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CUSTOMER ONBOARDING AND SUPPORT 

WORKFLOW MAPPING FOR A SAAS FIRM USING 

MICROSOFT VISIO 

1. Overview 
Client: 

A U.S.-based B2B SaaS company offering workflow automation tools for small and mid-sized 

businesses 

Objective: 

To develop clear, scalable onboarding and support process diagrams using Microsoft Visio, 

aligning cross-functional teams and accelerating customer activation. 

2. Background 
The client’s customer onboarding process had grown inconsistent across customer success 

managers (CSMs), sales engineers, and support agents. Internal misalignment led to duplicated 

efforts, missed SLAs, and unclear ownership during escalation. Leadership requested a 

comprehensive process mapping initiative using Microsoft Visio to standardize all customer-

facing handoffs—from deal closure to post-implementation support. 

3. Discovery & Planning 
Information Gathering Activities: 

• Conducted workshops with CSMs, onboarding specialists, and technical support leads 

• Reviewed past support tickets, CRM workflow logs, and internal training guides 

• Collected client feedback citing confusion during the onboarding transition from sales to 

support 

Design Objectives: 

• Create modular Visio diagrams for onboarding, handover, and issue resolution 

• Reduce onboarding duration and friction 

• Provide managers with a training and oversight tool to ensure process consistency 
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4. Process Design Approach 
Software Used: 

Microsoft Visio (Windows desktop) 

Diagramming Format: 

• Cross-functional flowcharts (swimlanes) for departmental responsibilities 

• Process connectors for modular reusability across onboarding stages 

• Use of custom stencils and icon sets for CSM, customer, and support personas 

5. Key Workflows Mapped in Visio 
Diagram Set Description 

Onboarding Workflow 

(Primary) 
From contract signature to platform go-live; includes data 

import, config, training 

Support Escalation Flow Escalation steps from self-service to Tier 2 resolution, with SLA 

triggers 

Customer Handoff Map Visual guide of handoff steps between sales, onboarding, and 

long-term success 

Change Request Process Visual flow for customer-requested platform customizations 

All diagrams included process metadata such as RACI annotations, process ID tags, and revision 

history. 

6. Visual Outputs (Created in Visio) 
• Swimlane diagrams color-coded by role (Sales, Onboarding, Support, Customer) 

• Conditional routing shown via decision diamonds and rule indicators 

• Timed task markers showing expected completion windows (e.g., T+3 business days) 

• Embedded hyperlinks in Visio files to SOPs and CRM ticket templates 

Formats delivered: .vsdx, .pdf, and .png for use in internal decks and onboarding portals. 
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7. Results & Implementation 
Metric Before 

Implementation 
After Visio-Based 

Redesign 
Change 

Avg. Onboarding 

Duration 
16.2 business days 10.7 business days ↓ 34% 

Customer Escalation 

Confusion 
High (reported in 1/4 

tickets) 
<5% post-process use ↓ 80% 

Internal Handoff 

Delays 
Common (manual 

triggers) 
Replaced with 

automated task flows 
Streamlined 

Staff Onboarding 

Time 
3–4 weeks 2 weeks Accelerated 

training 

8. Recommendations Provided 
• Embed Visio files in the company’s internal knowledge base (Confluence + SharePoint) 

• Integrate Visio updates into quarterly business reviews and process retrospectives 

• Use diagrams as reference materials during new hire onboarding 

• Adopt a version-controlled diagram repository to manage future updates 

9. Strategic Value Delivered 
• Provided the company with repeatable, visual workflows that can scale with new hires 

and customer volume 

• Enabled better collaboration between sales, technical, and support teams 

• Enhanced customer experience consistency by aligning internal processes to a clear 

onboarding structure 

• Helped reduce support queries related to onboarding confusion or missed steps 
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