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Optimizing Multi-Stakeholder User Onboarding

A holistic approach to onboarding through user-centered

design

TIMOTHY NILSSON, AXEL SODERBERG

Department of Computer Science and Engineering

Chalmers University of Technology and University of Gothenburg

Abstract

Traditional approaches to enhancing software onboarding typically focus on individ-
ual user journeys, yet complex systems often require coordinating multiple stake-
holders through interconnected processes. Through Wint, an automated accounting
software platform, this thesis takes a holistic approach to the onboarding context,
employing a research-through-design methodology to explore both the fundamental
and specific issues of Wint’s onboarding. The research examines how the multitude
of stakeholders, including end-users, employees, external partners, and third-party
integrations, influence the critical onboarding process.

Following an iterative design process including extensive interviews, thematic anal-
ysis, prototyping, and a co-design workshop, this thesis presents multiple design
artifacts to optimize various parts of Wint’s onboarding. One concept regarding in-
tegrating a customer self-service learning platform was further analyzed and tested
through a refined prototype, with independent participants unaffiliated with the
organization. The identified friction points can be generalized in the context of on-
boarding multi-stakeholder systems beyond accounting software. Furthermore, the
research addresses common design patterns in onboarding scenarios and metrics to
evaluate and guide onboarding improvement.

The findings are presented as design artifacts, user testing results, and an extensive
discussion culminating in general recommendations and insights for future attempts
to improve digital service onboarding. Overall, the findings suggest improvements
to internal employee workflows and customer interactions within the platform, ex-
panding to reduce strain throughout the customer life cycle. Finally, possibilities
for future work are identified and discussed.

Keywords: User Onboarding, Multi-stakeholder onboarding, interaction design, HCI,
user experience, co-design
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Introduction

For any service, an appropriate onboarding process is crucial for providing users
with the required knowledge, whilst also providing the service provider with all the
information needed to deliver the service successfully. This procedure may take
on many different forms depending on the context, ranging from reading simple
instructions to rigorous and time-consuming tasks spanning minutes or even days.
Regardless, it is the common goal of both users and service providers to achieve a
sufficient level of proficiency and ensure the future satisfactory usage of the service.

One such process is that of Wint, an automated accounting service software [1].
Wint’s current onboarding system is mostly digitized, however, not all actions are
performed within the same platform. The current process includes multiple steps
with external stakeholders, uncertainty regarding task completion, and highly vari-
able tasks depending on the user. This creates a complex state, which is further
exacerbated by an additional degree of correctness given the legal nature of many
of the tasks. While others have analyzed user onboarding, little research exists on
efficient practices regarding stakeholder communication, long-term impact, and opti-
mization of the process in general. We aim to contribute by exploring the following
research questions:

o Which design patterns best support the visualization and streamlining of multi-
stakeholder integration processes?

« What optimization opportunities exist in the onboarding process to reduce
stakeholder time investment throughout the entire customer lifecycle?

o What metrics effectively capture value creation and realization across different
stakeholder groups during the platform onboarding process?

Through investigating these questions, we hope to provide insight into the process
of designing and evaluating onboarding systems and reach conclusions applicable to
a broader community, both academic and service owners.
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Background

Wint [1] is a Swedish fintech company specializing in automated accounting and
financial services for businesses. They offer digital solutions to streamline finan-
cial management, including bookkeeping automation, invoice processing, and finan-
cial reporting. What distinguishes Wint from conventional automated bookkeeping
platforms is its service-oriented business model rather than a purely software-based
approach. This approach requires stronger communication between the organiza-
tion and its customers to build meaningful relationships while also maintaining the
software’s usability and reliability. Consequently, the onboarding process assumes
critical importance as the foundational mechanism through which customers are
effectively integrated into the Wint ecosystem.

This section describes the current state of Wint’s user onboarding process, the dif-
ferent stakeholders involved, and other prerequisites crucial to understanding the
breadth of the problem. User onboarding refers to the process of introducing a user
to a new product or service [2], see section 3.2.

2.1 Different stakeholders at Wint

Stakeholders in Wint’s platform can be categorized into three categories. Each of
these stakeholders has a different purpose and role when it comes to the onboarding
of Wint’s platform, and interacts with different interfaces. This section explains the
most crucial parts to understanding the context of each stakeholder.

2.1.1 Customers

The primary stakeholder is naturally the user/customer paying to use the platform
to automate their bookkeeping. This is a highly varied group, some knowledgeable
about bookkeeping requirements and others not at all. Most are smaller companies
with few employees, but larger companies are present as well. Customers primarily
use the Wint application, the interface from which they will use the Wint service,
as their medium for the onboarding.
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2.1.2 Wint

Secondary stakeholders include Wint and its employees. They play an integral part
in the onboarding process, ensuring the users are satisfied with the platform, and
communicating with external stakeholders to ensure the required access is provided
to the Wint platform.

Employees at Wint have access to an internal tool that manages all customer tickets
and provides support where needed. This application is used for handling most
actions regarding customers and is the primary interface Wint uses throughout the
whole customer life cycle.

2.1.3 External

External stakeholders include all other parties that are not an active part of the Wint
platform but whose services are required to make it fully operational. These include
different banks, authorities such as Skatteverket, and related service providers such
as a credit card service. These all have external tooling, systems, and integrations
that customers and Wint can access at multiple stages of the onboarding process.

2.2 Current User Onboarding at Wint

Wint is a bookkeeping service that aims to help customers automate their book-
keeping, giving them more time to spend on their actual business. However, to get
started with automating their bookkeeping with Wint, the user needs to familiarize
themselves with several components to effectively use the application and complete
tasks for the service to be operational.

In this section, what onboarding currently entails at Wint and the specifics of each
component are discussed in more detail. We focus on the essential elements of the
process, without delving into every complexity. The main phases are pre-onboarding
and onboarding, which eventually reach the less-defined post-onboarding stage.

2.2.1 Pre-Onboarding

Pre-onboarding at Wint refers to the initial period between customer signup and
service activation, which allows Wint to gather information vital to set up their
services. This includes questions about the customer’s previous bookkeeping, what
kind of business the customer conducts, and what services they intend to use on the
Wint platform. Once these prerequisites are understood, customers may access the
application, and Wint provides the relevant tasks for the primary onboarding.

2.2.2 Onboarding

The onboarding phase focuses on getting customers fully operational with Wint’s
platform. Upon first visiting the platform, users are prompted with a welcoming
guide that directs them on how to navigate the application, how to create new

4
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support requests if any issues arise, and, most importantly, where their to-do list
is located. Wint’s to-do list keeps users on track by showing them what needs to
be done next. While it’s especially helpful during the initial onboarding process, it
continues to be valuable throughout the user journey by flagging any tasks or issues
that need attention. The onboarding tasks in the to-do list employ a ticket system,
which means that every item in the to-do list is essentially a ticket containing key
information and instructions. Users can either follow the instructions directly or
ask Wint for help or clarification about the task. The ticket acts as a thread where
Wint and the customer can have an ongoing dialogue when needed.

Due to the complexity of an automated bookkeeping service, familiarizing the user
with the platform is not the only goal of Wint’s onboarding. Wint needs permission
and access from other external stakeholders to handle a customer’s entire bookkeep-
ing. These permissions are given outside of Wint’s platform, further complicating
the ability to provide support and communication between the customer, Wint, and
the respective external party.

The customer is prompied to
Welcome message BankiTax Agency complete the bank and tax agency
tickets
. - Customer updates their address with
Supplier Invoices Customer reads FAQ
suppliers
Expense | Recelpt mana gement Customer reads FAQ
il k
e Iokes o reesacls FAG Customer returns details (o enable
the service
Customer authorizes Wint at their
Bank Authaorization

bank

. Customer enabiles the flle transfer
File transfer service i
services

Customer authorizes Wint as tax

Tax Agenc:
e Tetum representatives

Wint contacts the previeus

Previous accounting Customer provides the contact details T

Share lediger (Create) and send to Wint

Customer recieves an amail with Customers does service sotup with

Integrated credit card service » = .
details for the card setup credit card providar

Figure 2.1: Overview of user onboarding tasks structure as presented through the
Wint web application

The first ticket is less of a task and more of a welcoming message, greeting the user
and informing them about the Wint platform and the other steps to get started.
The first step prompts the user to complete the different tickets that are vital for
the service to work, giving Wint access to manage and access their bank transaction
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and government tax data. The other steps relate to features or general information
the user should know about. Wint provides a link to an external Frequently Asked
Questions page to aid in the first steps, see Figure 2.2. Depending on what a
customer needs or wants, a few additional tickets might be opened as well, including
the setup of an integrated card service or providing specific information required for
certain types of organizations.

Undrar du 6ver nagot i Wint? Da ar du pa ratt stalle! Har har vi listat funktioner, smarta tips
och berattar hur du gar tillvaga nar du anvander Wint bade i webbgranssnittet och i mobilen.

2 Vad letar du efter?

Kategorier

K10 Betalfloden Kundfakturering Kvitton

Har hittar du de vanligaste fragorna
om K10-blanketten.

Funderar du hur betalning av
kundfakturor, utléigg eller kanske l6n
fungerar? Har finns svaren pa allt som
rér Wints betalfloden

Med Wint skapar du fakturan med
nagra enkla knapptryck. Fragor pa
det? Svar har!

Att hafta kvitton ar passé. Allt du
behover ar en telefon. Las har om
varfér och hur du gar tillvaga

Leverantorsfakturor Lon Maklare Ny kund i Wint
Alla kunder i Wint far Wi Svar pa vad du kan tankas undra Gver
leverantérsfakturor direkt in i appen. anst
Lss har hur det gar tilll

er till att bade du och dina Maklare - se hit! Har hittar du fragor
da far 16n pa rétt dag och svar kring funktioner specifikt for
Funderingar pa hur? Lés mer hér! dig hr.

nér du blivit kund hos Wint finner du

Figure 2.2: External frequently asked questions page, featuring a search bar, and
categories in turn containing several articles

It should be noted that many of the tasks create longer chains of sub-tasks and
additional actions depending on multiple factors. For example, the bank integrations
might include extensive instructions for actions that the customer has to complete
with their respective banks’ systems, which Wint has to verify once or multiple
times if incomplete. The complexity of these integrations varies significantly between
different banking institutions, as each bank has its own technical requirements and
verification processes.

2.2.3 Post-onboarding

Once a new customer has completed all the tasks related to the onboarding process,
the customer can be considered done and ready to operate the platform. However,
newer customers will naturally have more questions than those who have used the
service longer, and as such, a given interval after the main process is of importance
to understand the effects of the primary onboarding over time. In case Wint experi-
ences a customer repeatedly relying on further support, especially regarding subjects
covered in the original process, they might initiate a re-onboarding. Wint will then
aid the customer through and repeat the learning tasks of the primary process again

6
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to help them get on track with the service. A customer typically continues to auto-
mate transactions for around six to nine months before reaching a level where they
continuously use the service without notable external intervention.
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Theory

This chapter lists all the theoretical frameworks relevant to our research and aims
to establish a foundation for understanding user onboarding and how it is set up.
We begin by defining key concepts used in the field of human-computer interaction
that will be used as a basis for how we approach our research. Next, we explore the
intricacies of user onboarding and how multiple stakeholders add another layer of
complexity in the onboarding context.

3.1 Human-computer Interaction

Studies of the dynamic environment of interaction between human actors and dif-
ferent embodiments of computer systems, known as human-computer interaction
(HCI), have been a recognized field of study since the 1980s [3]. The field discusses
how to create efficient, user-friendly, and accessible interfaces, which is highly rel-
evant when investigating a digital user onboarding process. The principles and
methodologies taught in HCI can be used in the context of user onboarding to
improve the user experience and ensure a smooth onboarding process.

3.1.1 Mental model theories

Several different theories seek to explain how users interpret and learn a system,
and how this influences user actions and behaviors. The influential mental models
theory, first presented by Norman [4] in 1983, describes user interaction through
their mental model of the system. If a system greatly diverges from the users’
expectations and experiences, this will impair or delay user learning or experience
due to the user having to relearn things already familiar or discovering new means for
achieving their goals [4]. Sweller presents the cognitive load theory [5] which stresses
the need for interfaces to be clear and direct, lest risk overloading the cognitive
limitation, decreasing efficient learning. Pirolli and Card [6] propose the information
foraging theory, which suggests that users will seek out and forage for information
and learning opportunities of the system, as long as the system allows for a safe and
cognitively comfortable exploration.

A predominant theme in these models is the reduction of cognitive load [5]. User
interfaces should be designed with this in mind, especially in the context of learning
and users being new to a system. On the other hand, one should be careful hiding or
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limiting information to a degree that instead creates significant problems of ezcise,
cognitive and physical effort not directly part in achieving the user’s goal [7]. Such
problems include extensive navigation, poor defaults in forms or interfaces, and
overly frequent confirmations [7].

3.1.2 Design patterns

In broad terms, design patterns are replicable and testable solutions to common
design problems [8]. These methods help the user familiarize themselves with an
interface and know what to expect from the interactions, which contributes to reduc-
ing the cognitive load [5]. One can identify design patterns on many different levels,
ranging from larger structures such as navigation down to individual components of
an interface [9].

Related to onboarding, there are a number of prominent design patterns that can
commonly be found in different types of applications. For example, interface tours
guide the user systematically through an interface with annotations or tooltips, pro-
moting relevant features when required [10]. Checklist or task-based onboarding
increases engagement through small, achievable goals [11] and gives a straightfor-
ward way to measure progress [12].

3.1.3 Computer-supported cooperative work

Software or computer interfaces that are intended to accommodate the collaboration
of multiple users can collectively be called groupware [3]. They may range from
asynchronous text messaging to real-time collaborative meetings [13], with each
implementation bringing unique challenges to their specific contexts.

In groupware that relies on the action of multiple users, Dix [3] describes the impor-
tance of awareness of other users’ actions to keep multiple involved parties up to
speed and ensure trust and efficiency. In the context where a set of actions, tasks,
or events is expected, status trackers and progress updates are two proposed solu-
tions [14]. The status tracker follows a pull approach, where the user accesses the
information at will [14]. Comparatively, the progress update pattern delivers the
information directly to the user through some medium, a push-approach [14]. When
designing interfaces with requirements for such artifacts, one should make conscious
decisions about what suits the user best. Furthermore, tasks themselves must be
easy to understand and well structured to reduce cognitive load [13] and indicate
when they are considered done [15].

3.1.4 Gamification

Gamification broadly refers to the application of design patterns and strategies as-
sociated with games onto other contexts [16] to increase engagement or otherwise
enhance the user experience [17]. Chou [18] describes 79 different patterns, such
as achievements, step-by-step tutorials, quest lists, or progress bars. These can help
give users or players a sense of progress and encourage further learning or task
completion, empowering users through a sense of accomplishment [18].

10
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3.1.5 Prototyping

Prototypes are ways to communicate, evaluate, and develop ideas [19], and an es-
sential part of the design process [20]. Prototyping allows the probing of potential
solutions without needing a significant time, monetary, or other resource investment.
The tradeoff is that the limitations of a prototype will not fully capture the problem
context, a characteristic of wicked problems [21]. Prototypes are often categorized
as either low- or high-fidelity: the former are rough, less detailed variants focusing
on concepts, while the latter are more polished, realistic, and often interactive [22].
Both have strengths and weaknesses that make them more suitable for different
contexts, and there is no universal rule governing their usage; however, low-fidelity
prototypes might be utilized frequently in the earlier stages when a problem or solu-
tions are not yet fully understood, and high-fidelity prototypes take a larger presence
in later stages [22].

3.2 User Onboarding

Onboarding is a term with various interpretations, but it is mainly associated with
employee onboarding, which describes the process by which a new employee becomes
an integrated part of an organization [23]. User Onboarding instead focuses on
users and familiarizing them with a new product or service [2]. Defining precisely
what this entails is difficult since every product or service is different. For financial
services, some regulations and laws need to be integrated into the User Onboarding,
adding another layer of complexity [24]. An example of these regulations is Know-
Your-Customer (KYC), which states that the company is required to confirm the
identity of the customers, i.e, ensuring that their users and their financial intents
are legitimate [25].

User onboarding aims to effectively introduce a user to a product or service to a
point where they become proficient [26]. This also includes ensuring that the users
feel satisfied and integrated with the product or service.

3.2.1 Types and Elements of Onboarding Processes

The user onboarding process can take many forms based on the company’s product
or service. The complexity of the services or products and the user’s individual needs
create different requirements to satisfy or goals to achieve. The different types of
onboarding can be categorized as follows:

o Self-service onboarding: This refers to an onboarding process where users
themselves self-learn about the service or product; commonly through navi-
gating video tutorials, FAQs, manuals, or other forms of documentation [2].
This strategy is common for physical products that often come with a simple
manual or a get-started guide. Self-service onboarding effectively cuts costs
by reducing the need for an expert to teach about the service and instead
supporting independent learning [27].

11
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o Interactive guided onboarding: Guided onboarding is a form of User on-

boarding where users get an interactive walkthrough of a service through the
application itself. Additionally, the interactive walkthrough can be comple-
mented with annotated instructions [28] to clarify possible actions or func-
tionality. When done well, a benefit of this approach is that the users get
hands-on experience with the application, which helps build the user’s mental
model [4] and promotes learning [29]. This approach aligns with a psycholog-
ical phenomenon known as the IKEA effect [30], which suggests that when
users actively engage with and achieve something within a product, they feel
a sense of pride and become more emotionally attached to it, as a result.

3.2.2 Metrics and Key Performance Indicators

To effectively evaluate the success of user onboarding processes, it may be of interest
for organizations to establish metrics and key performance indicators (KPIs). Ka-
plan and Norton [31] emphasize in their Balanced Scorecard framework the need for
organizations to broaden their view of measurement, looking beyond standard finan-
cial metrics and also including customer perspectives. Therefore, it is important to
define metrics and KPIs that can be used to evaluate how well a user onboarding
process performs and ensure that users fully grasp the product and how to efficiently
utilize it [12].

12

e Onboarding Engagement: For onboarding processes that consist of a set

of tasks the user needs to complete, organizations may benefit from a KPI
that measures how quickly a user goes through the assigned tasks. Userlane
provides a user onboarding experience guide from the industry, where they list
a couple of relevant KPIs [12]. One is looking at the average time for users
to complete all tasks, which gives insights into how well the user understands
the given tasks and how motivated and quickly they can complete them [12].

Time-To-Value: Time-to-value is a widely mentioned metric in research in
the context of user onboarding [12], [32], [33]. This metric is used to determine
the time it takes for a new user from sign-up to their first achievement. It can
be used to identify flaws in your initial onboarding process and to optimize it,
which means you decrease the time it takes for your customer to start using
your software. This can also mean that less time is spent on support, lowering
costs overall.

Feature Adoption: Another metric introduced by Userlane is feature adop-
tion [12]. The metric is used to get a better understanding of how many users
are using a specific feature. This can be an interesting metric if you recently
released a new feature and want to know how it is being perceived. This metric
can be divided into the following KPIs:

— Feature Announcement Efficacy (number of users who adopted your new
feature divided by the total number of active users) [12]

— Time for Adoption (Average time from feature announcement to adop-
tion) [12]
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— Duration of Adoption (number of times users use the new features at
different points in time) [12]

Another metric often used at companies offering software as a service is churn rate,
which measures the number of customers who cancel their subscription.

3.2.3 Multi-Stakeholder Considerations

Freeman and Reed [34] defined stakeholders in 1983 as any identifiable group or in-
dividual who can influence or be influenced by the achievement of an organization’s
objectives. In complex software applications, multiple stakeholders are often in-
volved, who also need to be taken into account [35]. However, most current research
conducted on user onboarding commonly only discusses its importance to end users.
The stakeholder(s) who host or own the onboarding process may experience issues
themselves, and it is highly valuable to address these to improve the experience [24].

In financial services, relevant stakeholders can include customers, employees, banks,
and government regulators. Designing onboarding processes for multiple stakehold-
ers is a challenging task itself, mainly due to the variety of requirements each stake-
holder has [36]. Therefore, when designing a user onboarding process, it is essential
that all stakeholders are considered and that a reasonable effort is made to please
all.

3.2.4 Emergence of Al

As digital products become more sophisticated, artificial intelligence (Al) is continu-
ously being explored for many applications and could potentially be used to enhance
user onboarding. According to recent research, Al enables various digital platforms
to create real-time personalization and adaptive learning paths [37]. Therefore, Al
can be used within user onboarding to create a tailored onboarding experience, based
on how the user interacts with the product or service.

Another application where Al can be used to improve user onboarding is with con-
versational agents, more commonly known as chatbots. Conversational agents can
act as a first line of support, assessing users’ needs, answering simple questions, and
directing more complex issues to appropriate human support channels [38]. This can
significantly reduce the amount of human input required in the onboarding process
while also giving users access to an easily accessible support system that is avail-
able at all times. However, for a chatbot to appear human and be able to respond
appropriately to any given situation, sufficient training data is required [39]. This
limitation might make it less appealing for companies to incorporate this as a part of
user onboarding due to the commitment required to prepare and train an advanced
conversational agent.
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Methodology

This chapter outlines the methodological foundation of the project and introduces
relevant design philosophies and frameworks found in Human-Computer Interaction.
Additionally, several suitable data collection and evaluation methods and tools are
explained.

4.1 Research through design

The practice of Research through Design (RtD) is a common approach in the studies
of HCI and presents a process of generating knowledge through design activities
and courses of action [40]. It commonly produces prototypes or design artifacts
from an iterative process, which in turn leads to the possibility of observing and
gaining new insight not previously accessible. This helps tackle the unpredictable
issues inherent to wicked problems [21], which are characterized by an inability to be
understood until approached by solutions. Effectively, this manifests as the iterative
development and evaluation of prototypes and solutions that frame the whole of the
project.

While RtD practices may help identify and address the unique challenges of the
problem at hand, one should also note that this limits the suitability for drawing
general conclusions on digital onboarding as a whole [41]. Furthermore, there is
inherently no concrete adaptation of the framework. Hence, the adaptation of other
theories will contribute to a more holistic and nuanced view and clarify more tangible
practices.

4.2 User-centered Design

Initially developed in the 1970s, the methodology of user-centered design (UCD)
combines methods to understand and develop in reference to the user needs [42].
Much like RtD, UCD aligns with the value of iterative design and development,
further emphasizing the need for good evaluation. Since the success of the project
is heavily dependent on user satisfaction, it is vital that this is fully embraced in
the process, and the methods chosen expand upon this vision.

There are multiple established concrete methods to involve users in the design pro-
cess, which should be carefully chosen to aid in the continued development. Factors
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such as time, cost, and availability must be considered. While some methods, such
as field studies, can be perceived as of high practical importance, they are often
costly, which disfavors them compared to quicker or, in other measures, less expen-
sive alternatives [43].

4.3 Co-design

Co-design refers to the act of involving multiple stakeholders in the design process,
not limited to those who have experience with design [44]. Similar to UCD, the goal
is to design for end-users, but instead of the designer acting as the expert in every
step of the process, co-design shifts the focus to designing with users rather than for
them.

When following co-design, the user plays an active role in the design process and
can be seen as a co-designer if their expertise and interest are sufficient [44]. The
researcher instead focuses on facilitating the creative process by providing tools for
ideation and expression. The role of designer, commonly the same person as the re-
searcher role, still maintains responsibility for giving form to the ideas through their
professional expertise, but with an emphasis on the co-designing users’ input [44].

4.4 Double Diamond Design Process

The double diamond design process is structured into the four distinct phases of
discover, define, develop, and deliver [45]. This structure guides the project for-
ward, ensuring we exhaust possibilities and potential solutions whilst converging on
problem definitions and deliverable artifacts.

e Discover: Gather information and build an understanding of the problem
space without any assumption of the concrete issues.

« Define: Converge, specify, and state what the problem(s) are.

» Develop: Explore different possible solutions to the stated problem(s), creat-
ing prototypes or other means to be able to evaluate.

e Deliver: Evaluate the suggested solutions, rejecting those that are deemed
bad and continuing with those that prove good.

4.5 Data Collection & Evaluation Methods

Evaluation and inclusion of user assessment is a core principle for making well-
advised decisions and, in turn, increasing user value [3], [43], [45]. The following
section outlines various data collection and evaluation methods that can be strate-
gically selected and combined to support the user-centered design process.
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4.5.1 Interviews

As a cornerstone of qualitative research, interviews provide direct access to users’
thoughts, experiences, and needs through structured dialogue [46]. Interviews can
take a multitude of different forms, such as structured formats with predetermined
questions, semi-structured approaches that combine prepared questions with flexible
follow-ups, or unstructured conversational methods [46]. One major strength, no-
tably for the less rigid variants, is the ability to probe further into discussed topics.
This may lead to the acknowledgment of issues unbeknownst to the interviewer [3],
especially useful in the earlier discover phases. It should be noted that data gener-
ated from less structured formats might be more complex to measure or compare in
contrast to more rigid, structured approaches [3].

Furthermore, it is crucial to consider potential bias that might appear when con-
ducting all types of interviews. For example, social desirability [47] is one such bias
widely researched in the healthcare sector. Although the financial sector differs from
healthcare, it may still be relevant to discuss the potential social desirability bias
that some interview questions might have. For instance, some users may feel inclined
to present themselves as more knowledgeable about sensitive topics surrounding fi-
nance than they are, potentially obscuring real challenges. Therefore, it is highly
relevant to ensure the participants’ integrity and privacy are protected and to be
transparent about how their responses will be used [47].

4.5.2 Observations

There are many different approaches to observations, each with distinct method-
ological considerations. Many of these approaches raise ethical implications that
must be addressed, while others may introduce biases that impact the quality of
the produced data. For example, nonparticipating observation in which the user is
unaware of the observer, or forms of eavesdropping, might produce valuable insight
and the most true-to-nature behavior of users, but raise many ethical concerns [48].
Complete observer [48] or fly-on-the-wall [49] approaches inform the participants
of the planned or ongoing observation, but with no intervention throughout. This
provides good potential for a rewarding observation, while ethical concerns can be
adequately managed.

4.5.3 Thematic Analysis

Thematic analysis is a research method used to identify patterns or themes from qual-
itative data gathered from other methods, such as interviews or questionnaires [50].
To conduct a thematic analysis, a set of specific steps needs to be followed. Braun
and Clarke [50] describes how the first step is to deepen one’s understanding of the
data by reading, taking notes, and starting to conceptualize potential codes. This
stage is vital to ensure that subsequent steps are successful. After a solid foundation
has been laid, the next step is to generate the initial codes that will serve as concise
building blocks to ease the process of identifying themes in the final stages through
isolating fragments and statements in the data [50]. The final stages involve identi-
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fying and defining common themes overarching the codes, which hopefully results in
a better understanding of differences, similarities, and other characteristics within
a large data set [50].

4.5.4 Cognitive Walkthrough

A Cognitive Walkthrough (CW) is an evaluation method used to find pain points
and struggles a user might experience while navigating an interface [51]. Unlike
traditional user testing, CW is performed by domain experts who examine specific
tasks and determine whether users can successfully navigate through the interface
to accomplish their goals [51]. The strength of CW is that it enables designers to get
a better understanding of their interface without having to perform time-consuming
user tests.

4.5.5 Questionnaires

Questionnaires are a data collection method used in survey research that can gather
quantitative, qualitative, or mixed-method responses from participants [52]. They
are beneficial when the researcher aims to receive feedback and opinions from a large
sample size, and when the expected responses fit into the more rigid structure [3].
Questionnaires are also commonly used in later stages of the design process, for
example, as a form of evaluation to get a better understanding of users’ needs and
experiences [3].

4.5.6 A/B testing

A /B testing is a form of evaluation method for comparing two different versions of
an application and measuring which one performs best with the help of a relevant
heuristic [53]. A set of users is randomly selected to test either version A or version
B of a specific section of the user onboarding. To identify which version better meets
users goals, heuristics such as completion time, task success rate, or the frequency of
errors can be employed [54]. By analyzing how the users interact with the different
versions, it should become clear if there is a significant difference between them [53].

4.5.7 Heuristic evaluation

Performing heuristic evaluations serves as a quick and very inexpensive option to
identify issues. The method has an expert or knowledgeable person analyze an
interface, state opinions, and identify potential problems [55]. Usually, this is done
based on established heuristics, e.g, Nielsen’s 10 usability heuristics for user interface
design [56]:

1. Visibility of System Status
2. Match Between the System and the Real World
3. User Control and Freedom

4. Consistency and Standards
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Error Prevention
Recognition Rather than Recall
Flexibility and Efficiency of Use

Aesthetic and Minimalist Design

A

Help Users Recognize, Diagnose, and Recover from Errors
10. Help and Documentation

While the method can give valuable feedback, it should be noted that the lack of
user involvement signifies it might not directly address the issues users are actually
experiencing. Nielsen and Molich [55] notes that the results are much more reliable
if multiple evaluators independently perform the evaluation, preferably three to five.
However, more than five evaluators usually provide diminishing returns as most
issues will be identified repeatedly without many new discoveries [55].

4.5.8 Personas

Dix [3] states that within human-computer interaction, it is vital to understand
the user. Therefore, a method such as Personas can be utilized to relate and create
fictional characters representing a real user [57]. Typically, the method involves spec-
ifying an example person with their goals, intentions, and to the context important
characteristics [58]. The power of personas is that they act as an example benchmark
of the target audience, thus making it easier to experiment and evaluate throughout
the design process without the need for a real, suitable representative [59].

4.5.9 Crazy 8’s

Crazy 8’s is a brainstorming method where designers spend eight minutes generating
eight different ideas that could be potential solutions to a specific challenge [60]. This
technique serves as a practical starting point for addressing problems or challenges
by kick-starting the ideation process. It helps designers generate a wide range of
possible solutions in a short time frame. The sketches do not need to be polished
or detailed; they simply need to convey an idea [60]. The goal is to rapidly explore
multiple alternatives to a challenge rather than refining a single solution, with the
strict time limit preventing designers from becoming overly attached to their initial
ideas.
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Process

The following is an overview of the project’s execution, from the initial research and
requirements to the final case study and user tests. The user-centered design and
research through design philosophies are central throughout, guiding the general
approach. In practice, this shows through the iterative development of prototypes
and an overall alignment with the double diamond process.

5.1 Literature review

As an initial step in our process, surveying the existing research and resources regard-
ing the different topics laid a solid theoretical foundation for both understanding
and approaching our upcoming efforts. In addition to the valuable insights produced
by previous studies, these findings helped identify gaps and articulate the subject,
which would lead us to specify our research questions. Furthermore, the methodol-
ogy and underlying theory helped rationalize our planned process and justify future
design decisions.

5.2 Initial evaluation & requirement gathering

A comprehensive understanding of the domain and any surrounding influences was
needed to properly address the challenges of the current onboarding. As such, ex-
tensive effort was put into understanding the different elements of the onboarding
process, together with opinions and experiences regarding the current state as de-
scribed in the subsequent steps.

5.2.1 Interviews

A total of six unstructured interviews were carried out during the define and requirement-
gathering phase. These sessions involved expert Wint employees engaged in different
aspects of onboarding, with the aim of acquiring deeper insight into how they per-
ceive and experience the current process.

Initially, the interviews were designed to follow a semi-structured format. Still, as
the meetings progressed, it became evident that allowing employees to speak freely
about their thoughts yielded better results than having them answer structured,
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open-ended questions. However, most of the interviews conducted discussed the
following questions:

o« What is your general impression of the onboarding process with new cus-
tomers?

e What do you find most difficult during the process?

e How does the communication with external stakeholders work, for example,
banks, third-party partners, and Skatteverket?

o Are there any specific stages where customers often get stuck?

The collected interview data allowed us to perform a thematic analysis to further
our understanding of Wint’s onboarding process’s strengths and weaknesses.

5.2.2 Thematic analysis

After the interviews were conducted, we performed a thematic analysis of the inter-
view transcripts and notations. Initially, this data was scattered and unstructured,
and to address this, the data was cleaned up and organized into a comprehensible
format before any further analysis. This process was completed promptly after the
interviews were completed, while the conversations were still fresh in our minds.

Once the data was clarified and comprehensible, initial codes were generated that
conveyed a clear and identifiable thought or statement. The codes were then used
to identify initial themes and patterns in the data, and we grouped them into the
following overlapping themes:

« Bank difficulties
e Suggestions for improvement
¢ General issues

e Other

These initial themes made the next step of reviewing and defining more specific
themes easier since we had upwards of a hundred different codes generated from the
notes. Finally, we were able to identify fourteen final themes from our data under
the four major categories:

o Bank issues
— Confidentiality issues
— Desire for a coherent bank contact
— Differences between banks
— Bank authorization issues

e Suggestions
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— The need for Wint to be better visibly integrated into the customer jour-
ney

— Onboarding philosophies and strategies
« Difficulties

— Issues with bookkeeping transition

— Platform issues

— Supplier invoice issues

— Differences between customer groups

— Workflow issues

— Troublesome users

— Customer knowledge gap

— Communication between Wint and stakeholders

e Other

Figure 5.1: Visualization of the thematic analysis data points and categorization
process.
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5.2.3 Customer questionnaire

In addition to the interviews done with Wint, a questionnaire was sent out by email
to customers who had recently been onboarded. Compared to the interviews, the
questionnaire was more quantitative and less extensive to encourage responding and
not overload or daunt customers. The questions’ features were catered to fit the
customer’s perspective, and response options varied between linear scales and free
text. The questionnaire protocol can be found in the appendix B.

A few considerations were made to accommodate the customers’ context. Respond-
ing to the questionnaire was voluntary and anonymous, and a brief definition of
onboarding was included to clarify for users what part of the process was regarded.

However, with a very low response rate on the questionnaire, it was largely disre-
garded in favor of the extensive information from the interviews.

5.3 Ideation

After deepening our understanding of the onboarding situation and context, we
started ideating about different aspects of the thematic analysis. This phase led to
the development of several early concepts and low-fidelity prototypes, which helped
us narrow down the solution space and specify the suitability of different approaches.

5.3.1 Crazy 8

As a first step in our ideation process, we conducted a Crazy 8 exercise to generate
rapid ideas addressing the identified themes. This exercise built upon the stakeholder
insights gathered during our research phase and allowed us to explore potential solu-
tions for the onboarding challenges. Due to the time-constrained nature of Crazy 8,
the generated concepts touched on various aspects of the onboarding process, some
being more radical and not necessarily connected to our findings. The purpose of
using this method as a starting point is to start thinking about potential solutions
and opening up discussions that might lead to more defined solutions as presented
in later sections. Notably, we found significant overlap between several concepts gen-
erated during the Crazy 8 session and our thematic analysis findings, with multiple
ideas converging on the need for progress tracking, timeline visualization, or to-do
functionality to address the multi-stakeholder onboarding challenges.

5.3.2 Mood board

To establish a visual direction for our design solutions, we created a mood board
collecting interface examples and design patterns from existing solutions to progress
trackers, timelines, and checklists/to-dos used in established software today. The
mood board served as a reference point to spark inspiration and discussion on how
we could incorporate this into Wint’s existing platform in the internal software Wint
employees use as well as the web application the customers use daily.
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Our visual research focused on existing design and can be summarized into the
following categories:

e Progress tracking timelines: Solutions featuring horizontal and vertical
timeline designs with connected nodes, status indicators, and interactive ele-
ments showing progression through multi-stage processes

o Task management interfaces: Examples of priority-based task organiza-
tion systems utilizing color-coding and visual hierarchies to distinguish com-
pletion status and importance.

o Customer dashboards: Interfaces that present progress overviews designed
for external users, balancing comprehensive information with simplified visu-
alization techniques.

e Educational onboarding sequences: Interactive tutorial elements from
SaaS applications and digital game environments, focusing on progressive ed-
ucational components that introduce functionality contextually. Additionally,
we analyzed logistical tracking interfaces to understand effective methods of
visualizing progression through sequential processes

5.4 Prototyping

Following the insights from the thematic analysis, rapid ideation and continuation
of earlier identified solutions led to the development of multiple concepts. The main
goal of prototyping was to explore potential directions for solutions that solve or
remedy the underlying problems discovered during the thematic analysis. The com-
plexity and dependencies of these problems led the prototypes to address multiple
issues, often through the different stakeholders’ perspectives.

Prototypes 5.2a-d aim to solve the following points identified from the thematic
analysis:

e The need for Wint to be better visibly integrated into the customer journey
e Onboarding philosophies and strategies

o Communication between Wint and stakeholders
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Figure 5.2: Early low-fidelity prototypes of user timelines (part 1)
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Figure 5.2: Early low-fidelity prototypes of user timelines (part 2)

Figure 5.2 shows a sample of early iterations of timeline alternatives for the user view.
Commonly, these aimed to address the lack of transparency of the process, while
keeping the current stage or status clear. Artifact (a) explored a gamified approach
with a playful take on tasks and platform-specific accomplishments. Artifact (b)
sought to address the stakeholder responsibility and visibility of tasks, and artifact
(¢) took a more holistic approach to the user journey. Artifact (d) explored the idea
of a more coherent onboarding view, including learning elements and tasks priority
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separation.

A couple of the prototypes included concepts focused on tutorial sections integrated
within the platform from a customer perspective. As noted in our thematic analysis,
a lot of the multi-stakeholder challenges stem from customers’ confusion about the
timeline and to-do items. Customers are often unsure about what specific actions
to take in each step of the process and, therefore, ask repetitive questions due to
a lack of clear information about their progression through the onboarding journey.
Hence, we wanted to explore how integrating a learning platform inside the web
application might look. Furthermore, the idea sparked thoughts about continuous
learning throughout the customer journey, to reduce the need for support later on.

Prototype 5.3 proposes an early design to tackle the key customer knowledge gap
revealed in the thematic analysis. It demonstrates a concept of having a learning
platform in the Wint application, where users can view tutorials concerning the
platform.

Wint Academy
Vad ar Wint? Allt om leverantdrsfakturor Vad ar Wint? Vad &r Wint?
[] interaktivuide - 10min Guide - Smin [] interaktivguide - 10min [] interaktivguide - 10min

Vad ar Wint? Vad ar Wint? Vad ar Wint? Vad &r Wint?
[ interaktivguice - 10min [ mnteraktivuice - 10min [] interaktivguide - 10min [] interaktivguide - 10min

Figure 5.3: Low-fidelity prototype of integrated learning tool

Lastly, multiple concepts targeting the internal application interface were explored
as well. These drew upon the aforementioned concepts, but were placed in the
context of the Wint employees. Therefore, they aim to address issues concerning
Wint and external stakeholders, and the Wint employees’ internal workflows.
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Figure 5.4: Low-fidelity prototypes of internal tools (part 3)

5.4a and 5.4b are overviews of multiple and one specific customer. 5.4c through 5.4f
are different attempts at a task specific view. Finally, 5.4g represents a view to track
progress in the customer learning view.

5.4.1 Feedback session

The first iteration of prototypes was in the form of low or mixed-fidelity prototypes,
and their goal was to convey a potential solution without going into too much detail
about how an exact solution would look. To determine which initial prototypes had
the most potential for further development into high-fidelity prototypes, a feedback
session was conducted with an expert employee from Wint. The employee is heavily
involved in the onboarding process and has also played a significant role in improving
and refining the onboarding process previously. Therefore, with the employee’s help,
we could greatly condense the number of prototypes down to fewer, more concise
concepts.

The timeline elements got overall positive feedback, with an emphasis on the com-
bined stakeholder view with a transparent process and unambiguous indication of
who is responsible for the current step, as seen in figure 5.2¢ and figure 5.4c. Like-
wise, the user onboarding overview, figure 5.2d, was identified as an improvement
for the user. The learning platform concept in figure 5.3 was praised and expanded
upon, with suggestions to include directed help elements throughout the application.
A few of the concepts were disfavored, for example, the gamification approach from
figure 5.2a or the internal view seen in figure 5.4d.

5.4.2 Developing high-fidelity prototypes

Following the feedback from the feedback session, concepts were refined and pro-
cessed as we continued developing prototypes in Figma, transforming them from
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low-fidelity concepts into high-fidelity designs with greater detail and functionality.
These prototypes are presented as part of the results in chapter 6.

Compared to the low-fidelity prototypes, these designs were more closely integrated
into the existing Wint interfaces and conveyed the concepts in greater detail. We
developed multiple design variations for many of the artifacts that would then be
evaluated in a workshop. These varied in terms of concept alterations and minor
interface details to better help identify potentially important design elements.

5.5 Co-design evaluation workshop

When the prototypes were deemed ready, we invited Wint employees to participate
in a workshop. In this workshop, the employees were allowed to give their input and
expert feedback to improve and iterate on the prototypes.

In preparation for the workshop, all polished high-fidelity prototypes were printed
on paper to make it easier for multiple people to view them at once. The prototypes
were also available in digital form, and flows were set in Figma if participants wanted
to get a deeper understanding of how they were connected.

During the workshop, participants could give us feedback verbally while also dis-
cussing the design choices and how they could be improved. Quantitative data was
also gathered, where the participants could paste color-coded stickers onto designs.
The color-coded stickers were used to receive feedback in the following forms:

o Green: Positive feedback on both design and concept

e Yellow: Partially positive feedback - either the design or concept needs refine-
ment

e Red: Negative feedback on both design and concept

Most of the time, the color-coded stickers were supported by motivations, which we
also wrote down while conducting the workshop. Participants were also instructed
to only give feedback on the designs or concepts they had a pronounced opinion
on, rather than being forced to vote with a color-coded sticker on every design.
Additionally, some of the participants decided to place their stickers on specific
parts of the design, where they noted a particular element of the design rather than
the whole concept. In these instances, they gave verbal feedback along with the
sticker. In total, 18 employees from Wint participated in the workshop.
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Figure 5.5: Workshop before and after

5.6 Case study

Our previous findings told of promising changes and concepts to improve the gen-
eral onboarding process. Yet in the case of the potential improvements targeting
customer interfaces, the impact of these was still largely obscured by the fact that
these had not been in contact with the actual users. Therefore, it was decided to
develop one of the workshop prototypes further to evaluate the concept in a more
realistic scenario. Through analyzing the notes taken along with the color-coded
stickers, with considerations of feasibility and the available time, the integrated
learning platform concept derived from the workshop artifacts was chosen as a case
study for further development.

An interactive high-fidelity prototype was developed to perform comprehensive user
tests. The final results of the case study can be found in the Results chapter of the re-
port, specifically in 6.1.4. The case study focused on integrating a learning platform
into the existing Wint platform to evaluate potential benefits or pitfalls. The learn-
ing platform concept was expanded to include additional features conceived during
the workshop, including pop-up functionality to encourage more user engagement
with the learning platform.

The prototype was developed as a part of the existing codebase for the Wint appli-
cation, but separate from the production environment.

5.7 Case study user test

A user test was performed as a form of final evaluation for the case study. The user
test was conducted outside the Wint organization and focused on evaluating whether
the concepts of the integrated learning platform showed tangible benefits that would
justify their implementation. The assessment, therefore, sought to determine if
independent users also backed up the perceived benefits conveyed in the workshop
with no prior experience with the platform.

The test also sought to compare the proposed solution and the existing solution with
the external learning site through an independent A /B test. Due to the complexity
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of the Wint platform, the test was divided into an introductory phase to introduce
the platform and a second phase aimed at exploring the newly implemented pop-up
functionality.

5.7.1 Demographics of participants

Due to Wint being primarily a bookkeeping service, all participants were asked
before the user test if they had any previous bookkeeping experience. This demo-
graphic data point enabled us to investigate further if the previous experience had a
significant connection to how easy or hard it was to perform the tasks asked during
the user test. Out of 15 participants, 12 answered yes to having previous experiences
with bookkeeping, and 3 responded with no.

A majority of the participants were young adults aged 20-30, primarily fellow stu-
dents on campus. Apart from bookkeeping experience, all participants had experi-
ence with complex web application interfaces.

5.7.2 Phase 1

The first phase aimed to introduce participants to the platform while also letting
them try out both versions of finding information: the internal learning platform
and the current external one. Before participants began with the test, they were
first introduced to the various ways information and help could be found within the
interface. To mitigate potential order effects, we implemented a counterbalanced
design where participants were randomly assigned to one of two conditions. Approx-
imately half the participants were exposed to the internal learning platform first,
followed by the external platform, while the remaining participants experienced the
platforms in the reverse order. This balanced approach ensured that any differences
in evaluation were not attributable to the sequence of platform exposure.

After a proper introduction to all the tools that the participants had at their disposal,
the participants were given a simple task in which they were required to find the
answer to a question related to the Wint platform that could be found in either
version of the learning platform. While the participants attempted to locate the
answer to the question, observations were documented regarding their behavioral
patterns and interactions.

Finally, at the end of the phase, when the participant had found the information and
completed the task, some questions were asked about their experience and feelings
about their approach.

o After experiencing both approaches to accessing help information (integrated
within the application and as a separate external website), which approach
did you find more effective for your workflow? Please explain the reasoning
behind your choice

o Under what circumstances might you prefer to use the other approach?
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5.7.3 Phase 2

The second phase was the A/B test, where participants either tested performing a
simple task in the interface with or without a help notice. They were divided evenly
into the following groups

e X: No help notice
e Y: With help notice

The task was the same for all participants; the only differentiation was the presence
or absence of the pop-up help. The task was to remove a sent invoice inside the
application. After the task was performed, some questions were asked to evaluate
their experience. The questions differed slightly depending on which group the
participant belonged to.

e On a scale of 1-5 (higher is more difficult), how would you rate the overall
difficulty of completing task 27

e (Y) If you utilized the help notice, did it work as you expected? If not, what
did you expect? Did the help notice make it easier for you to complete the
task?

o (X) How did you experience finding the information required to complete the
task?

e (X) (Show the Y version) Would you have preferred this solution?

5.7.4 Pilot test

A pilot test was performed to test our proposed user test. The pilot test was mostly
successful, with one minor deviation being that after the participant completed phase
1 and was about to start phase 2, the integrated FAQ page was already present on
the screen. Therefore, since the information was readily available, the participant
read up on the information about how to perform phase 2 and its task. Hence, a
decision was made to alter the user test so that after phase 1 is completed, the
test is reset to the start page to prepare for phase 2. An additional effect from the
pilot test was not giving the participant all the information about each task in the
beginning, but rather delivering it incrementally as each task was completed.
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Results

This chapter presents our results as various high-fidelity prototypes of different con-
cepts and solutions and their evaluations during the co-design workshop. Addi-
tionally, the case study, a further developed prototype of one concept, is presented
together with the findings from its user evaluation.

6.1 High-fidelity prototypes

The ideation and prototyping stages culminated in a few different concepts shown
through various user interface artifacts. The following high-fidelity prototypes were
created as potential solutions to previously identified issues and areas of improve-
ment and evaluated with Wint employees at the workshop event. Key comments
are provided at the end of each subsection to summarize workshop feedback on the
prototypes.

6.1.1 Integrated user learning platform

Testbolaget AB Q e

Lar dig mer om Wint

Har kan du lasa mer om hur Wint fungerar och hitta nya
funktione: ke kan vara relevant for dig for att

(a) Alternative A

Figure 6.1: Design alternatives for an integrated user learning platform (part 1)
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(b) Alternative B
w > Testbolaget AB Q sék e
Ty e .
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integration med ma iskt kopplas till och paminnelser som kor i
processer. bokforingen. bakgrunden medan du fokuserar
pa din verksamhet.
(c) Alternative C
o > Testbolaget AB Q ssk @
o e o
Lar dig mer om Wint
Har kan du Lisa mer om hur Wint fungerar och hitta nya
funktioner som kanske kan vara relevant for dig for att
underlatta ditt arbeta!
v Introduktion e 4 kurser avklarade!
e |

INTRODUKTION INTRODUKTION INTRODUKTION
Vad dr wint? - Vad drett Allt om skattefria
Introduktion till lagerbolag? formaner

appen

) Artikel () 10 min ) Artikel (1) 10 min

Interaktivguide (L) 10 min

(d) Alternative D

Figure 6.1: Design alternatives for an integrated user learning platform (part 2)
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The existing FAQ page with a few extensions was proposed as a dedicated page
within the user platform to promote learning and reduce strain on manual support.
A few alternatives showed different design details, yet all entail the same major
concept.

Alternative A: a collapsible list view of content categories, with a progress bar
indicating progress of the category. The progress bar could also hint at started
but unfinished tasks, as shown by the transparent blue on the element.

Alternative B: a card-based grid of the categories, with similarities to the
external FAQ as seen in figure 2.2. Notably, these featured a duration element,
which would indicate the approximate time required to go through the category
learning material.

Alternative C: a combined collapsible list view of the categories, with cards for
each article. The cards, in addition to the time approximation element, also
displayed the format of the resource, such as "article" or "interactive guide".

Alternative D: card view of categories as in alternative B, but with a progress
bar and a button for each category.

Alt. A Alt. B Alt. C Alt. D

Green 0 1 7 8
Yellow 1 0 0 0
Red 0 4 4 2

Table 6.1: Participant evaluation results using color-coded stickers: Green = Yes
(approval), Yellow = Good idea but needs refinement, Red = Not viable/unsuitable
approach

Key participant comments:

o Alternative B: Participants noted confusion and annoyance over the task

duration component, and that it cannot be trusted. Additionally, one person
noted that the design was difficult to understand at a quick glance.

o Alternative C: Positive feedback received on overall concept, emphasizing

adding the integrated learning platform as a separate tab on the existing
sidebar. The negative feedback was mostly on the specifics of the design
rather than the concept.

o Alternative D: Most comments and discussions were about the progress bar’s

introduction, with most liking the idea of a progress bar.
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6.1.2 Dedicated user onboarding view

\ ity ' Kom igéng 3 steg aterstar
med Wint!

Foratt i ska kunna hjslpa dig
pa bista satt med ditt foretags

ekonomi behdver vi fa lite mer For att Wint ska fungera

saker pa plats.

Gér dessa Srenden fdrst, de behdvs fér att vi ska kunna skéta din bokfaring.

o Ombud Skatteverket >

S Keaver handiing

a Lésbehérighet bank >
Kraver handling

a8 Betalbehorighet bank >

Invantar bekra ftelse

° Andra fakturaadress
Stutfdrd

Andra érenden

Dessa uppgifter ar viktiga, men behdvs inte goras direkt for att Wint ska fungera. Gor dem nar

du har tid!
—_ L
P - o Aktiebok >
(onu] O gpsvorat
EJ Aktivera kundfakturering >
= Kraver handling
Wint Academ %
v 4 kurser avklarade!
Har kan du léra dig allt om R —

bokforing och hur du anvander
Wint pa bsta satt!

INTRODUKTION INTRODUKTION
Vad ér wint? - Vad éir wint? -
Introduktion till Introduktion till
appen appen

O Interaktivguide (O O Interaktivguide (D 10 min

INTRODUKTION INTRODUKTION
Vad &r wint? - Vad ir wint? -
Introduktion till Introduktion till

(a) Overview

Figure 6.2: Dedicated user onboarding view (overview)
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X
KOM IGANG MED WINT Lasbehérighet bank
Lisbehorighet bank
Lasbehérighet innebir att du ger oss pa Wint méjlighet att se dina bankkonton och dina transaktioner. Detta
behover vi fér att kunna verifiera dina transaktioner och fixa bland annnat bokslut!
Ge behérigheter Kontroll Testfaktura Klart!
Namn Namnsson 2025-03-06 05:00:04
Hej!

Nu har vi skickat ut en testfaktura for att dubbelkolla s allt blivit ratt! Det brukar inte ta mer 4n 1-2 dagar, vi
markerar allt som fardigt om den gar igenom!

Namn Namnsson 2025-03-06 05:00:04

Hej nu har jag fyllt  allt, jag hoppas det ar rtt!

Namn Namnsson 2025-03-06 05:00:04
[3 SEB instrukt...

Hej!

Har kommer listan pa de namn ni behéver ange som lasbehoériga, samt instruktioner bifogat.

namn, 250313-1234

namn, 250313-1234

namn, 250313-1234

Dessa personuppyifter far enbart anvandas i detta syfte

Skriv ett meddelande.

(b) Task detail view

Figure 6.2: Dedicated user onboarding view (task detail)

This concept aimed to provide a collective interface for the first onboarding tasks,
with a more detailed view of individual tasks. This would open as a modal from a
dedicated button in the main application.

e The overview features two main elements, each with a sidebar to the left
giving some quick information about their purpose. The first is a list of the
first onboarding tasks, divided by priority. Task items in the list indicate their
status through different icons and colors. Below this is an adaptation of the
integrated learning platform, with a card view of select articles.

o The task detail view is opened from any task in the list, and is specific to
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each task. The example features a bank connection task, which includes the
task description, a timeline, and a standard support chat thread. The timeline
shows progress and, importantly, who has responsibility for the current step.
The support chat accompanies this with more information regarding the task
and status.

Overview Task detail view

Green 8 6
Yellow 1 1
Red 0 0

Table 6.2: Participant evaluation results for dedicated user onboarding view

Key participant comments:

e Overview: Overall positive comments about both the concept and design, most
discussions were about how much information should be displayed.

o Task detail view: Everyone agreed that the overarching concept was good. Dis-
cussions and thoughts were discussed on how users would experience different
levels of task and information transparency.

6.1.3 Internal user knowledge tracking tools

To complement the user learning platform, a corresponding tool in the internal appli-
cation used by Wint was proposed. The intended tooling was to track user knowledge
to understand what learning material a customer has and has not accessed, to give
better support, and to understand user behavior.

The artifacts show two different views, one showing the details of a specific customer
and one global overview, showing the status of all customers. The intention is to
track and understand which articles and materials might not get used or would
require clarification, leading to data-driven decisions.
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€ Testbolag AB B~ ® o ()-

Wint Academy

Kategori Moment v Senast st Hidp begard

Ko igéng som kund Steg 1: Introduktion tl Wint Artkel + video

Komigéng som kund Steg 2: Leverantorsfakiuror artkel + video i

Lon Hur beskattas de vaniigaste formanema Artke! =
Lon Hur bestams min skatt? Arte!

Lon Hur fungerar det vid nyanstsining/avsiut av ansL.. Arte!

(a) Specific customer learning overview

(e g zrence & ‘ D & () -
Wint Academy
Kategori Moment Typ % som lst % hjalp begard Atgardsbehov
Kom igang som kund Steg 2: Leverantdrsfakturor Artikel + video 81% (231 av 269) 0.5% (1av 231) Lag
Lon Hur beskattas de vanligaste formanema Artikel 42% (10 Lag
Lén Hur bestéims min skatt? Artikel 32% (89 4 2 8 ® Hog

(b) Global learning resource monitoring

Figure 6.3: Two different possibilities for internal customer knowledge tracking

o A customer-specific view was designed to monitor any new customers’ utiliza-
tion of the learning resources. The proposed view lists all resources, displaying
when/if they were accessed, etc.

e Another proposed view was a global overview of all customer resource utiliza-
tion. The example data used in the prototype included percentages of cus-
tomers who had accessed and percentages of those who had requested access
regarding the subject. To further give concrete examples of potential usage, a
hypothetical ranking was added as the last column to show which resources
needed attention the most.
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Alt. A Alt. B

Green 3 4
Yellow 4 2
Red 0 1

Table 6.3: Participant evaluation results for internal customer knowledge tracking
tools

Key participant comments:

o Alternative A & B: Mixed feelings about the concept. Experts noted that it
was good for a data-driven approach and to find customers who are struggling
early. Comments were made about the necessity of this, and that it also might
just lead to more support than they can handle.

6.1.4 Internal customer onboarding view

T Testbolag AB D« ® = €)-

& Owersi O o & nsiningr~ & Agarev D Dokumer B paneing> & - Rapporter~ | @ Reskonrav | & Bok

Onboarding nfo

T Testbolag AB B o ® = )
& (i} & & D & & & &
Bank lasbehdrighet - SEB Konversation

(b) Task detail example

Figure 6.4: Internal customer onboarding view
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Accompanying the dedicated customer onboarding view, an internal monitoring of
the same tasks was proposed. These would aid Wint employees through quick actions
and overviews for each customer, sharing elements such as the timeline with the
customer view to clarify required and pending actions.

e The overview lists the onboarding tasks along with their current status and
task-relevant elements such as the timeline. Additionally, some miscellaneous
information was presented to show the potential usage of something similar
with the space available.

o The task detail example is similar to its customer view counterpart, featuring a
timeline and a chat conversation. The notable feature in this prototype is the
quick action button, further explained under the current task in the timeline.

Overview Task detail

Green 7 4
Yellow 0 0
Red 0 0

Table 6.4: Expert evaluation results for internal customer onboarding view

Key expert comments:

e Overview: Very positive feedback, multiple participants mentioned that a
quick overview would help them significantly. One person noted that this
would be especially useful if a customer calls, and that you can get a quick
overview of what is going on and where the user is in their onboarding journey.

o Task detail example: Overall positive, nice addition, and makes it easier to
do everything inside the internal tool instead of operating several different
spreadsheets and documents.

6.2 Integrated learning platform & case study

The learning platform prototype is incorporated in the Wint application as an item
in the navigation sidebar. Navigating to this page brings you to the learning platform
as seen in Figure 6.5. This page serves as the home page of the learning platform,
showing topical information, informing about newly added articles or tutorials, along
with some popular articles the user might want to view. On the left side of the page
are all the available categories, which serve as quick actions that the user can press
to navigate to a specific set of tutorials or articles they are interested in.

Upon visiting a specific category, all available articles are listed. Interacting with
any particular article, the user can view the article content as can be seen in Figure

6.7a.

The ability to create pop-up prompts was added as an extension of the platform
across the whole application. These could show up when a user navigates to a
page for the first time, or tries to perform an action that requires the user to be
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knowledgeable before performing. In this pop-up, the user can either press the learn
more button to navigate to the corresponding article or choose to close the pop-up,
and in turn tell the application that they know what they are doing. Therefore, the
pop-up does not need to show up an additional time. An example of the design of
the pop-up can be seen in Figure 6.8

This feature aims to encourage the usage of the learning platform by targeting spe-
cific problems when they are the most relevant to the user, reducing the cognitive
overhead for users while simultaneously decreasing the volume of repetitive support
inquiries. By providing timely, context-specific assistance, users can efficiently re-
solve common issues independently, thereby minimizing redundant questions to the
support team that could have been easily addressed through self-service resources.

Har har vi samlat information om de vanligaste fragorna och mycket mer!
Om du undrar éver nagot finns det ofta svar har, och annars finns vi alltid i supporten!

Nyheter
Introduktion till leverantorsfakturor

Knowhow

Introduktion till kvitton och utliggshantering

Populira Artiklar

Introduktion till Wint

Wintkortet

Arsredovisning © boksiut Introduktion il leverantarsfakturor

Figure 6.5: Overview page for the integrated learning platform

™ B K10

Har hittar du de vanligaste fragorna om K10-blanketten

Introduktion till Wint

Introduktion tll kvitton och utlsggshantering

Figure 6.6: Category page for selecting an article
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TILLBAKA TILL OVERSIKTEN
D Dashbourd -
fpene 5 Betatnoden

<7 Kundtakturering Vad innebér EU-momskategori?

2] Kviton
"""""""" ) Leverantorstakturor
@ wn

har rate

(1 Martare linder
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0 Wytaund i wine

3 riseriWint Skatteverket 54 det  nget du behover tinka pi
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&) Tidrapportering du fakturerar
DIl Webinars
5 Wintkortet fakturan.

5 Arredovining & boksut
2.Vad vill du fakturera?

- Y )

(a) Article content example

Liknande artiklar
Hur krediterar jag en kundfaktura? >

Hur gér jag vid forsaljning via App Store eller Google Play?

(b) Similar articles element, located below article

Figure 6.7: Article page

Hej kdra Wint-anvandare!

Skapa aterkommande
Letar du efter ta bort knappen men ser den inte? For att

Redigera férfallodatum det ska bli ratt med bokftringen behéver man kreditera
fakturor som redan har blivit skickade. For att I&sa mer
Rapportera som betald om exakt hur det fungerar och gar till klicka gdrna pa

Las mer knappen!
Ladda ner fakturan

Kreditera fakturan DA VET JAG! m

Kopiera faktura

Tilldela 593'8 Fakturanummer
4713
Skicka som..
E-post

Belopp inkl. moms

E-faktura / Utskrift 813,00 kr

Moms Valuta
16250k ... m sex

Figure 6.8: Example pop-up used in User Test

47



6. Results

6.3 User tests

The following section includes the results of the A/B think-aloud user tests per-
formed on the integrated learning platform case.

6.3.1 Phase 1 results

Here are the results for all of the user tests for phase 1. Phase 1 aimed to introduce
the participants to two different ways to learn about the platform, either through
internal or external means. Participants tested both versions, alternating the order
to avoid potential biases. A majority of participants (12 of 15) preferred the inte-
grated learning platforms over the current external solution (3 of 15). The views of
the few participants who preferred the current external version can be summarized
as follows:

Key notes and comments:

o Familiarity: One user in particular noted that it feels more natural to seek
assistance outside the main application

o Navigation clarity: The main consensus of the users who preferred external
was that it would be easier for their workflow to have a separate tab open
where they can find information. One also added that even though there is
always the possibility to right-click and open the integrated learning platform
in a new tab, emphasizing that it is not ideal.

Subsequently, the majority who expressed a bias towards the integrated platform
had the following motivations:

 Workflow consistency: Generally better for when you want quick informa-
tion, participants noted that they do not wish to spend time looking elsewhere
for information, and hence disrupt their workflow.

o Convenience: General consensus that it is convenient to have everything in
the same place and application.

« Contextual relevance: Users prefer accessing feature information without
leaving the application. One participant suggested enhancing this approach
by adding interface buttons that directly route users from help articles to the
described features.

6.3.2 Phase 2 results

The results from phase 2 consist of questions regarding the perceived difficulty rating
asked to participants about their experience using the platform during the two
different tasks. Perceived difficulty was rated on a scale of 1-5, higher being more

difficult.

Participants were divided into two equal groups: one received contextual help notice
pop-ups to guide their task completion, while the other group proceeded without
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this assistance. The following are the results of subsequent groups and how they
experienced the user test.

Task 1 Difficulty Test Version Task 2 Difficulty Difference

Participant 1 2 Y 3 1
Participant 2 1 X 2 1
Participant 3 2 Y 3 1
Participant 4 1 X 3 2
Participant 5 1 Y 1 0
Participant 6 2 X 5 3
Participant 7 1 Y 1 0
Participant 8 1 X 3 2
Participant 9 1 Y 2 1
Participant 10 3 X 4 1
Participant 11 1 Y ) 4
Participant 12 1 X 2 1
Participant 13 1 Y 1 0
Participant 14 2 X 2 0
Participant 15 1 Y 4 3

Table 6.5: Participants perceived difficulty of tasks

As shown in Figure 6.9, participants experienced an increase in difficulty from Task
1 to Task 2, regardless of the test version. However, the magnitude of this increase
varied between versions:

Version X (No help notice): The average difficulty increased from 1.57 to 3.00 (dif-
ference: 1.43) Version Y (With help notice): The average difficulty increased from
1.25 to 2.50 (difference: 1.25)
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Figure 6.9: Average task difficulty by version and task

This suggests that the help notice in Version Y may have slightly mitigated the
perceived difficulty increase between tasks, although both versions showed a similar

trend.
Difficulty Change Patterns: The distribution of perceived difficulty between
tasks 1 and 2 reveals differences between the test versions. Comparing only the
relative difference, the potential biases from the absolute difficulty reporting from
participants are eliminated.
 In Version X (No help), 85.71% of participants (6 out of 7) found Task 2 harder
than Task 1. 14.29% of Version X participants (1 out of 7) rated the tasks
equally difficult

o In Version Y (With help), 62.50% of participants (5 out of 8) found Task 2
harder than Task 1. 37.50% of Version Y participants (3 out of 8) rated the
tasks equally difficult

o No participants in either version found Task 2 easier than Task 1

This distribution suggests that the help notice may have positively affected some
participants’ experience, enabling them to maintain their perceived difficulty level
despite the increased task complexity.
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Discussion

This chapter critically discusses the project and aims to answer the thesis’s research
questions. By analyzing different aspects of the process, this discussion identifies
opportunities for improvement and proposes recommendations for future research
and development.

7.1 Process considerations & reflections

Throughout the project, multiple discoveries, considerations, and other insights al-
tered the direction taken to increase the possibility of reaching extensive and verifi-
able results. These decisions were predominantly driven by input from the various
stakeholders, in addition to other realizations relating to the context of the research
questions.

The complexity of managing multiple stakeholders shapes the project, influencing
many decisions throughout the process. One prevalent example of this was problems
with the different bank integrations, which were a major contributor to negative
experiences for both customer users and Wint employees. In terms of pure value for
everyone involved, direct solutions to these would likely have yielded positive results;
however, it would be difficult to tackle the core issues as they exist in systems
unreachable to us. This led to the effort instead being centered on solving the
extended issues through creating visibility and expectation management, reducing
cognitive load, and contextualizing delays.

While both the customer and employee systems were possible for us to alter, some
important differences made us initially target our efforts more toward the inter-
nal, Wint employee perspective. Firstly, the onboarding is essentially a one-shot
operation for customers, while for Wint, the process is done repeatedly. As such,
improvements to their workflow would be comparatively easier to measure with even
a limited number of users. Secondly, the initial evaluation revealed that customers
differed significantly in both their understanding of the process and the time it took
them to complete it, which could lead to unreliable conclusions without a large
sample size. Finally, the proximity to Wint employees and alignment of interest to
improve the product allowed for a broader tool-set of methods and more time to be
invested with this stakeholder, compared to paying customers who do not have a
direct interest in improving a process no longer relevant to them.
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Considering this, however, it should be said that the prototypes and later stages
of the project do not predominantly concern internal tools or solutions. On the
contrary, the case study instead focuses on the user interface for the customer. The
feedback from the workshop gave good grounds for continuing with the customer-
centered designs, comparatively more so than the internal-view prototypes. Fur-
thermore, it could be motivated by the general pattern identified throughout the
project that knowledgeable customers decrease the required effort not only for the
customer but also for the other stakeholders due to reduced need for support and
more efficient communication overall.

7.2 Case study

The conducted case study plays a major role in evaluating our findings and, to a
lesser degree, validating the more speculative conclusions reached, which remain less
extensively tested. The following section will review decisions made and potential
shortcomings identified before, during, and after, as well as provide commentary on
the results.

7.2.1 Choice of case & development

Our choice for the case study was the integrated learning platform, which was mainly
chosen due to two important considerations. Firstly, the prototype had to be rel-
atively easy and quick to implement. This would ensure we had the proper time
to both develop and evaluate it, while leaving some margin for error and potential
obstacles. Secondly, when tested, the concept had to provide measurable results
directly or within a short time frame.

An alternative was the customer onboarding overview. It is apparent that it connects
to the user experience and onboarding and includes all the identified stakeholders.
Moreover, it strongly connects to multiple issues recognized from the thematic anal-
ysis and earlier feedback.

The decision not to develop a case on the customer onboarding overview is mainly
due to the difficulties related to evaluation. To get the best result in such a case, it
would be necessary to go through an entire onboarding process with a new customer
willing to test the proposed concepts. Additionally, it would also be more challenging
from a development perspective. Since we would be testing on new customers,
it would require our solution to be more robust than a simple case, specifically
developed to try out concepts. This would have been very time-consuming and
therefore not feasible for the scope of our project.

Another alternative was to focus our efforts on the internal tooling and related
suggestions. In this case, we would have plenty of real users to test with on Wint,
and in comparison to any direct customer-related case, the potential time taken away
from regular business activities would be less severe. While they seemed promising,
a few reasons spoke against these cases. Firstly, the ideas had already been evaluated
further than the other cases throughout the earlier parts of the project. As such,
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we anticipated that the result would most likely support earlier findings without
providing as much new insight. Secondly, many of the possible cases would still be
reliant on some feature implementation in the customer application, which would
increase development time and, nevertheless, require customer evaluation.

7.2.2 Learning Platform Enhancements

There are things that we did not have the time to implement or evaluate surrounding
the learning platform concept. For example, a large part of the integrated learning
platform was the potential to gather user data regarding its usage. This would help
Wint continuously improve the learning resources through data-driven decisions,
enabling specialized support and targeted actions towards unique customers. While
we speculate this could have contributed significantly to improving the onboarding
process over time, the effort to implement the whole supporting system for this
would have been too great.

Data about user engagement with and time spent in articles could be collected to
populate an internal view similar to Figure 6.3 that could be used to evaluate and
identify which learning resources are most and least effective. With these statistics,
informed decisions can be made to improve the learning platform and its resources
further, in turn making it more likely that the customer engages in the learning
platform and receives the benefits mentioned earlier.

With more time, we would have liked to explore the potential of tailored personal
learning platforms. In the current implementation, all users see identical content
regardless of their specific needs or business context. For example, if a customer
runs a software consultancy business and wants to learn more about the platform,
there is no reason for a category explaining the details of features only applicable
to realtors.

During early prototyping of the integrated learning platform, there were discussions
about incorporating gamification aspects into the platform. The idea would be that
gamification could further motivate users to engage in their learning path and reward
users accordingly. One aspect that could be linked to gamification is the presence
of the progress bar that can be seen in one of the high fidelity prototypes of the in-
tegrated learning platform in Figure 6.1a. Previous research indicates that progress
bars significantly enhance students’ self-directed learning management capabilities
[61]. This feature was incorporated specifically to improve motivation and enable
learners to visualize better and control their educational journey. However, due to
the time constraints and a few additional reasons further explained in section 7.3,
such a system was never explored.

7.2.3 User testing

A key principle for a good user test is accurately representing the user, including
their context and any prerequisites they might have. However, our user test did not
primarily target existing Wint customers due to multiple different reasons. Firstly,
customers had previously been difficult to reach, which we recognized would lead to
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much more effort being put into finding or scheduling testers that could have been
spent performing actual tests. Customers’ dispersed locality and the limited time
frame of the thesis would further exaggerate this problem. Secondly, despite having
the proper motivation and domain knowledge from being entrepreneurs, there are
no specific traits unique to Wint’s customers that were important to capture in the
test. As such, anyone who could potentially be a future Wint customer would be
a suitable candidate. Moreover, performing tests with people without previously
acquired preferences could have other benefits, such as more objective responses.

There are potential shortcomings with testers outside the primary stakeholders. Un-
familiarity with the application could lead to testers focusing more on the platform
as a whole or elements not relevant to the test itself. Additionally, we note that
while applicable in our case, this is by no means a universal rule regarding tests
related to onboarding or the context of Wint.

The tests were actively shaped to address the known issues. For example, the phase
one questions had the user find information that would not require any deeper
understanding of bookkeeping or domain language. For the second phase, we chose
a problem that has a simple solution once known, yet could be confusing for first-
time users. Furthermore, the tasks and phases were structured such that the users
would be introduced to the platform and the help resources that would be needed to
complete the upcoming tasks. We hypothesized that this would lead to differences
between participants with and without prior bookkeeping experience. Despite this,
we found no significant difference between the two, and the perceived difficulty was
similar.

Finally, a few miscellaneous observations were made during the tests. One intention
with the two phases was to utilize phase 1 to familiarize participants with the avail-
able FAQ and information resources. We hypothesized that this would make the
participants inclined to look for help there when faced with the final task. However,
no participant did so, and most found the correct option on their own after a while if
they did not have or utilize the help notice. They often attributed their completion
to the icon in the list. While not as clear as, e.g, the trashcan symbol for removing
the invoice in phase 2’s task 1, participants claim it was the only sensible option
icon-wise. Additionally, while not present in our test case, we identify that conscious
color choices could hint at different functionality, as shown again in the first invoice
task.
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Figure 7.1: Visual cues in invoice removal

7.3 Design patterns & prototype elements

Throughout the design process of this project, we aimed to investigate different
design elements and their characteristics, strengths, and weaknesses. In the following
section, we will discuss a few noteworthy examples of such elements, how they might
affect different aspects of the user experience, and their correlation to optimizing
onboarding.

7.3.1 Progress bars and timelines

A frequently seen element in both our prototypes and in onboarding or task comple-
tion in general, we made certain observations regarding progress bars and timelines.
Both elements give the user some expectation or estimation of the progress toward
full completion of the task or process. This is the intention, but may also have
adverse side effects, which warp the user experience. One notable example is the
integrated learning platform, which originally proposed a progress bar for the user
to generally interpret which resources they had previously accessed and learned, and
encouraged further learning to complete a certain chapter. On the other hand, it
could be misleading to see learning resources as linearly completed tasks, and users
should be encouraged to revisit them when needed. Furthermore, not all material
is relevant to every user, and following the philosophy of reducing cognitive load,
users should not spend their efforts on tasks to complete a progress bar, but rather
on the actual tasks they are trying to achieve.

In the context of tasks with multiple parties involved, we found a major strength
in not only communicating progress, but primarily responsibility and expectations.
The timeline or progress bar acts as a supporting view to announce who is ex-
pected to act without leaving the context frame. We found this true for all involved
stakeholders, and hence it was a recurring element in both Wint’s internal and the
customers’ view.

In general, we find progress bars and timelines to be appropriate design elements in
an onboarding context. However, their usage should be well understood, and if im-
plemented without proper consideration, they might confuse or otherwise negatively
impact the user experience. It should be noted that this conclusion is drawn mainly
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from earlier feedback on the prototypes, and further exploration and evaluation of
different approaches to these elements would be appropriate.

7.3.2 Hints and feature cues

Tested as part of the integrated learning platform, the pop-up hint raised many
interesting observations. Our user test found the solution promising as a concept,
but controversial in its presentation and appearance in the interface.

Some testers had an inherent dislike of the pop-up and closed the modal without
reading or considering it. Previous research has found similar signs of disapproval,
which explains how the pop-up element should be used with care [62].

While we opted for a non-modal alert-style hint close to the user action area, alter-
natives and small changes could have improved the situation. For instance, adding a
small delay, allowing users to understand the primary information before the pop-up
is shown, gives a less intrusive or annoying user experience [63]. Some testers said
they would prefer even more discreet options, such as hiding the information behind
a subtle button only shown on hover.

Outside of the case study, the artifacts similar to pop-ups were often found in on-
boarding contexts. Usually these were implemented in a structured, linear progres-
sion, commonly as interactive guided onboarding described in 3.2.

7.3.3 Quick actions

As part of general optimizations to the onboarding workflow, primarily for the Wint
employees, we found quick actions to be a promising feature to reduce excise and
lower lead times. We define quick actions as recurring context-specific routines
reduced to the least possible effort for the user. In practice, this could mean buttons
to load and prepare a common message for an onboarding customer, load or send
an email to another stakeholder, or any other repeated sequence that is currently
done manually.

While promising in theory, there are a few issues to address directly. Firstly, there is
a natural trade-off between the time spent to automate such tasks and the perceived
benefit, and not all tasks will be worth the upfront investment. Secondly, many tasks
will still require some degree of manual review or input, and quick actions should
not give rise to new issues because of the action’s design. Thirdly, such actions are
less flexible in case of change, and if they require frequent updating, they might
hinder the workflow more than they help.

Despite these reasons, we received mainly positive feedback on such examples in
our prototypes. We highlight the importance of context, but with confidence that
under the right circumstances, such systems can be a useful part in improving other
onboarding processes as well.
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7.4 Measuring onboarding success

Starting the thesis, we set out to define general metrics regarding onboarding success
and effects. These would be important tools to understand the impact and evalua-
tion of any potential improvements. However, we found many aspects throughout
that added complexity, and made narrowing down useful KPI:s difficult.

A common element in different metrics is time, and the duration for something to
happen or be completed. In the case of Wint’s onboarding, we investigated the time
to complete each initial onboarding task and the total. However, we found that the
durations varied too much, and dependency on external factors and stakeholders
made these largely obsolete. Perhaps with a considerable sample size, some trends
could be identified, but this was not relevant to Wint’s situation.

Following this, it was understood that the interest in measuring user performance
in the initial parts of the onboarding process was not the direct results, but rather
the implications further on in the customer life-cycle. For example, could there be
any correlation between early customer behavior and future events, such as churn
or overall satisfaction with the service? Could investing more time in a customer
early on reduce the need for support later?

As we generally identified the need for a larger time frame for valuable insight, we
did not dig deeper regarding metrics and KPIs for general onboarding evaluation.
Instead, we underline the importance of context-specific understanding and mea-
surements and encourage long-term analysis of any collected data. We note that
these are speculative recommendations based mainly on our understanding and the
need for future research on onboarding metrics.

Finally, although stakeholder experiences cannot be quantified as discrete, measur-
able metrics, they have proven to be the primary driver for enhancing and directing
onboarding improvements. Both employees and customers have a hands-on under-
standing of the process and the different parts, and importantly, get an overarching
perception of the larger complexity. Typically, customers, who are the end users, go
through the onboarding process only once, offering a steady flow of fresh perspec-
tives. In contrast, employees, who serve as service owners, build a more profound
understanding over time through repeated exposure to various cases and iterations.
These evolving insights lead to practical improvements and more meaningful value
creation by continuously addressing current challenges and adapting to real-world
situations.

7.5 Workshop & final prototypes insights

In this section, we will discuss the motivation behind our workshop artifacts and
how they were designed to solve some of the identified multi-stakeholder onboard-
ing challenges. Additionally, we discuss the methodology and approach, as well as
potential issues with the workshop itself.
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7.5.1 Methodology

The co-design workshop conducted to gather insight on the developed prototypes
gave valuable results, yet there are a few considerations to address regarding the
results produced and the methods used.

Using colored dots to express and record user opinions has positive and negative
aspects. On one hand, it provides feedback as an intuitive medium and in a quanti-
tative manner, which makes it easy to compare between prototypes. On the other
hand, it might be limiting to more nuanced opinions, which is why we encouraged
users to motivate their responses. In hindsight, it would have been beneficial to
have some separation between feedback on concept and design. There were several
instances where participants put colored stickers purely based on their opinion con-
cerning one of the aspects. Therefore, as interviewers, it was essential to ensure that
we noted what each sticker meant, depending on what they said verbally. In these
cases, it would have been more feasible to have different colored stickers for the two
aspects or even a different approach altogether.

Another issue was the potential biases and influences of others since the dots pre-
viously placed by earlier and concurrent participants were visible. This might have
skewed results as participants might prefer not to challenge claims, and studies show
test participants often reinforce existing opinions rather than expressing their unique
takes [64].

One should also note that since discussion was encouraged, from both our side and
the participants, unintended cues and inclinations might have led both our and
the user’s perception to conform to our considered renderings of the solutions. As
such, we might have missed out on feedback or suggestions valuable to the designs.
However, avoiding any form of explanation regarding the presented material might
instead have led to misunderstandings or inadequate feedback, which could have
been reasoned and discussed. Overall, we deem the workshop a successful element
of our process and the method fitting for the situation.

7.5.2 Integrated learning platform

In the workshop, four different alternatives to the integrated learning platform were
presented. The reason behind designing alternatives rather than different types of
concepts connected to integrated learning was due to our fixation on bringing the
external learning platform into the application. This focus stemmed from themes
identified in the interviews, indicating a persistent knowledge gap among customers
and uncertainty about whether customers were engaging with the information pro-
vided in the external platform. Therefore, the question to be answered in the work-
shop was not only whether they liked the concept of bringing the external learning
platform into the actual application, but also an emphasis on how it should be im-
plemented and the design choices concerning it. The motivations and execution of
the integrated learning platform are discussed more extensively in section 7.1 about
our Case study.

In hindsight, more time should have been spent exploring options for a learning
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platform rather than immediately determining that integrating the learning platform
was the best way to tackle the customer knowledge gap issue. This premature
narrowing of focus limited our exploration of potentially more innovative solutions
that might have better addressed the underlying challenges. An example of this
was presented when we did the user test for the integrated case study. One of the
users who preferred the external platform asked why the tab button was not simply
a link to the external platform. Ideally, these scenarios would have been thoroughly
explored and tested on real users, providing more comprehensive data to guide our
design decisions. The constraints of time and resources limited our ability to pursue
multiple parallel solutions and validate them through extensive user testing. Instead,
we had to prioritize a single approach based on our initial interview findings and
stakeholder insights.

7.5.3 Internal user knowledge tracking tools

The internal user knowledge tracking tools are meant to complement the proposed
integrated learning platform, where the company would garner statistics about users’
learning behavior. The statistics would then be used to make informed decisions
about improving the platform.

While investigating the onboarding process, specifically how users seek information
about platform usage, we questioned whether existing users actually engage with the
content in the external platform. Since the external platform operates independently
from the internal platform, there is no mechanism to generate data or establish
connections regarding which users are accessing specific information. Hence, with
the introduction of our proposed integrated learning platform, it would be possible
to answer the aforementioned questions. Therefore, we designed this view for the
internal tool where employees can see how well the content performs and if any
action is to be taken. Our vision was to connect this in some way to make it possible
to generate data about each support ticket and see if it was related to any of the
content that is currently available. In the context of user onboarding and optimizing
multi-stakeholder communication, this design aims to minimize the amount of under-
performing learning content while providing the company with tools to improve the
learning platform and continuously enhance self-service resources.

Additionally, with the details view of a customer, the goal is for employees to un-
derstand what the user comprehends more easily. For example, if a user creates
a support ticket asking "How do I send an invoice?", the employee handling the
ticket can easily check if the user has accessed any of the self-service resources re-
lated to invoices and address the ticket accordingly. If there are numerous instances
where users have studied the information surrounding a topic and still ask questions,
that will also raise flags indicating that the information provided in the self-service
resource may be insufficient.

During the workshop, the reception of the concept was mixed. Some participants
liked the idea of making data-driven decisions; conversely, others were concerned it
would lead to more time spent on support, maintaining the system, and consuming
resources they do not have. This raises a valid concern that such a solution might
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direct resources toward improving content without necessarily increasing customer
engagement with that content. To comprehensively evaluate the benefits of inte-
grating the learning platform, prolonged support data would be required. In the
long term, collected data might reveal that most users prefer to inquire about issues
as they arise, having limited intention or motivation to learn about the platform
independently. However, from our interviews with employees, we found that many
customer inquiries concern simple, repetitive matters that are time-consuming to
address repeatedly, and which customers could more efficiently learn to handle inde-
pendently through proper educational resources. Therefore, we hope that a feature
like this could, in the long term, lead to fewer repetitive questions and an increase
in customers’ motivation to learn about the platform.

7.5.4 Dedicated user onboarding view

The dedicated user onboarding view received positive critique and was well-received
by participants. Multiple Wint employees believed that customers would benefit
from a more straightforward overview of where a user is in the onboarding process.
This would make it easier for the users to follow their user journey and help Wint
employees maintain a medium for communicating the process, reducing unnecessary
support issues regarding statuses.

Additionally, when we initially investigated the Wint platform, it was hard to identify
what tasks were explicitly related to onboarding and the importance of each task.
The idea behind the proposed designs is to make it easier for users to determine
what they should do next while also providing a suitable reason why. Additionally,
the designs also aimed to reduce the cognitive load for new Wint users by only
presenting the onboarding tasks with the highest priority.

7.5.4.1 Overview design

The idea of an overview was perceived well during the workshop, discussions mainly
concerned how the information should be presented and how users might experi-
ence different levels of task and information transparency. This relates to what we
discussed in previous sections about cognitive load. We want to present users with
enough information to understand the onboarding process better and make informed
decisions based on it. However, it is important to make sure not to overwhelm the
user, since that may lead to adverse effects and further confusion. Therefore, we
received comments during the workshop noting that it might be too much to include
the learning platform information at the bottom, and that it might be worth consid-
ering introducing it later during the onboarding. Furthermore, similar feedback was
provided regarding the information about lower priority tasks under "Andra &ren-
den/Other Issues". Workshop participants questioned whether it was necessary to
include this information and potentially overload the user if these tasks were urgent.
The feedback is valid and would have been worth exploring if time and the scope of
the project were not limitations.
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7.5.4.2 Task detail view

For the task detail view, the intention was to be more transparent to the user about
the process to avoid communication issues and clarify responsibility allocation -
to make visible who did what (the company or user), who needs to take action
right now, and the current status of each task. This visibility into task ownership
and responsibility helps prevent confusion about each step concerning the specific
onboarding task.

The hardest problem to tackle when designing for transparency is thinking about
what an adequate level of transparency is. From our low-fidelity prototypes in
5.3.2, it is apparent that multiple designs were considered, each with different lev-
els of transparency. Determining the optimal design approach represents a wicked
problem rather than a challenge with a straightforward solution, with preferences for
transparency likely differing significantly among different customers. One user might
prefer to know every intricate detail of what is occurring in the background, while an-
other might prefer the service to work without any significant insights. Additional
information in every step might overload these latter types of users. To simplify
our process, we based this on the opinions of Wint employees, as their substantial
accumulated experience regarding recurring user inquiries, and can identify which
information exchanges hold the highest value in customer-company interactions.

7.5.5 Internal customer onboarding view

To complement the new dedicated user onboarding view, Wint employees needed a
better way to track the user onboarding process. Therefore, an internal customer
onboarding view was also proposed to supplement the internal tooling, allowing
employees to get an overview and take quick actions concerning specific tasks. To
address multi-stakeholder onboarding comprehensively, our solution needed to en-
hance processes for both external users and internal team members. This addition
was designed to alleviate employees’ operational challenges when managing customer
onboarding workflows.

7.5.5.1 Overview

The overview was designed as a specific tab in the internal tool where employees
could get a glance at what is going on in the onboarding process for a particular
customer. The goal was to reduce the time spent scrolling through long support
tickets to understand where a customer is in the process. In the workshop, one
participant noted that this sort of solution would be very beneficial in scenarios
where a customer calls with a specific problem. The ability to quickly visualize the
customer’s current position in the process and their progress on individual tasks
would significantly enhance both the efficiency and quality of support provided.

7.5.5.2 Task detail example

The task detail view aims to provide a task-by-task overview and serve as a manage-
ment tool where employees can perform certain quick actions related to the specific
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task.

From our thematic analysis, it was apparent that a lot of the internal tasks related
to onboarding are still managed through a variety of spreadsheets and other tools.
To make it easier for everyone involved, this proposed solution will serve as a central-
ized management tool that eliminates the need for external tools and spreadsheets
and enables everyone, no matter what team, to access the same information concern-
ing the customers. In the current version, teams have their own separate ways to
handle their specific area of onboarding, whether it is external spreadsheets or some
alternate tooling. This fragmentation of processes and information across different
systems creates significant barriers to cross-team collaboration. As a result, com-
prehensively tracking a customer’s journey through the entire onboarding process
becomes challenging, with visibility gaps occurring at handoff points between teams.
Our proposed design aims to eliminate the barrier, thus enabling smoother transi-
tions between teams and easier collaboration overall, since they will have access to
the same information in a common tool. Additionally, a robust system would reduce
the issues introduced by manual mistakes when information or statuses regarding
customers are not updated in said spreadsheets.

Additionally, the task timeline in the task detail view can be connected to the same
task in the customer view. This means that if an employee performs a task, for
example, confirming that an invoice has been sent, immediate feedback through the
task timeline is shown in the customer view as well. This enables seamless workflow
and provides real-time transparency to customers about their onboarding progress.
Such synchronization eliminates communication delays and reduces the need for
customers to request status updates, as they can directly observe when actions have
been completed on their behalf. This bidirectional visibility supports the multi-
stakeholder context by ensuring all parties can access the same current information,
facilitating more efficient coordination throughout the onboarding process.

7.6 Future work

We recognize multiple areas of interest for future and continued work. Some as
direct consequences of our process, others are more general to help verify or disfavor
our findings in other contexts.

First of all, extension of the current case study with the aforementioned internal view
and framework for data-driven decisions would help reach a more conclusive answer
to the research questions. For the user interface, a more thorough investigation of
the learning platform features and more applications for the help suggestion pop-up
could be done. Perhaps most importantly, the solution would have to be tested over
a more extended period to prove if it could help reduce the need for manual support
throughout the customer’s early life cycle.

The alternatives considered for the case study were primarily disregarded due to
constraints and limitations of the project. In our findings, these ideas most likely
would improve the onboarding experience and could tackle aspects that the inte-
grated learning platform did not. These are, however, still very tied to the Wint

62



7. Discussion

environment and would need to be done in the same context as this thesis.

Regarding the user tests performed for the case study, the test results might not fully
represent the actual user experience. To fully grasp the impact of our proposed
changes, we suggest more extensive testing with actual Wint customers to be a
suitable continuation of the project.

As a final note, the key takeaways and general findings presented in this paper are
believed to hold value in other multi-stakeholder onboarding contexts. A number of
resources and various literature support this claim, yet this is only a narrow view of
one specific context. Further investigation and research are needed to verify these
claims, and until then, they should be held with a healthy skepticism.
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Conclusion

The thesis set out to answer three interlacing research questions regarding onboard-
ing improvements. More specifically, questions concerning design patterns, opti-
mization opportunities, and metrics to measure efficiency in the context of multi-
stakeholder user onboarding.

The early stage of the project aimed to deepen knowledge on previous efforts through
a survey of research and material regarding the subject. This was followed by an
extensive phase of understanding the current onboarding state, stakeholder per-
spectives, and more through interviews with Wint employees. These insights were
summarized in a thematic analysis, giving clear statements of the issues to solve.
With this knowledge, iterations of prototypes and evaluation were made, starting
with rapid ideation and low-fidelity prototypes evaluated with a key Wint employee.
Later, these concepts were refined, building into high-fidelity prototypes presented
at a co-design workshop in which Wint employees participated directly in the evalu-
ation and design process. Following this, a detailed case study further analyzed one
of the proposed solutions, with considerable user tests giving valuable insights.

8.1 Addressing the Research Questions

This section presents the conclusions drawn from our research findings and analysis,
organized according to our three research questions.

8.1.1 Which design patterns best support the visualization
and streamlining of multi-stakeholder integration pro-
cesses?

Several prominent design patterns were identified in Wint’s onboarding and similar
contexts. Three major categories were the most relevant to this study and are
summarized below.

Firstly, timeline and progress bar elements were frequently found to be useful arti-
facts for helping scope progress, indicating statuses and expectations, and clarifying
responsibility. These are appropriate for creating cognitively low-demanding inter-
faces for general and specific tasks, not only for the service user but also for all
stakeholders.
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Secondly, different forms of feature cues and hints, such as pop-ups, interactive
guides, or alerts, were found to be useful but delicate elements. These can give
users personalized and conscious information, especially useful for introducing new
features in bite-sized pieces when relevant. However, the implementation of these
must be done carefully so as not to disrupt or otherwise annoy the user.

Finally, quick action tools such as buttons, predefined messages, and automated
routines were found to be a promising concept. In the appropriate scenarios, these
could reduce repetitive manual labor, leading to faster lead times and improved
consistency. However, these remain untested in practice and are very specific to
their own environments.

8.1.2 What optimization opportunities exist within the on-
boarding process to reduce stakeholder time invest-
ment throughout the entire customer lifecycle?

Our research identified several optimization opportunities to reduce the time in-
vestment for relevant stakeholders significantly. The proposed solutions related to
internal workflows were specifically designed to make it easier for employees to access
and manage relevant customer information, track progress, and identify bottlenecks
in the same tool. This reduction in administrative overhead aimed to allow employ-
ees to spend their time on more vital value-adding activities rather than unnecessary
manual work.

Integrating learning resources directly within the application is considered a substan-
tial optimization strategy. From our thematic analysis, it was clear that employees
spent significant time answering simple questions that the customer could easily
have answered themselves. During our research period, most of the self-learning re-
sources were located on an external page outside of the main application, requiring
users to navigate away from their workflow to find information. Therefore, a design
to integrate the self learning resources was implemented and evaluated. Through
the user test, participants consistently preferred embedded help resources over exter-
nal documentation. Thus, eliminating the cognitive overhead and context switching
that occurs when users must navigate between separate systems to find information.

Additionally, the user test evaluated contextual guidance through help notices. The
help notices were designed to minimize the time users spend on difficult tasks, in-
tending to reduce the number of support tickets customers open for challenging
procedures in the future. The user test demonstrated a preference for the help no-
tices, but further testing and work are needed to ensure the perceived benefits are
realized.
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8.1.3 What metrics effectively capture value creation and
realization across different stakeholder groups during
the platform onboarding process?

A key finding was the importance of maintaining a broad, long-term perspective
on performance to understand and improve the onboarding process. While the
specific metrics and KPIs may vary depending on the scale, content, and stakeholders
involved, short-term and narrow measurements were identified as less beneficial. In
the case of Wint, different factors and possible compositions varied too much to
prove stable indicators.

While proper KPIs help identify pure data trends and evidence, it was understood
throughout the project that perhaps the most essential resources are the user expe-
riences from all stakeholder parties. Employees involved continuously in the process,
and recently onboarded customers, hold valuable and tangible insights. Especially
in a complex scenario, like that of Wint, it can be difficult to grasp the whole pic-
ture and delve deeper into underlying issues without the expanded insight of actual
usage.

8.2 Key takeaways and recommendations

We present a few overarching insights as a summary of this thesis’s findings, process,
and discussion. These aim to serve as general recommendations for future endeavors
within a similar context of onboarding research or improvements.

Onboarding sets the stage for the whole customer life-cycle

An onboarding process might be confined by a number of tasks, actions, or other
boundaries, but the implications extend throughout the entire customer journey.
Investing time or support initially will reduce future need for such, and it should be
considered how early efforts might benefit multiple future aspects, such as manual
support needs, user experience, and churn.

Focus resources on controllable processes

While it can be tempting to try to resolve all pain points of a user onboarding, avoid
wasting time attempting to optimize elements beyond your control, as in our case,
the external bank integrations. Instead, direct efforts toward your domain, such
as internal workflows and customer communication. Our research demonstrated
that focusing on optimizing processes under your control is of greater value than
attempting to optimize external systems, as such attempts often lead to wasted
effort and limited results. Importantly, this does not mean ignoring or disregarding
such issues, but rather maintaining a healthy relation to the holistic problem space
and its limitations.

Improving internal workflows yields customer benefits

Investing time in improving the internal workflows and processes also generates
significant advantages for customers. Our research revealed that when organizations
listen to their employees and implement their feedback on operational improvements,
it directly enhances the customer experience. Improving internal communication and

67



8. Conclusion

optimizing workflows enables better resolution of customer issues, making it easier
to hand off between departments and ensuring consistent information is provided for
all. These improvements can lead to fewer errors and more time spent on delivering
value to the customers rather than battling with internal workflows.

Facilitate the ability for customers to solve issues independently
Customers need to be able to request support when needed, however, such a feature
may often become congested with questions that have simple answers. Explore and
understand which means are suitable to get users to answer their questions, reducing
the need for manual support while creating potent and knowledgeable customers.
Therefore, make information about the application or service easily accessible to the
customer and support their preferred way of learning.

Reduce cognitive overhead through cohesive and collected resources
Minimizing the number of different tasks, interfaces, or other elements helps keep
a tidy and collective mental state. Promptly, only provide users with the necessary
information for the current context of the onboarding. Higher priority tasks should
be highlighted, and consider delaying non-urgent tasks in order not to overwhelm
users. Additionally, users should not have to disrupt their workflow by contextual
switching. Help documentation and solution guides should be embedded directly
within the application where users need them, rather than requiring navigation to
external resources.

Improve communication through clearly stating expectations, statuses,
and time-frames

Uncertain statements regarding the onboarding state can cause confusion and frus-
tration for all involved parties. A suitable level of transparency and truthful framing
of processes reduces the need for unnecessary inquiries regarding task completion
and helps everyone involved understand who is expected to act in any given state.

8.3 Summary

This thesis has examined various approaches to improving multi-stakeholder user
onboarding, offering several insights into effective design strategies. These include
design patterns, onboarding metrics, and general methods for enhancing efficiency.
The research employed a research-through-design and user-centered design method-
ology, incorporating interviews, iterative prototype development, and user testing.
Conducted within the context of the bookkeeping service Wint, the study highlights
the need for future work to validate and extend the findings in other settings and
through longer-term evaluation.
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User test protocol

Setup

Participant: The test is designed for 1 testing user at a time.

Administrator 1: Instructs the participant, asks questions, and helps the user if necessary
or appropriate.

Administrator 2: Records user behaviour and answers.

Requirements: 1 computer for the user to perform the tests. 1 computer to record
participant results and behaviour. 1 printed sheet with task instructions.

Test

Introduction: Thank the user for choosing to participate. Briefly explain the context, the
purpose of the test, and the application.

Inform the user of their rights and explain how the data will be used. Note that the data is

anonymous. Encourage them to think aloud and explain their thought process throughout the
test.

Phase 1

Before: Quick introduction of available support features. Show them support FAB and FAQ
tab.

A: External FAQ -> Integrated FAQ
B: Integrated FAQ -> External FAQ
During: Annotate user actions and behavior.
After: Ask and annotate users' answers to the following questions
e After experiencing both approaches to accessing help information (integrated within

the application and as a separate external website), which approach did you find
more effective for your workflow? Please explain the reasoning behind your choice



Phase 2

Before: Explain the expected task to be completed and inform the user, and hand over the
required information.

X: No help notice
Y: With help notice

During: Annotate user actions and behavior. Between tasks 1 and 2, ask and annotate
users' answers to the following question:
e "On a scale of 1-5 (higher is more difficult), how would you rate the overall difficulty of
completing task 1?"

After: Ask and annotate users' answers to the following questions
e "On a scale of 1-5 (higher is more difficult), how would you rate the overall difficulty of
completing task 27"
e (Y) If you utilized the help notice, did it work as you expected? If not, what did you
expect? Did the help notice make it easier for you to complete the task?
(X) How did you experience finding the information required to complete the task?
(X) (Show the Y version) Would you have preferred this solution?

Finalize: Ask if there are any additional comments or questions from the user. Thank the
user for their participation



Phase 1: find information

Task 1

Find a suitable answer to the question:
“To whom should | send my invoice if | am selling an app on the App Store?”

Task 2

Find a suitable answer to the question:
“You're working from your home office and want to buy coffee. Can you put it on the
company?”

Phase 2: invoices

Task 1

You have an unsent draft for a customer invoice no longer needed.
Objective: Remove the unsent customer invoice:

ID (nummer):

Customer:

Customer invoices can be found under Intédkter -> Kundfakturor

Task 2

You have previously sent an invoice to a customer, but the invoice was issued incorrectly
due to a misunderstanding, and you want to completely remove it.

Objective: Remove the sent customer invoice:
ID (nummer):
Customer:

Customer invoices can be found under Intékter -> Kundfakturor



B

Interview questions

Hur lange har du jobbat pa Wint?
Hur mycket tid uppskattar du att du ldgger pa att onboarda nya anvindare?
Vad ér din generella uppfattning om onboardingen med nya kunder?
Vad funkar bra, daligt?
Finns det nagra specifika moment dar kunder ofta fastnar?
Vad upplever du som jobbigast under processen?
Ar det nigot som tar mycket tid?
Svart att fa kunder att forsta vad de ska gora?
Upplever du att det ar stor variation mellan olika kunder?

Hur ser kommunikationen ut med externa parter, exempelvis banker, korttjén-
sten och skatteverket osv?

Vilken feedback far ni fran kunderna om onboarding-processen?



B. Interview questions
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C

Customer Questionnaire

Startade ni ert aktiebolag med Wint?
o Ja, startade med Wint
o Nej, hade foretaget sen innan

e Annat

Vem hanterade er bokfoéring innan ni bérjade anvinda Wint?
o Jag sjalv
o Extern bokforingsbyra
o Anstélld ekonomiansvarig
e Annan bokfoéringstjinst

» Ingen tidigare bokforing

Vad &r ditt generella intryck av onboardingen pa Wint?
(1-10)

Beroende pa vilken form ditt foretag har och vilka funktioner ni efterfragat kan pro-
cessen se lite olika ut. Vilka av foljande funktioner eller delar har ni aktiverat /fullfoljt?

o Tidigare bokforing
Aktiebok

Wintkortet (Mynt)

Kundfakturering

o Lon

Hur tydliga var instruktionerna under onboarding-processen?
Mycket otydliga - Jag forstod inte vad som forvintades 1-5 Mycket tydliga - Jag
kunde enkelt félja alla instruktioner

VII



C. Customer Questionnaire

Fanns det nagon information som saknades eller som var otydlig?

Hur skulle du betygséatta supporten fran Wint under onboarding-processen?
(1-10)

Hur upplevde du méngden information som presenterades under onboarding-processen?
Mycket overvildigande 1-5 Mycket hanterbar

Hur enkelt var det att halla reda pa alla steg som behovde genomforas?
Mycket svart 1-5 Mycket enkelt

Hur lang tid uppskattar du att det tog for dig att kdnna dig bekvam med Wint’s
system och dess funktioner?

e Mindre &n 2 veckor
o 3-4 veckor

e 1-2 manader

e 3-6 manader

o 6+ manader

o Kénner mig fortfarande inte trygg i att det jag gor blir ratt direkt

Nér du stotte pa problem under uppstarten med Wint, vad ar det forsta du vanligtvis
gor for att hitta en 16sning?

o Kontaktade supporten direkt via kontaktformuldret som finns i Wint
e Appen
Sokte i Wints kunskapsbas exempelvis i Frequently Asked Questions (FAQ)

Forsokte 16sa problemet pa egen hand

Annat

Hur enkelt var det att folja status pa uppgifter efter att ha skickat in eller uppdaterat
information?
Svart, otydligt 1-5 Enkelt, tydligt

Var det nagot moment ni upplevde som extra svart?

Har ni nagot 6vrigt att tillagga?

VIII
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