


OVERVIEW

In product development, ignoring the digital customer
onboarding process can become one of the biggest reasons
that drives your customers away. After all, no matter how
great your product is, if your customers don’t know how to
use it — or find it difficult to — they’ll quickly move on to the

next best option.

Despite that, while most companies will claim they spend
time to create training documentation and support for the
digital customer onboarding process, they often go at it with
a waterfall approach that can have significant costs involved,
including time lost due to delays that can otherwise be

avoided.

So, as a digital onboarding solution, we realized that an agile
approach is necessary to create user-centric training
documentation that is accessible, easy to understand, and

best serves the customers’ needs.




& ‘ WHAT’S IN THIS EGUIDE

In this eGuide, we've revealed a way to
kickstart the process of creating

user-centric training documentation

alongside product development rather

than after it.

You'll learn a 10-step process of how to
approach the initial stages of discovery
and solutioning in a more structured
manner and in a way that aligns all
stakeholders on how the training

documentation should be created.
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HOW TO USE THIS TRAINING
DOCUMENTATION GUIDE

This eGuide can be used to organize a three to
three-and-a-half hour workshop for the initial
stages of Discovery and Solutioning to create
Training Documentation. The workshop can be

conducted in person or remotely on Miro.

To synthesize insights from the workshop, we
have also provided a template for an Output
Report that you can use to present as a

summary report to the audience after the

workshop. The template for this report as well

as other resources are provided at the end of
this eGuide.



TRAINING DOCUMENTATION WORKSHOP

Step 1: Finding the Right Team

Step 2: Preparing for the Workshop

Step 3: Orientation and Introductions

Step 4: Familiarizing with Miro

Step 5: Workshop Questions and Goals

FROM PLANNING TO EXECUTION IN 10 STEPS

Step 6: Identifying Stakeholders and
Steps in Training Journey

Step 7: Mapping Stakeholder Needs in
Training Journey

Step 8: Lightning Demos, Presentation
and Voting

Step 9: Overview, Suggestions and
Voting for Documentation Formats

Step 10: Conclusion and Discussion
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FINDING THE RIGHT TEAM

o

|dentify key participants for your
workshop. You should include
people from the Product,
Marketing, Support & Success,
Operations, and Learning &

Development teams (if available).



PREPARING FOR THE WORKSHOP

Learn about the product/application for which you
have been tasked to create training
documentation.

Do a quick industry research and competitor
analysis to understand other perspectives. Then,
shortlist some training documentation formats
that can be used for the product.

Schedule the workshop for 3 and a half hours
(breaks included) and send invites upfront.
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ORIENTATION AND INTRODUCTIONS

Initiate the workshop with a quick intro of the
hosts and what the workshop is meant for. Lay support & Trqining
down the goal of the workshop and align Documentqtion

participants on why everyone is there. W
orkshop

Date: July 25, 2022
Your hosts today

‘a, SamiRabrian - May May Agenda for workshop (~1.5-2 hrs)
= Product Manager Designer
2 1. [10 mins] Intro
2. [5 mins] Miro basics and Introductions

3. [15 mins] Goals & Workshop Questions.

Ask a representative from the Product team to quickly

4. [20 mins] Identifying Training Stakeholders and Steps
You can come to me for: You can come to me for: 5. [10 mins] Break

- . e describe the vision and strategy of the product to refresh
S S 8. [10 mins] Break
S 7 s i comenatonFrmas e OhrSugpsons o everyone's memory. This will serve as the North Star

throughout this exercise.
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FAMILIARIZING WITH MIRO

y /REHMANURSAMI

Let everyone add some details about
themselves on the Miro board, so that they can

not only introduce themselves but also get

acquainted with Miro in the process. Sami Rehman

Product Manager

.o R AY

@ A bit about yourself

m. I studied Electrical
. Engineering

TAMANAUID  +$953e
SPORTS FiN Sima.
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WORKSHOP QUESTIONS AND GOALS

In this section, we try to

. What are the biggest pain points of What challenges and risks do you forsee in What does success look like for
understand the vision of your user currently? onboarding users to your product? this project?
this exercise and identify
. . . . i Learning
the risks in achieving that Time Ploepii dopingchange- | about he new . b sersuicent
management flows in the et et :I)i,tsl':er:: :;Ti:g moot - Less
gO a I . el 20 pet daily users g Ia unc h stli]fk':::
T — —_— —

T— T—

User efficiency

improved (# of Endlasen
workflows . =
processed in a satisfaction
day)
— —
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IDENTIFYING STAKEHOLDERS AND STEPS IN
THE USER JOURNEY

Ask the team to list down all the
stakeholders (both internal and

external) who will be consuming the

training documentation. Choceny ; Pre At Post
Stores Cashier
Admin Launch ~ launch  launch

Get the team to map down all the steps
in the training user journey, like:

Before launch, Sales . . . .
team team
At the time of launch,

Post launch,

Pre-purchase, etc.
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By this point, your team could probably use a breather, so this is the

perfect time for a 10-minute break.

You can use this time to map the information (Stakeholders, Training

Stages) from the previous section on to the board.




MAPPING STAKEHOLDER NEEDS IN TRAINING

JOURNEY

Post Launch

.
__‘.9 -@------

Stakeholders Key:

Q roce! ores Admin
Ask the team to identify and Ry GramenyStoresAd
list down the training needs of 9 Eecher

all stakeholders at each stage

-4 Support Team
n pp

Q Sales Tea
h |
‘-"-‘ !

want to know what

of the training journey.

e

’
o
)

D1

- info i can share with
the team before the
v launch to support a training objectives:
seamless transition and dates

to the new app

Grocery Stores
Admin
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LIGHTING DEMOS, PRESENTATION AND VOTING

At this stage, ask everyone to browse the
Internet and research to find other
examples and ideas (at least 3 per
person) of Training Documentation.
Encourage them to go beyond their

immediate industry.

Identify "BIG IDEAS" that can inspire. Put

a sticky note beside it to sum up the idea.

At the end, ask everyone to present their
ideas and conduct a voting exercise to

shortlist ideas (in the next step).

> Airtable Account = Product ~  Enterprise - Contact -

How can we help?

* 3 Airtable Account - Product - Enterprise -+ Contact

Categories Invoices and receipts
- easy to
4 LR, 38 0 AT — Multimedia
access = L R Reip b e 5P Aitable P content
= Introduction to billin:
Websinars Account S—

+ How billing works
level up your knowledge. manage your Aitable account .

equent
aske

Popular articles Trending topics

Article
FAQs

Finding your invoices
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Take another breather here before the workshop moves into the final stages
of overview, other suggestions, and final voting. A 10-minute pause here will
help participants reorganize their thoughts before going into

the concluding discussions.




OVERVIEW, SUGGESTIONS AND VOTING FOR

DOCUMENTATION FORMATS

Present some popular and relevant Chatbots ™
Can serve as in-app help centre for users to self-help to articles

training documentation formats to
Pros Example Customer Effort Score (CES) Survey in Intercom Messenger

the team based on your research - 24/7 support PR
e - To the point solution e DooD oo N
before the workshop. Present pros L saosy
Cons = o =
and cons for each format. . Dependency on 3rd party rmm | — Epr
tools e e 4
o — &
Ask the team for any additional ‘
ideas not covered previously and add
them to the list. B sin

||||||||

______

Lastly, vote on the formats.

y = =11
= vy
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STEP 10 CONCLUSION AND DISCUSSION

We should be

Review the content covered in the ot
workshop and give everyone some time to each et
share anything they would like to add that

was not already covered.

One of our team
Thank everyone for their time and conclude bt
you might want

to check out

the workshop.

—
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POST-WORKSHOP RECOMMENDATIONS REPORT

Format Recommendations Report

o . ! n
Use the "Recommendations Report" template - - —
(provided on the Miro link at the end of this guide) to o o
summarize and synthesize your workshop insights and ="
to propose recommendations for the Training o= EEERE “‘ - EEE
Documentation formats.

~~~~~~

Artide
vvvvv
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HELPFUL LINKS

This eGuide covers only the Discovery and
Solutioning stages of the entire process of creating
Training Documentation.

Here’s the link to the Miro template you can use
when you conduct the workshop:

https://miro.com/miroverse/training-documentation/

Discovery and Solutioning are only the initial two steps
of our 5-step Process of Creating User-Centric Training
Documentation for Effective Digital Onboarding.

To learn more on our 5-step process to create
user-centric training documentation, please refer to
this article:

https:/www.mobilelive.ca/blog/create-user-centric-trai
ning-documentation-for-effective-digital-onboarding

Training Documentation eGUIDE |mob/leLI\/E | 16


https://miro.com/miroverse/training-documentation/
https://www.mobilelive.ca/blog/create-user-centric-training-documentation-for-effective-digital-onboarding
https://www.mobilelive.ca/blog/create-user-centric-training-documentation-for-effective-digital-onboarding

. .

»»‘

ABOUT MOBILELIVE

We're your full-service digital team obsessed with helping you
make smart investments and reduce time-to-launch.

Our team of experts specializes in designing experiences,
building products, and scaling technology with flexible
engagement models, outside-in views, bespoke solutions, and
a succession of early wins while never losing sight of the big
picture.

100% client retention since day one
40+ iconic & Fortune 500 clients
20+ industry awards & distinctions

http://www.mobilelive.ca
contact@mobilelive.ca
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