
In today’s digital landscape, where account security is paramount, businesses face a critical balancing act: how do
you implement robust protection mechanisms like two-factor authentication (2FA) without alienating users with
excessive login friction? This is especially vital for SaaS platforms, marketplaces, and even online casinos, where
both trust and ease of use define growth trajectories.

At GrowthScribe, we’ve observed through numerous client projects that retention — not just acquisition —
constitutes the core growth lever. Harvard Business Review (hbr.org) echoes this, underscoring that a seamless
onboarding experience and a frictionless path to value unlock long-term customer loyalty.

Why Growth Starts After Acquisition
Many companies obsess over acquisition metrics, pushing heavy marketing budgets to grow sign-ups or trial
downloads. However, the magic happens post-acquisition: how well can new users onboard, engage, and
ultimately become active, paying customers? This “time-to-value” window is critical.

For example, when MRQ, an online casino platform, revamped their authentication system to reduce unnecessary
login friction while increasing security, they noticed a marked increase not only in sign-in frequency but in session
duration and repeat visits. The key was ensuring that security did not become a roadblock.

Simply put, a secure login usability testing process that “feels” annoying or complicated will increase support
tickets and churn. That’s a conversion killer disguised as security.

The Onboarding Slide: Time-to-Value Matters

Onboarding is the user’s initial journey toward unlocking your product’s value proposition. Every extra step —
especially during authentication or verification — introduces potential drop-off points.

Two-factor authentication (2FA) is crucial but must be implemented thoughtfully.

Requiring multiple code entries or external app switches adds “one more click”, a notorious conversion hurdle.

Alternative secure options such as device-based biometrics or push notifications markedly improve the
experience.

GrowthScribe’s HubSpot scheduling widget for discovery calls is a subtle example of reducing friction in a broader
engagement flow — it lets prospects pick times without back-and-forth emails. Similarly, authentication workflows
should minimize back-and-forth steps.

Balancing Security and Usability: Practical Authentication Options
Authentication Option Security Strength User Experience Impact Best Practices & Examples Password + SMS-
based 2FA Moderate Medium friction; requires phone access MRQ uses this but limits prompt frequency and
fallback options. Password + Authenticator App (e.g., Google Authenticator) High Medium to high friction;
requires app download Great for sensitive SaaS platforms but best offered as optional. Biometrics (Fingerprint,
FaceID) High Low friction; seamless on smartphones Preferred for mobile apps, supported by GrowthScribe and
other UX-first tools. Push Notification Approval High Minimal friction; one tap approval Modern SaaS incorporate
this to remove code entry steps. Magic Links (Email links) Medium Low friction; user clicks a secure link Good for
cases where passwords are undesirable, but email security matters.

One More Click? Always Ask “What Does the User Do Next?”

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


This principle helps avoid the pitfall of “one more click” moments that kill conversions. Each additional step in login
or verification flows should be questioned:

Is this step absolutely essential for security?

Can authentication be streamlined, e.g., by remembering trusted devices?

Could we use context — like IP address or location — to reduce friction for recognized behavior?

GrowthScribe’s longstanding approach of using short checklists aligns perfectly here. For example, their widget
reduces discovery call scheduling to a single actionable page, minimizing clicks and confusion. Similarly,
authentication flows benefit from clear, simple choices.

Retention as the Core Growth Lever
Once users are securely logged in, the focus shifts to keeping them engaged and coming back. A complicated
authentication process initially will haunt retention metrics for months.

1. Consistent, painless access: Users are less likely to abandon if they know they can log in quickly.

2. Proactive support: Including channels like WhatsApp contact link offers real-time help without friction.

3. Adaptive security measures: Leverage machine learning to flag suspicious activity silently, not by forcing the
user to jump through hoops.

Harvard Business Review highlights that SaaS companies who prioritize user experience even in security decisions
differentiate themselves in crowded markets. By integrating streamlined, secure authentication experiences,
companies build trust that translates to long-term advocacy.

Customer Experience as a Competitive Advantage
Account security is now a core part of the customer experience. When MRQ implemented more intuitive 2FA
options alongside robust fraud detection, their customer satisfaction scores climbed. Similarly, SaaS platforms
leveraging GrowthScribe’s tools report higher engagement due to integrated, user-friendly workflows.

Consider these top tips:



Educate users transparent: Explain why security steps matter without overwhelming them with jargon.

Offer multiple authentication options: Enable users to choose the method they find easiest and safest.

Design flows mobile-first: Biometrics and push notifications thrive on mobile devices.

Test and measure adoption: Don’t simply ship a feature; track drop-off rates and support ticket themes.

Conclusion
Security and user experience don’t have to be opposing forces. By prioritizing smart, flexible two-factor
authentication options that minimize login friction, businesses unlock faster onboarding, enhance retention, and
build trust. GrowthScribe, MRQ’s online casino, and insights gathered from Harvard Business Review all confirm
that growth truly accelerates once users have a safe, seamless path to value.

Innovate your authentication flows with the user journey front and center, and watch “one more click” transitions
turn into “one less excuse” for abandonment.

For support or discovery calls, explore GrowthScribe’s HubSpot scheduling widget — streamlining engagement
just like secure login should streamline access. Need help? Reach out quickly via WhatsApp.


