How to Use an LMS for
Customer Education:
A Practical Workflow

38% Customer education compresses time-to-value,
lifts adoption, and raises net revenue retention

' Mature programs report 38% faster adoption
1 and 15.5% lower support costs

Employee LMSs fall short: learners aren't captive,
roles aren't in your HRIS

Customer-education ready means self-registration,
customer-IdP SSO, account hierarchies, e-commerce,
and APls
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The workflow: define outcomes, design curriculum,
configure, build, automate, launch, measure, iterate

Name a customer-facing owner (a CS leader);
avoid treating external learners like employees
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Employee Training

Customer Education vs. Employee Training: What Actually Changes

Delivery shifts from portal-first
to embedded, just-in-time,

Motivation shifts from compliance g
in-product learning

to commercial self-interest —
no obligation to complete

Only 19% of programs have a
complete foundation, though
51% claim maturity

Employee LMS assumptions break:
unknown, unlimited, unstable
learner population

Measurement shifts from activity
to lifecycle: adoption, retention,
expansion, support cost

Training-as-product: revenue teams
need a formally accountable sponsor




Define Outcomes and Audience Before Choosing Features

Adoption Advocacy
Understand Get up Use with Grow Champion
value and running confidence impact the solution

Start from what customers should be able to do — not a feature list

Segment learners by role: admins, end users, executives, partners, prospects

Map education to lifecycle: evaluation, onboarding, adoption, expansion, advocacy

Write outcome statements LMS structure can absorb: "admin configures SSO in 14 days"
Charter before configuration: audience, outcome, metric, owner, review cadence

Pick KPIs by objective: time-to-value, ticket deflection, cohort renewal
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Designing Curriculum for Busy External Professionals
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Design around jobs-to-be-done,
not abstract feature specs

Lead with microlearning; build
role-based paths, not one-size courses

Match format to task: video, docs,
walkthroughs, workshops

Sequence: first-value path, then
knowledge base, then certification

Reuse existing docs, webinars, and
call recordings before producing new

Treat WCAG 2.2 AA, localization,
and mobile as first-class requirements

Plan for 30-40% text expansion
and right-to-left support early
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Foundation
(Onboarding)




Configuring the LMS for External Audiences

External identity first: self-registration,
invitations, or customer IdP SSO; support
multiple SSO configs.

Build account and organization hierarchy
so content, enroliment, and reporting
scope per customer.

Segment with groups and tags; keep
SCIM-managed groups separate from
manual structures.

Enable commerce and entitlement for
courses, bundles, and seats; keep one
master version.

Apply branding, custom domains, and
lifecycle provisioning via SCIM, APIs,
or webhooks.




Content Standards and Platform Decisions That Shape Reporting
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SCORM 1.2 or 2004 xAPI
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Tracks only completion, Records richer activity Combines xAPI's data model
score, time inside and outside the LMS with SCORM-like launch
= @

Connected Learning Ecosystem

SCORM 1.2 or 2004: safe default, near-universal LMS support, but tracks only completion, score, time

XAPI records richer activity inside and outside the LMS, but needs a Learning Record Store
cmi5 combines xAPI's data model with SCORM-like launch; support growing, not universal

Completion and success are distinct in SCORM 2004 and cmi5 — don't conflate them

Test completion tracking in the real LMS, not just the authoring tool preview

Preserve historical completions, scores, and certification timestamps through any migration



Build, Load, and Quality-Assure the Content
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e Convert modules to LMS-ready obijects; standardize metadata, naming, and version control

e Functional QA: completion fires, scores behave, suspend/resume works, success status set

Accessibility now legal (EAA, ADA Title I1): keyboard, contrast 4.5:1, captions, transcripts
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e Test in the real destination LMS, not the authoring preview; completion bugs hide there

Pilot with a small customer cohort; verify SSO, assessment, certification, CRM write-back

e Maintain content: named owners, review cadence, tracked 'last reviewed', deprecation path
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Enrollment, Access, and Automation Architecture

Connect your systems. Automate enrollment. Deliver the right learning to the right people.

Enrollment Triggers
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Choose enrollment models deliberately: self-enrollment, entitlement-gated, role-based, admin-assigned, bulk

Trigger provisioning from events already happening: deal won, contract signed, product activation

Map integrations before building: CRM, CS platform, support desk, product telemetry

Connect SSO first, then CRM, then support and content tools last

Automate invitations, due dates, escalations, and re-engagement nudges — avoid over-communicating

Scope mixed audiences (customers, partners, prospects) with separate portals or groups




Launching Without the 'Build It and Hope' Failure
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i " Soft Launch Go Public
To CSMs and certified ' After fixing friction
‘ users first
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Soft launch to CSMs Treat content like a Outreach-first Gamify to sustain Set the 30/60/90
and certified users product launch: beats passive: returns with tiered adoption rhythm —
first; fix friction, in-product prompts, under 5% of licensed certifications, badges, activate, expand,
then go public emails, CSM handoffs  users visit academies and milestones optimize — before
alone go-live

ACTIVATE . .

EXPAND

OPTIMIZE



Embedding Learning Inside the Product Experience

® Leaving the product to learn it kills
momentum — embed learning in the flow 5 %

® Build one interactive walkthrough, reuse ol interactive B
it across site, onboarding, help, changelog, 3 walkthrough

d CSM outreach O =
an outreac : 3

® Proven in-app patterns: contextual  F—
tooltips, setup cards, empty-state Onboarding
replacements, product tours, next-step
recommendations

Help article
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® Hands-on walkthroughs in a safe sandbox .
beat passive video — 68% retention ®
versus 23% — : o
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® Bind lesson completion to product Changelog
behavior to separate "watched but never entry
activated" from "never saw it"

CSM outreach

@ Firein-app messaging and links back to
the exact lesson segment at the point
of friction




Measurement, Reporting, and Continuous Improvement

I Business
|| Outcome

cO> Customer
€YY Health

Product
Behavior
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s Truth Pipeline )
LMS Events CRM Account ID

Climb five tiers: activity,
performance, product behavior,
customer health, business outcome

Completions are rung one —
reporting them as the outcome
cuts budgets

Map every learner to a CRM
account ID to build the truth pipeline

Compare trained vs. untrained
cohorts; control for ARR, segment,
region, CSM attention

Monthly dashboard: engagement,
behavior, impact. Quarterly: retire
weak content

Say it plainly — correlation is real
evidence, causation needs controls



Governance, Scale, and Data Protection

Named Owners
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Content LMS admin Change Customer-facing

L L approval program lead

Name owners: content, LMS
admin, change approval,
customer-facing program lead

Education without a named
owner defaults to nobody

Scale what grows: users,
content, localization,
certifications, multi-region
catalogues

Evaluate platform fit on external
user model, SSO, SCIM, API
depth, 3-5 year TCO

Only 19% of programs have
accountable sponsor, budget,
current content, measurable
outcome

Plan GDPR, data residency,
audit trails, DPAs, and learner-
record export on demand

Regions | Brands | Portals | Catalogues



A 90-Day Practical Workflow: . oo v coon —
From Charter to First Review

0.0.0 .

Days 1-30 Days 31-45 Days 46-75 Days 76-90 Day 91+
Confirm outcomes, Configure SSO, QA in the real LMS, Public launch, Formal adoption
audit content, groups, branding, automate enrollment, build reporting review, retire weak
choose first and 3-6 core pilot 20-30 learners dashboard, compare content, expand to
learning path modules ticket volume next segment

@ ‘ Plan a 15-20% buffer for integration work; average build runs ~2.76 months




Common Bottlenecks and How to Avoid Them

Integration and data mapping
eats the budget: start SSO
and identity first, then CRM
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Course completion not
registering is usually a
publishing bug, not a
reporting delay

Validate bulk provisioning

at realistic scale — auth issues
surface during large batch
creation

Certification before solid
onboarding spends effort in
the wrong order — follow
the maturity sequence

Content debt blocks launch:

if ~30%+ of library fails format,
accessibility, or metadata checks,
plan reformatting

Launch without a post-launch
cadence causes login-peak-
then-decline; assign a permanent

LMS champion
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