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Who am I

All things fintech 
(lending, banking, 
payment, identity, 
fraud, ML)



Who is Square



Peeling the onboarding onion



What is onboarding
Illustrative

Product selection

Verification

Account creation Activation



Why is it hard
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What should we do

Understand the 
strategy and goal

Breakdown the funnel 
and experiences

Observe the 
micro behaviors
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Understand the strategy and goal

Strategy pillars Top metrics Focus area

I.e., what are the 2 - 4 
themes for the company

E.g., is it volume growth 
or profit per customer

E.g., which segment, 
vertical and market? 
What is the challenge?



Hypothetical question

Country X has the worst activation rate by quite a bit, 
compared to other countries. 

So onboarding sucks in that market, and we need to be 
all hands on deck on improvements until it’s up to par.

Right or wrong?



Understand the strategy and goal

It’s not prioritization until it hurts.
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Breakdown the funnel and experiences

Step 1 

Step 2

Step 3 

Step 4

?

Quant Qual

● Listen to CS calls
● Talk to your customer
● Make friends with Sales
● Look at your competitors



“Good friction”

Source: https://debliu.substack.com/p/increase-your-effectiveness-by-adding

https://debliu.substack.com/p/increase-your-effectiveness-by-adding
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Observe the micro behaviors

Do customers read what 
you want them to read?



Observe the micro behaviors

How do customers vs bad 
actors interact with this field?



Takeaways

● Understand your company’s strategy to set your 
product goals and metrics that should ladder up

● Prioritize and break down the problem with qual 
and quant insights

● Go even deeper - observe your users’ micro 
behaviors



Pick your onion

The more critical it is, 
the deeper you peel it, 

even though that could 
mean tears and sweat.



Thank you!



Follow us!
Not everyone is a leader, be a follower. 
For marketing tips, tricks, and updates, 
scan to follow us on all social platforms.


