At first glance, it might seem like the perfect product with the right features should keep users hooked. But the
reality is more complex. Many SaaS and marketplace companies find users dropping off despite having robust
functionalities in place. From my nine years working with teams like GrowthScribe and analyzing marketplaces
similar to MRQ online casino, I've seen the same themes emerge over and growthscribe.com over: poor user

experience, hidden friction points, and critical retention problems.

In this post, I'll unpack why churn happens even when you've “nailed” product features and why growth truly
starts after acquisition. We'll also explore how onboarding, time-to-value, and customer experience form the core
levers for retention, which Harvard Business Review (hbr.org) famously highlights as the ultimate competitive

advantage.

Growth Starts After Acquisition — The False Comfort of Feature Parity

Many product managers make the mistake of treating acquisition as the climax rather than the start of growth.
Signing up a user is just the initial checkpoint—what *really* matters is what happens between that signup and

becoming a loyal, active user.
Consider a typical funnel:

1. Acquisition (signup or download)
2. Onboarding and initial engagement
3. Regular use and reliance

4. Retention and advocacy

When companies focus all their energy on being feature-competitive, they miss the ugly truth: users don’t churn
because features are lacking. They churn because those features feel hard to find, confusing to use, or don't deliver

value fast enough.

GrowthScribe, for example, integrates seamlessly with the HubSpot scheduling widget (hub.growthscribe.com) to
book discovery calls right when interest peaks—cutting out friction rather than piling on more choices. That's key:

every "one more click" moment is a tiny gateway to frustration, and frustration kills conversions.

Onboarding and Time-to-Value: The Race Against User Drop-Off

Research from Harvard Business Review reinforces that the first moments of user experience (onboarding) set the

tone for retention. The faster a user realizes your product’s value, the less likely they are to churn.

Why? Because onboarding is where users decide if your product is worth their time. We all have limited patience

before deciding a product is yet another “nice to have.”

Key Friction Points in Onboarding

® Unclear next steps: Users land inside a feature and ask, “What do | do now?” without easy guidance.
* Too many choices: Options overload leaves users paralyzed.
* Delayed gratification: Tasks take too long to complete, or value isn't immediately visible.

® Technical errors or bugs that interrupt flow.


https://growthscribe.com/what-high-growth-digital-platforms-get-right-about-customer-experience/

Take MRQ online casino: for a product with inherently complex odds and betting options, their onboarding
streamlines new players’ first bets with pre-set recommendations and helpful tutorials. This cuts down on

overwhelm and significantly improves early retention by getting users into the experience faster.

This principle applies equally well to SaaS teams. On GrowthScribe's platform, prospects use integrated WhatsApp
contact links (wa.me/15859022822) to easily reach support or sales during onboarding, eliminating the feeling of

being “stuck.” Prompt, humanized assistance during this window dramatically reduces friction.
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Retention as the Core Growth Lever

Customer retention is the most sustainable lever for growth—not marketing or new features. Harvard Business

Review echoes this, noting that improving retention by just 5% can increase profits by 25-95%.

But retention only improves when you understand why users leave. That means digging deeper than surface
metrics:

Common Churn Reasons Underlying User Experience Issues Confusing Ul Users spend too long figuring out how
to complete basic tasks Unmet expectations Value promised during marketing or sales is delayed or missing
Support difficulty Problems with the product go unresolved, causing frustration Feature bloat Too many options

cause paralysis rather than empowerment

Retention problems are often the result of poor user experience that creates subtle but cumulative friction
points. For example, a scheduling widget that forces users through multiple pages to confirm a call introduces “one

more click” moments that feel like small blockers but add up.

Fixing these issues requires cross-functional focus—from product design to customer success teams—to

continuously monitor and reduce friction at every step of the user journey.



Customer Experience as the Ultimate Competitive Advantage

With similar feature sets becoming table stakes, customer experience is what separates winners from also-rans.
Harvard Business Review illustrates that companies emphasizing personalized, frictionless experiences build loyalty

and advocacy far more than those obsessing over feature lists.

For GrowthScribe, that means implementing tools like the HubSpot scheduling widget directly in-app and offering
easy, instant support via WhatsApp contact links. These seemingly small investments in lowering friction

dramatically improve retention metrics. Users feel supported, valued, and are more likely to stick around.

In ultra-competitive markets such as online casinos like MRQ, delivering smooth, intuitive player journeys builds
trust. Players return not just for odds or jackpots, but because they know the platform communicates clearly, helps

solve problems fast, and makes play effortless—all aspects of a superior customer experience.

Summary: What to Do Next to Stop Losing Users Unnecessarily
Here's a short checklist | keep handy whenever | review product health relative to user churn:

1. Map the user journey post-acquisition to find friction points preventing engagement.

2. Optimize onboarding flows to reduce time-to-value and guide users clearly step-by-step.

3. Measure active retention metrics not just signups, and correlate churn events with UX issues.

4. Empower support with seamless in-product contact—whether WhatsApp or embedded scheduling widgets.
5. De-bloat features to help users prioritize what delivers immediate results.

6. Continuously collect user feedback and iterate on known pain points.

Ultimately, even the best product features can’t save a poor user experience full of friction points. Retention is the
growth lever overlooked by too many teams but vital for sustainable success. As you refine your product,
remember: What does the user do next? If the answer isn't clear, simple, and fast, expect to lose users—even with

the right features in place.

Want to chat about improving retention for your product? Book a call via GrowthScribe's HubSpot scheduling

widget or drop a message via WhatsApp. Let's kill those friction points for good.



