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The Elements of
User Onboarding

by Samuel Hulick
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Questions!




Framework!



(Non-Tech)
“Onboarding”
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The guy with the grill gets
the girl.
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Product Experience







A

What do you make me better at?

B

How well can you get me there?



Five
Pretty Simple Exercises



Contrast
With/Without
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Squirrels eat from Gallant’s hand.




Without Your Product With Your Product




pagerduty
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Constantly worried about stuff
being broken

Scrambling to fix long
timeouts

Pointing fingers at other team
members

Working on a lame product



pagerduty

Without

Constantly worried about stuff
being broken

Scrambling to fix long
timeouts

Pointing fingers at other team
members

Working on a lame product

Applying attention where it
belongs

Showing boss rad resolution
times

Only hearing nice things from
support

Sleeping better at night



Go Straight
to the Source




pagerduty

Without

Constantly worried about stuff
being broken

Scrambling to fix long
timeouts

Pointing fingers at other team
members

Working on a lame product

Applying attention where it
belongs

Showing boss rad resolution
times

Only hearing nice things from
support

Sleeping better at night



pagerduty

At Sighup

At Conversion 1

e C it
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S At Cancellation ion
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e Working on a lame product e Sleeping better at night



pagerduty

At Sighup

What just happened that made you
realize you needed our product?

©  What do you hope to accomplish A

' with it? |

S lion
til

P from

n‘—_w_
Working on a lame product e Sleeping better at night



pagerduty

At Conversion

What were you doing with our product
that made you decide to invest?

E Which feature would make you t
s: saddest to lose if it went away? -

il
P from

n‘—_w_
Working on a lame product e Sleeping better at night



pagerduty

At Cancellation

How could our product have been
more helpful for you?

C it

How could things have been more
o] .
o like what you expected when you
«  signed up?
P from

n‘—_w_
Working on a lame product e Sleeping better at night
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pagerduty

Without

Constantly worried about stuff
being broken

Scrambling to fix long
timeouts

Pointing fingers at other team
members

Working on a lame product

Applying attention where it
belongs

Showing boss rad resolution
times

Only hearing nice things from
support

Sleeping better at night



Name
Your Territory
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helps people get better at...




pagerduty

helps people get better at...




stripe

helps people get better at...




q EVERNOTE

helps people get better at...
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helps people get better at...




@WORDPRESS

helps people get better at...




@WORDPRESS

helps people get better at...




ldentify
External Events




q EVERNOTE

helps people get better at...

... remembering things




q EVERNOTE

helps people get better at...

... remembering things
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q EVERNOTE

helps people get better at...




q EVERNOTE

helps people get better at...
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... Saving a ... finding

something for later the thing they saved
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helps people get better at...
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... finding ‘ ... reviewing ‘
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helps people get better at...

This is ré'levanl.mlmv‘in._ll:réls This is relevant mlmv‘in.tl;;éls This is ré'levanl.lnlmv‘illl_ll;;éls ’ ~
/ \ hd
... finding . reviewing ‘ ' .. validating ‘

a place it existence??




@WORDPRESS

helps people get better at...

/ This i;?MInmvinf;;éls \ / This i;}ﬁmtumvinf;;éls \ / This isr&;l_evanl.ln-mvil;f;;éls \
... landing ‘ implementing‘ ... handing ‘

the project the site it off




Cover
Your Bases




@WORDPRESS

helps people get better at...

... setting clients up with a website™
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This is relevant m.mv‘imeri'!sls

... handing ‘

the project the site it off



@WORDPRESS

helps people get better at...
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. landing ‘ implementlng‘ .. handing ‘

the project the site it off




@WORDPRESS

helps people get better at...

the prolect

ID-ing client needs
researching options
preparing scope
sealing the deal

e

the site it off



@WORDPRESS

helps people get better at...

/ landing ‘

the project

ID-ing client needs
researching options
preparing scope
sealing the deal

.. Implementing
the site

gaining access

setting up admin
coding/installing theme
QA-ing

e ,e*van: nr : . \
/ .. handing ‘

it off
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@WORDPRESS

helps people get better at...

/ . landing

the project

ID-ing client needs
researching options
preparing scope
sealing the deal

e

.. Implementing
the site

gaining access

setting up admin
coding/installing theme
QA-ing

.. handing ‘
it off

delivering access
billing the client
asking for referrals
finding more projects
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slackatwork

Great jobs, with smart teams, using Slack

Job Board Submit a Job Posting

® The latest listings from Slack-loving teams, with every listed position
"‘ one where you get to use Slack at work (and that's a very, very good
thing). Listings are free for Slack customers — to get a position listed here,

submit a job description.

2 Intercom Front-end Developer

¢ Boomerang Python Engineer
# Postmates I0S Engineer
Bl Greenhouse Visual Designer
Le Tote Product Designer

¥ Underdog.io Lead Software Engineer

e QA-ing

=Gl

e

L WL

San Francisco, CA

Mountain View, CA

San Francisco, CA

New York, NY

San Francisco,CA

New York, NY

pr'é'_l—cwm'ngsrmnW

sealing the deal

¢ finding more projects



Thank You!

1. Contrast With/Without

2. Go Straight to the Source
3. Name Your Territory

4. ldentify External Events
5. Cover Your Bases

eUserOnboard




