaders or
Top Performers, but understands where the market
is going and has disruptive technology. Rising
Stars have been around long enough to establish
momentum and a minimum amount of customer
reference content along with a growing social
presence.
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2020 Customer Success Awards
Check out this list of the highest rated User Onboarding Software software based
on the FeaturedCustomers Customer Success Report.
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OVERALL BEST
OF USER ONBOARDING SOFTWARE
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TRUSTED BY

ABOUT WALKME
WalkMe™ is an interactive online guidance and engagement
platform. WalkMe™ provides a cloud-based service designed
to help professionals – customer service managers, user
experience managers, training professionals, SaaS providers,
and sales managers – to guide and engage prospects,
customers, employees and partners through any online
experience. WalkMe™ has designed a platform that helps
businesses eliminate online confusion, while at the same time
raise efficiency and reduce costs.

172
Customer references from
happy WalkMe users
VIEW ALL REFERENCES

"WalkMe has helped eMoney scale and streamline user adoption and share critical messages with target audiences. We
were able to create customized courses that save time, eliminate tedious work, and produce meaningful and strategic
conversations, enabling our customers to get the most out of our software, service, and support."
Steve Levis
SVP, Client Engagement, eMoney Advisor

"WalkMe Mobile allows us to achieve real-time in-app content design and deployment,
drive user feedback and ratings, and influence our deal campaigns."
Carmit Dotan
Chief Executive Officer, Hulyo Tourism

"WalkMe has helped us streamline communication across internal and external platforms: in our CRM as a
knowledge provider and on the online application platform as an on-the-spot engagement tool. WalkMe
has been integral in reducing support costs while driving user engagement and adoption."
Andreea Ionita
Business Innovation, IE

"The benefits we continue to see from WalkMe are tremendous: user onboarding times have
decreased dramatically, and user adoption of our product is done independently and
effortlessly."
Nadia Basil
Product Marketing Manager, LiveIntent
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2020 MARKET LEADERS
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ABOUT PENDO
Pendo was founded in 2013 when alumni from Rally, Google,
Cisco, and Red Hat combined their heads and hearts to build
something they wanted but never had as product managers a simple way to understand and attack what truly drives
product success. With powerful analytics, in-application user
feedback, and contextual guidance designed to help
companies measure and elevate the customer experience
within their applications, Pendo is on a mission to improve
society’s experience with software.

146
Customer references from
happy Pendo users
VIEW ALL REFERENCES

“We have been running NPS through Pendo and directing the responses to a company-wide Slack channel. By doing so,
it has given immediate visibility to current customer state and enables our product team to see product-related feedback
in real-time. Because of this, more product to customer calls have occurred and has led to great conversations with our…
Taylor Young
Customer Success Operations, Terminus

"Socrata is proud to use Pendo Feedback for collecting, triaging, and managing internal feature
requests – the tool has simplified life for Socrata’s Product team, and has shown the rest of the
company that the Product team takes their feedback seriously."
Christian Hoogerheyde
Product Manager, Socrata

“I created an entire growth and adoption strategy focused on educating support and customer success, as well as
impacting our sales and marketing funnel, by providing our organization with data on what customers like to do and how
to make them more successful. That’s all knowledge that Pendo provides to us as a company.”
Jay Brewer
Vice President of Experience Design, Rapid7

"With Pendo we have been able to tailor the onboarding experience to walk users through features on our site that are
relevant to them, and will provide the most value in helping them maximize their experience on our site. Since launching
the onboarding guides we’ve doubled the number of investors signing-up for additional features, and grown our…
Austin Teague
Director of Growth Marketing, Harvest
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ABOUT WHATFIX
Whatfix is a game changing Performance Support
platform that helps users achieve optimal performance
by providing them quick and easy access to contextual
information needed at the time a task is being
performed. With Whatfix, enterprises enable their users
to quickly adopt any software application, thereby
eliminating the time spent in referring multiple
resources for help and support.

42
Customer references from
happy Whatfix users
VIEW ALL REFERENCES

"Whatfix has helped our company educate our clients about our products and website editor. Having an
integrated walkthrough of our editing system has lowered our inbound calls and our support ticket count
for website edits. We are able to spend the saved time enhancing service for our clients."
Olivia Stanger
Assistant Operations Manager, Baystone Media

"With Whatfix, end-users are using our platform independently faster. Whatfix has given a broad
reach to our training. The number of support calls and emails on basic navigational questions has
become virtually zero."
Marsha Bergen
Quality and Support, PlanetHS

"Whatfix has made it super simple for us to incorporate helpful visual walk-throughs into our knowledge
base content. Our users are able to get seamless self-service even on complex features due to Whatfix's
intuitive interface. Plus, it's a breeze for our team to create and maintain our flows."
Abbie Albright
Director - Ent Product Mgmt, Maxwell Health

"Customers always told us that this type of in-app help is their most preferred way of receiving
help. Whatfix’s integration will definitely accelerate the see-try-buy cycle and our team can
directly impact the top line."
Paresh Naik
Senior Manager, BMC
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2020 TOP PERFORMERS
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ABOUT APPCUES
Appcues makes it easy to deliver exceptional user
experiences at scale, leading to happier customers
and accelerated business growth. Using their
Product-Led Growth Platform, anybody can publish
beautiful and personalized in-product experiences
(tooltips, modals, etc.) in minutes, measure the
impact on key business results, and know when and
how to intervene with a human touchpoint.

67
Customer references from
happy Appcues users
VIEW ALL REFERENCES

“In my time using Appcues, it has been incredibly intuitive to use. From creating my first test flow, to
designing more complex groups of flows that adjust based on user selections, it has been a breeze to use. It
is also incredibly versatile when it comes to personalizing and targeting flows to specific groups of users.”
Ryan Mitchell
Customer Support Manager, N2Y

"Appcues is so powerful because it allows us to build our product marketing campaigns into a user’s natural workflow.
When they’re in our product and at a relevant time, the Appcues message displays, which makes the user more likely to
take action. With email, the user could get distracted or be working on another priority and forget to take action."
Jeffrey Vocell
Product Marketing Manager, HubSpot

“Appcues not only gives us another channel and another mechanism as another way to
communicate with [our customers], but also makes it super super simple for us to get in front of
our customers and iterate on different ideas.”
Scott Seiffer
Product Marketing Manager, Indiegogo

“From a customer success standpoint, it was amazing to see that our users were not only initiating Appcues
flows and going through these walkthroughs but they were actually finding the contextual information they
were looking for with just two clicks and were also taking the prescribed action.”
Lawrence Barreca
Customer Success Technical Content Manager, Accelo
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ABOUT INTERCOM
Intercom offers the world’s leading business messaging platform
that delivers real time contextual communications to drive growth at
every stage of the customer lifecycle. Intercom is the first to bring a
real time messaging-first experience to sales, marketing and support
teams and offers the only business messenger that powers more
than chat. Its Messenger and suite of customizable toolkits are built
on top of a platform that creates brilliant and personal experiences
for businesses and customers. Intercom has over 30,000 customers
and powers 500 million customer conversations each month.

90
Customer references from
happy Intercom users
VIEW ALL REFERENCES

“Intercom provides us with a tool to field any requests, spanning from support, marketing, sales,
and technical advising. We’d be hard-pressed to find a system that supports the needs of
multiple departments, and the multiple integrations allow us to serve our users at scale.”
Ashley Stamps-Lafont
Customer Success Program Manager, Unity

“Intercom gives us insights into busy and slow hours which help determine our staffing
decisions. We can see week over week where our busiest hours are to finetune hours across our
global team to ensure we have enough coverage at all times.”
Shak Hossain
Head of Support, Pantheon

"Giving prospects and customers a way to reach out to us on our marketing site via the
Intercom Messenger has tremendously increased our sign up rates."
Erwan Jegouzo
Co-founder & CTO, Pippa Inc.

“The automated lead qualification saves us countless hours prioritizing leads without
compromising the customer experience. It’s everything we need to move fast and maximize
website traffic.”
Sasha Sanan
Head of Sales, Airtable
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ABOUT USERIQ
UserIQ was founded in 2014 and is led by the
former CIO of TRX and a former Microsoft
Executive to help SaaS companies transform the
way they engage with their customers. UserIQ is a
part of the Signature program at ATDC, a startup
technology business incubator for early-stage
startups, and is funded by leading VC firms in
Atlanta.

47
Customer references from
happy UserIQ users
VIEW ALL REFERENCES

“UserIQ helps us communicate with customers, gather feedback, and promote new features. We are able to
identify and message different customer segments within UserIQ, and we’ve seen significantly higher
engagement with product campaigns, such as NPS Surveys and new product launches.”
Cynthia A.
Product Manager, Brainshark

“Before UserIQ we had zero visibility into what our clients were using from a product usage
perspective and didn’t know what they liked most and what they didn’t. Now with UserIQ, we
can see what customers are actually using so we can make better product roadmap decisions.”
Adam Cooney
Director of Customer Success, Kenect

"UserIQ is a flexible and powerful platform for customer health scoring, NPS collection, in-product onboarding,
educational marketing, and usage insights – all in one. Since adopting, we’ve gained confidence in assessing the health of
our customers, saved countless hours in reporting, and freed the process of building effective onboarding from the…
Josh Holnagel
Customer Growth Specialist, TechSmith

"UserIQ has given us tremendous insight into how our customers interact with the platform. The ability to segment users
by feature adoption has allowed Customer Success to create targeted upsell, new product launch and adoption
campaigns to educate and support our customers. We also know how engaged each customer is with our platform to…
Amber Haack
Vice President of Customer Success, Springbot
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2020 RISING STARS
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ABOUT CHAMELEON
Chameleon is a platform for software businesses to
build better user onboarding. As software eats the
world, many users get left behind with new products,
features, interfaces, and designs. Chameleon allows you
to create beautiful product guidance that helps, guides
and delights your users throughout their journey. Build,
manage and optimize your product tours without
writing code. Great for onboarding new users, feature
announcements, and reducing support.
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Customer references from
happy Chameleon users
VIEW ALL REFERENCES

"We needed our users to opt-in and Chameleon made it super quick to build and launch
a consent modal right inside our product!"
Lauren Denault
Vice President of Customer Success, Skupos

"Chameleon has helped us engage 50% more users with new features. That easily helps
argue for the budget to use it."
Earl Lee
Product Manager, FiscalNote

"We love the variety of choices available in Chameleon. The flexibility of styles and
ability to select exactly the right element on the page make it really powerful."
Noel Deomampo
Product Manager, AuditBoard

"With Chameleon, I can construct, customize, and publish a tour in less than 10 minutes! Even
after a tour goes live, I can quickly edit the steps to best cater to what users are responding to."
Casie Levine
Growth Engineer, PersistIQ
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ABOUT SKILLJAR
Skilljar’s award-winning customer training platform
enables you to successfully onboard, engage, & retain
your customers & partners. Their cloud learning
management system (LMS) makes it easy to create
courses, distribute to web & mobile devices, and track
results. Skilljar helps you accelerate product adoption,
automate onboarding workflows, reduce support costs,
and increase long-term customer satisfaction.

36
Customer references from
happy Skilljar users
VIEW ALL REFERENCES

"We selected Skilljar because we were looking for a training solution that was agile, beautifully designed,
and customer-centric. No one else in the LMS market is addressing customer training as elegantly as
Skilljar, and we couldn't be happier to be partnering with them as we expand the reach of our program."
Caitlin Wood
Senior Manager, Customer Education, Zendesk

"As administrators of six domains hosted by Skilljar, we are able to easily post
professional-looking content and our customers often comment on how easy it is for them to
access our training and navigate the courses."
Andrea Eberly
Learning & Development Manager, Cisco

"I think of Skilljar as a platform that supports the customer journey. Skilljar lets you guide your
customers to specific content based on their tenure, our product, and our understanding of their
needs."
Shelley Berkowitz
Vice President of Training, Zuora

"With Skilljar, we’ve been able to serve more dynamic content to our internal teams, as well as
create a powerful lead generation and educational tool for our customers and prospects. It’s
incredible that Skilljar can work so well for both distinct target markets."
Lauren Feekin
Biotechnology Marketing Specialist, Li-Cor Biosciences
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ABOUT UPSCOPE
Upscope is the simplest screen sharing solution for
support staff of web products. With integrations
with all major live chat providers, Upscope allows
you to quickly see your users' screen and help
them navigate your app.

28
Customer references from
happy Upscope users
VIEW ALL REFERENCES

"Upscope makes it dead-simple for HOA Express’s customer success team to assist customers in a whole new way! We
especially love using the tool to show off our features in walkthroughs, plus it makes troubleshooting bugs much easier.
Most importantly, their tool requires no downloads or installations—an absolute must for us. We can achieve fantastic…
Wes Cossick
President, HOA Express

"Upscope is great. We can easily see what a user does and help him or her by highlighting a button whilst maintaining
our high standards of security and privacy. We use it to take away the burden of finding out what's going wrong for a
user and to educate our users on (new) features. What makes it especially useful is its tight integration with Intercom;…
Sjoerd Janssen
Stimuliz

"Our sales team at Perfit uses Upscope to give new customers a personalized onboarding. Account executives can easily
introduce them to the main features of our app, right on the user's account, with thier own data. And users are blown
away when they see you can point them in the right direction or draw on their screens. It requires no installation or…
Diego Sanchez
CTO and Co-Founder, Perfit Email Marketing

"The primary user is our onboarding team and our data shows that it cuts their calls down from 30 mins to about 22 mins
(27%), which is fantastic. This product allows us to help guide our customers through our software while onboarding
them. The fact that it is a no download software for the customer is great and very frictionless. I recommend this…
Cainen Gerety
Sales Manager, Square
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ABOUT USERPILOT
Userpilot helps product and customer success teams
increase user adoption through behavior-driven product
experiences. Code-free. It is perfect for the first-run
experience for new sign-ups - push for meaningful
actions and ensure they understand the value of your
product and pave the way to that Aha! moment.
Increase activation and stimulate feature discovery
among users as your product evolves.
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Customer references from
happy Userpilot users
VIEW ALL REFERENCES

“We’ve been using Userpilot in our demo version to improve the onboarding user
experience. There was great feedback from our users concerning our guided tours. I
love the UI and Customer Support of Userpilot and would recommend it any day.”
Troi

"It took me less than an hour to create my first experience and deploy it on our
production site."
Nik Kale
Tech Leader, Cisco

"The functionality and ease to introduce customers to your SAAS or service is so powerful that
conversions are just unusual. I highly recommend this in place of any free trial approach."
Hector Buenrostro
Sales, Keller Williams

"The software is very carefully designed and the UX is easy to use. Installation was also quite
simple. User onboarding is extremely important to us as it affects our conversion rates directly."
Joshua Waldman
Chief Executive Officer, Billy Inc.
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