Growth is often talked about in terms of acquisition — getting more people to try your product or service. But, as
anyone who has worked with SaaS or marketplaces knows, real growth starts after acquisition. Why? Because

retaining users and helping them find ongoing value is what powers sustainable momentum.

Retention isn't a mysterious force; it's a product of how well your customer experience supports users as they
onboard, find value, and continue to engage. Harvard Business Review (hbr.org) consistently emphasizes that

retention is a core growth lever companies should prioritize to build defensible competitive advantages.

Why Focus on Retention for Growth?

Many teams unintentionally treat retention like an afterthought. They build great acquisition funnels but don't
invest enough in the journey after signup. However, a quick look at the data shows where the real opportunities
lie:
* Improved Time-to-Value (TTV): The faster a user sees value, the likelier they are to stick around.
* Reduced Onboarding Friction: Small UX tweaks that remove uncertainty or friction can drastically improve
activation rates.

* Incremental Improvements Add Up: A series of small wins compounds into significant retention lift over

time.

How Small UX Changes Deliver Big Retention Lifts

Here's the thing about UX improvements: you don't need a massive redesign or new feature overhaul to move the
needle. It's often the incremental improvements — eliminating wasted clicks, clarifying next steps, reducing

cognitive load — that have outsized impact on retention.

Drawing from experience working with companies like MRQ online casino and GrowthScribe, here are some

practical areas where small UX changes have lifted retention noticeably.

1. Make the Next Step Clearer

Users are often unsure what to do after they sign up or complete an initial action. A common “one more click”

moment that kills retention is when users struggle to find the logical next step.

For example, GrowthScribe embedded a HubSpot scheduling widget directly into their product interface so users
could book discovery calls without leaving the app. This removed friction caused by externally switching channels

and boosted demo scheduling by 20%.

Similarly, MRQ incorporated a WhatsApp contact link (wa.me/15859022822) right in their customer support page,
making it easy for users to get instant help on mobile without searching. This small change reduced support ticket

resolution times and increased user satisfaction, which correlated with improved retention at 30 days.

2. Speed Up Time-to-Value

Retention often hinges on how quickly users experience the product’s core benefits. Long onboarding processes or

vague instructions can cause drop-off before value is clear.

Incremental UX changes like adding tooltips that only appear on demand, feature adoption context-specific

progress indicators, or even nudges that celebrate small wins along the way help users stay motivated.


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

For example, MRQ noticed a critical drop-off rate between signup and first bet placement. Adding a simple

checklist with clear next actions helped guide new users to the game faster, reducing abandonment by 15%.

3. Personalize and Humanize the Experience

Retention improves when users feel understood and connected to the product. Even small personal touches go a
long way:

® Dynamic welcome messages using the user’'s name

® Quick access to real human support via WhatsApp or live chat links

* Tailored recommendations based on prior behavior or preferences

GrowthScribe’s UX team integrated personalized onboarding sequences — triggered based on the user’s industry
and role — which increased engagement rates by 25%. They also constantly iterate on feedback channels, making

it easy for users to share input and see it reflected in future updates.
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4. Reduce Cognitive Load with Simplified Interfaces

Complex navigation, jargon-heavy language, or too many choices overwhelm users and increase churn risk.

Incremental improvements here can have outsized returns:

1. Group related actions into clear chunks
2. Use simple, consistent language that matches user expectations
3. Remove unnecessary fields from forms

4. Offer smart defaults based on user data

For example, MRQ reduced their signup form from 8 fields to 4 critical ones and gathered extra data later

asynchronously. This change alone improved signup completion without affecting lead quality.

Measuring and Iterating on UX for Retention Lift

Too often, teams ship UX improvements and hope for the best. But it's crucial to pair changes with measurement

and iteration to maximize impact.

Step Description Success Metric 1. Identify Key Frictions Use analytics, support tickets, and user feedback to spot
exact UX pain points. Reduced drop-off rates at common exit points 2. Prioritize Incremental Fixes Create a
shortlist of viable small changes (e.g., clarify buttons, remove fields, direct contact links). Increased task completion
rates, reduced support requests 3. Launch Controlled Experiments Deploy A/B tests or pilot groups for each UX
iteration to isolate impact. Lift in retention or engagement vs. baseline 4. Analyze and Iterate Review data and

qualitative feedback; refine UX accordingly. Improvement over time, reduction in “one more click” moments

GrowthScribe’s iterative approach exemplifies this cycle. They don't treat redesigns as “strategies” but as
continuous product iterations grounded in data. This mindset helps avoid the trap of shipping features that

nobody uses, while ensuring constant, low-risk improvements drive cumulative retention lift.

Taking Action Today: Your UX Checklist for Retention

Before wrapping up, here's a short checklist of practical UX changes you can test that will likely increase retention

in your product:

® Embed scheduling or support widgets (e.g., HubSpot scheduling, WhatsApp links) natively to reduce context

switching
® Map user journeys and identify “one more click” pain points; remove or automate them
* Add clear next-step guidance post-signup with progress indicators or checklists
* Speed up time-to-value by simplifying onboarding steps and highlighting quick wins
® Use personalized messaging and human contact points to build trust
® Reduce cognitive load with simplified form fields and consistent language

® Instrument changes with good analytics for continuous measurement and iteration

Conclusion

Retention lift is less about grand design overhauls and more about incremental, thoughtful UX improvements.
When teams focus squarely on improving onboarding, reducing friction, and guiding users clearly to value,
sustained growth follows naturally.



Brands like MRQ online casino and GrowthScribe prove that treating retention as a core growth lever — backed
by measurable, incremental product iteration — turns customer experience itself into a powerful competitive
advantage. So, start hunting for those “one more click” moments in your app and confidently test simple UX fixes.

Your retention metrics (and your bottom line) will thank you.



