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Educate Your
Users with
Conversational
Bumpers




Prerequisite Course: Build Your Straight-Line Onboarding

Conversational Bumper /\ ““‘

Use prompts such as
email and SMS to bring
users back to the product.

Straight-Line
Onboarding
Contains the absolute

minimum number of
required steps for a user

to experience value. \j

a First Strike

Understand your end users’

functional, emotional, and
social jobs.

Product Bumper

Shows the user what to
do within the product
using helpful tooltips

L.



First
touchpoint

Once you've identified both
end user success and the first
strike in your product, you're
ready to reverse engineer what
it takes to get there.

Middle

Tipping Point




Common Product Bumpers.

Progress indicators

N

® ®

Welcome messages

W

=@ Empty states

Success states

N
@ o
\

-

® @

g}o

Product tours and walkthroughs

Checklists

Tooltips

Hotspots



N\
Q8A.

What questions do you have about what
we’ve covered in this program so far?

 e— |

 S—

 S—
 e— |

£



Walkthrough.

canva.com

a How did they use product
bumpers effectively?




Example: Canva’s Straight-Line Onboarding.

Sign up for
Canva

Straight-Line Onboarding

BESIE.
Qutcome



Objectives.

Understand the importance of
conversational bumpers

Building a straight-line
onboarding email strategy

Common types of conversational
bumpers






BJ Fogg Behavior Model.

High motivation

1. Motivation

Low motivation

Target Behavior

PR

4
R
PN

s &

e

3. Triggers

>

Low Ability

(aka Hard to do)

2. Ability

High Ability
(aka Easy to do)

@ ® &

Increase motivation

Increase ability
(easier to do)

Increases likelihood of
doing target behavior



Hook Framework.

The Hook Framework is a four-phase process
that businesses can use to create products or
services used habitually by customers. Nir

Eyal, an entrepreneur, author, and behavioral
economist, developed it.

The Four Steps To Build Habit-Forming Products

4 )

0 Trigger
\_ _J

° Action

/

O

° Investment




Two Kinds Of Triggers.

—(©— —@)—

Internal Triggers External Triggers




b

External
Triggers Have A
Short Life Span.

Think of them as kindling to a fire. You
need them to start but the goal is to not
to need them in the long run. That's
when the internal trigger takes over.

13



Triggers May Help People Come Back To Your App.

Currently 40-60% of users
who sign up for your
application will use itonce
and never come back,
according to Intercom.



https://www.intercom.com/blog/onboarding-guide/

Triggers May Help Users Get To The

High
commitment

Level of
Commitment

Low
commitment

A

e

7

7/

“Tipping Point".

7
e
4

* The Tipping Point
4

'
7
7’
e

7’
& Experiences the first strike
7’

7/

7
4
e
7

Y Signs up for your free trial

7
@& Checks out your website

Time



Recall: Slack’s Tipping Point.

Based on the experience of which companies
stuck with us and which didn't, we decided that
any team that has exchanged 2,000
messages, 93% of those customers are still
using Slack today.

Stewart Butterfield, CEO & Co-founder of Slack




How Conversational Triggers Can Help.

Get new users to the
first strike

Get users to the
tipping point

High
commitment

Level of
Commitment

Low
commitment

A

e
7
'

’ Signs up for your free trial

7’
@ Checks out your website

The Tipping
Point

Time



\ N\

© Building A

Straight-Line

Onboarding Email
Strategy.




Examples of Conversational Triggers.

\:A(
ATR

S

Browser or phone notifications
SMS text messages
In-app messages

Direct mail

®)| (o) () &)

Email




b

But, Email Is
Dead, Right?!?

N\




b

Emails Are Core
Components of Onboarding.

t’s accessible - Most people have at least one email address.

It's expected - People expect at least a welcome email.
It's understood - It’s a channel that’s been around for years.

21



How many of you have received a bunch of
annoying onboarding emails?




3 Steps To Building A Straight-Line
Onboarding Email Strategy.

Create
Segment your behavior-based
emails by your email flow
Customer Jobs

Fill in the details
for each individual

email



Segmented
Onboarding Is
Conversion

Steroids.




How Wave Segments Their New users.

Hey Ramli!

What would you like to do in Wave?

STEP 2 OF 3

Choose a starting point

You can do more later

Send professional invoices >
Manage your accounting >

Run effortless payroll

Not sure yet



Segmented Product Tours.

Product-Led Institute

Invoice ready in 3 minutes

Bl customize Welcome to effortless invoicing!

2 Create

4 Add customers

ProductlLed ProductLed e

Remove logo
B’ Accept Payments

{ Dashboard  (® Help Looks great! >




Segmented Onboarding Emails.

Katie at Wave <no-reply@waveapps.com> Un o] Tue, Feb 11, 11:54 PM

to hi+wave ~

View this email in your browser

¢/ wave

4

Welcome home

You're now part of a community of over 3.5 million
entrepreneurs, freelancers and small business owners
taking their business to the next level with Wave. We'll send
you some tips over these first few weeks to help you get
started.

There's so much you can do in Wave:

Stay on top of your books Track your expenses anywhere,
anytime
Connect your bank account so your
transactions automatically appear in Ditch the shoebox of receipts with
your accounting records. our free app. Snap a photo of your
Bookkeeping tasks are simple to do receipt on the go, and the
in Wave, so you'll be ready to go at information will be right in your

tax time. transactions list next time you log in.

View this email in your browser

y/ wave

We build for small
business owners. Period.

Imagine if someone loved writing so much they became
a journalist, only to learn they would have to repair car
engines at work. Likewise, you didn’t start your business
just to do accounting.

We get it—accounting can feel daunting and confusing.
But it doesn’t need to be that way.

Our promise to you

Over the next couple of weeks, we’ll send you a few
emails to show you exactly how to get the most out of
Wave. We'll limit the jargon and explain bookkeeping in
a way that make sense for your business.

These small, simple steps will gradually build up into
huge results. Your business doesn’t wait, and your
bookkeeping shouldn't either.

The steps you take today matter.

Wed, Feb 12, 12:13 AM




3 Steps To Building A Straight-Line
Onboarding Email Strategy.

Createa
Segment your I behavior-based
emails by your
Customer Jobs

email flow

3

Fill in the details
for each individual

email



Time-Based Onboarding Emails.

Trial
Ended

Day 0 Day 1 DEVE Day 7

What are the limitations of time-based onboarding emails?
‘R
[



The Problems With
Time-Based Emails.

®
®
®

Does NOT consider what the user has already
done in your product

Does NOT personalize the emails to drive
users to the next step in the onboarding

Does NOT adapt to users needs, anxieties, and
challenges



Behavior-based
emails interacts
with users based on
what they have or
have not done in
your product.



Example: Canva’s Straight-Line Onboarding.

Straight-Line Onboarding

BESIE.
Qutcome

Sign up for
Canva

S
9 & Q Z<6’/77
Q

Have they experienced the Or are they stuck somewhere in the
value of the product yet? early stages of the signup process?



Selected a

template?

No

Share
relevant
templates

No

Give
inspiration
design

Yes

Straight-Line Onboarding

Edited
template?

No

Relevant
help
articles

No

Support
outreach

No

Inspiration
from Canva
users

NoO

Relevant
help
articles

Canva’s Behavior-Based Email Flow.

a design?

NoO

Video:
How to
publish

NoO

Support
outreach

Published




gn It In Trello or Notion.

Sign up Select A Template Edit A Template Add Own Photo Published Design First Strike

Welcome Message Relevant Templates for Persona Help Article: How To Edit A Template Inspiration from Canvas Users Video: How To Publish Designs in Success Email: Congrats On
Canva Publishing Your First Design. What's
Inspiration Design Round-Up Support Personal Outreach Help Article: How To Add Your Own Next?
Photo Relevant Examples of Finished
Usage Tip: How To Select A o nothe Designs
Template Support Personal Outreach: Need
help adding photos?




Why Didn’t The User Get To The First Strike?

Lack of motivation?

® Amplify the pain

® Askiftheyneed help
@ Lack of triggers?

® [xperiment with sending
more communication

® Re-iterate the value

Lack of ability?

® Give them resources/templates

High motivation

1. Motivation

Low motivation

Target Behavior

//
s 0
Ve \OQ/
7 QOQ:\,
// Q)&’/bK
PN
’ xO
' %5
7 .QQ
2T :
PR\ 3. Triggers
s '\Q\QO
s >
s GQ'
AR
7’
//
2 >
Low Ability 2. Ability High Ability

(aka Hard to do)

(aka Easy to do)




Worksheet.

Complete Educate Your
Users Worksheet



https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit?usp=sharing
https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit?usp=sharing
https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit
https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit
https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit
https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit

3 Steps To Building A Straight-Line
Onboarding Email Strategy.

email flow

Create
Segment your I behavior-based
emails by your
Customer Jobs

3

Fillin the details
for each

individual email




Common Conversational Bumpers.

L 4

Welcome messages Trial expiration warning or extension
y 5

“Better life” messages Case studies
3 6

@ Usage tips Sales touches



Welcome messages

Welcome to the future of productivity %

1 message

Katie | ClickUp <katie@clickup.com>
To: hi@ramlijohn.com

Hey Ramli!

| see in the logs you just signed up, and | was assigned as your success coach! :)

welcom e It might take a few minutes or a few days, but once you get used to ClickUp, everything will just click.

As your coach, I'm here to make it click as fast as possible!

M essa ges I highly recommend checking out our on-demand demo for starters «2

Thanks!

Katie

New users expect a welcome email. That’s g
why it has typically one of the highest open cic) | KatSHs
rates at 60 percent or more.

Client Success Champion

clickup.com

39



Welcome messages

Welcome
Message Tips.

:{é}: Set the tone for your brand

Reiterate the value of
your product

Give them instruction on how to
get help

Explore Top Services

;;UJ ;@PM““"’

Provide expectations of other
emails coming up

e &) &)




“Better life”

Unlock your access to the best design tools
1

y@ca‘rwa.co;'n
o: ramli@productied.com

Let us upgrade you to a
completely new design

a “Beﬂér Lifen experience

Whether you're a full-time graphic designer, or, your boss asks you to

design a flyer every now and again, Canva Pro features are specifically
' designed to save you (and your team) time and effort for every type of

design task.

And, we can prove it.

Better life messages focus on
communicating the functional,
emotional, or social job of your
product. How will your product make
the user’s life better?

Animator

Static designs are so 2017. With Canva Pro, you can take your
presentation, or Instagram post and turn it into an alluring animated GIF or
MP4 video. Your weekly meetings will never be the same again.




“Better life”

User segment:

User Success Canvas

Internal and External Motivations

HABITS OF THE PAST PUSH OF THE SITUATION
What were habits and beliefs What were their fi
they had to overcome? with the previous

What do they SEE?

What d
hat nee

ANXIETY WITH CHANGE | PULL OF THE NEW SOLUTION
What were the anxieties acte e
Refe re n ce Th e o | |
What do they FEEL?

\at are emotions they eir desired outcome?

Last updated on Octobe 20 ProductLed

42


https://docs.google.com/document/d/1BBpT5jHIgIVxTG9BTG2OS1GCH9bevYOOq2GTkO7iUbw/
https://docs.google.com/document/d/1BBpT5jHIgIVxTG9BTG2OS1GCH9bevYOOq2GTkO7iUbw/

Usage tips

© Usage Tips.

Usage tips are helpful nudges that
direct users to take steps in the
product that will set them up for
SUCCesS.

How to upload a photo to your Canva design

Canva <start@engage.canva.com>
Reply-To: no-reply@canva.com
To: ramli@productled.com

Daily Design Tip

How to upload a photo

It's easy to make your designs more personal by uploading your own photos.
There are simple ways to do it no matter what device you're on.

1. Select the Uploads tab in the side panel of the Canva editor, click ‘Upload an
image or video’, then choose a file from your device.

2. Drag and drop an image from your computer to the editor to add it instantly.
You'll see it automatically added to your Uploads library in case you need it for
another design

3. If you're using the Canva mobile app, you can upload media directly from your

camera roll

43



What usage
tips could you
give for your
product?




Trial expiration

Trial expiration
warning.

Usage tips are helpful nudges that
direct users to take steps in the
product that will set them up for
success.

Your free trial is ending in 3 days

1 message

Shopify <email@email.shopify.com>

Reply-To: Shopify <reply-fe9311747161047a76-6372_HTML-125635044-7209406-30608@email.shopify.com>
To: hi+2@ramlijohn.com

a shopify

There’s so much potential
in ramlijohn.com store

Keep the progress going

Pick a plan and take your time to work on your store to
set it up right. Feeling stuck? Check out our setup guide
which outlines all the steps you need to get started
with Shopify.

Choose a plan




Trial
Extension.

Ask your users if they want a trial
extension. You’d be surprised how
many request it and end up becoming
paying customers.

Trial expiration

Keep your store open with a complimentary extension

Shopify <email@email.shopify.com>
Reply-To: Shopify <reply-fe921178746d047f71-6372_HTML-135508335-7209406-4302@email.shopify.com>
To: hi+10@ramlijohn.com

lshopify Log in

Extend your trial
Hi Ramli,

Your Shopify trial ended a few days ago and your store is
now paused.

We get it, building a business can be challenging! If you would
like more time to work on your store, you can extend your free
trial for an extra 7 days.

46



© Case
Studies.

Share customer success stories to your
users to inspire them to continue
using your product and becoming a
paying customer. Share stories to
overcome objections.

Case studies

You're in good company

Q) shopify

I\ Adobe

TAKE A SNEAK PEEK

SOUNDCLOUD




Sales touches

Uncover hidden marketing opportunities

1 message

Rand Fishkin <rand@sparktoro.com>
Reply-To: Rand Fishkin <rand@sparktoro.com>
To: hi@ramlijohn.com

Hi Ramli,

The hard part is over now that you've customized your SparkToro profile. Were you left with any questions? I'd love to answer them. Here are some other things you can do wtih
a es SparkToro:
ID publications & people that truly reach your customers

« Craft more targeted pitches

« Build smarter personas

« Find more targeted paid ad opportunities

« Spot the social accounts that drive more engagement

Don't miss out: check out suggestions for your first 10, free searches and start driving more targeted growth.

All the best,

Sales touches are when sales or Rand Fsnkn | o

h t to p.s. This is my personal email, so after you've had a look, would love if you'd hit reply and share any feedback
customer success reaches ou
users. These can be automated or
manual emails.

be hi@ramlijohn.com from this list

When is the best time to
send sales touches?

48



3 Steps To Building A Straight-Line
Onboarding Email Strategy.

Create
Segment your I behavior-based
emails by your
Customer Jobs

email flow

3

Fill in the details
for each individual

email



Conversational Bumper

Use prompts such as email
and SMS to bring users back
to the product.

Straight-Line Onboarding

X~ N\

Contains the absolute Product Bumper

minimum number of
required steps for a user to
experience value.

Shows the user what to do
within the product using helpful
tooltips

_
» R
[



This Week’s
Challenge.

Fill out “Educate Your Users”
worksheet in the learning portal
Share this with your onboarding team
and get feedback from them.

Sign up for at least three products this
week. Share conversational bumpers

you like in our Slack group and create
a swipe file.

N\
- R
[


https://docs.google.com/document/d/1sA9Bfyt8X9EF3vDE6Y82DgLGJOmpQStYxKF-_KdseNg/edit




Product Onboarding Certificate Roadmap.

What’s in store for next week
Week 4

Wed, Oct
28th at 12
pm EST

Week 3

Wed, Oct
21stat 12
pm EST

Week 2

Week 1

Wed, Oct
Tth, 2020 at
12 pm EST

Wed, Oct
l4th at 12
pm EST

Optimize Your
Time-To-Value

/’

Measure User
Success

Program

Kickoff

Guide Your
Users

Week 5 Week 6 Final Exam
Wed, Nov Wed, Nov Wed, Nov
4th, 2020 at 11th, 2020 at 18th, 2020 at
12 pm EST 12 pm EST 12 pm EST
/" Product
Educate Your . Onboarding
Users ., ° Certification /
N A
Execute Your _— :
Onboarding
Strategy




Complete
Guide Your %
Users

Worksheet. |



https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit
https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit
https://docs.google.com/document/d/1plQoukcY3MeVrFDKMSuxCngwch1OSkwzLf-BSV7p7R4/edit
https://docs.google.com/document/d/1rVT9h7wPIuJTmFsIRFR_-SxKmlpmYkI2l5rdxyrLWeU/edit

When do you think
it make sense for
sales to reach out?




Three Ways
You Can Help
Your Users .

High

Customer
Acquisition
Costs (CAC)

Low

CAC vs Sales Complexity

No Touch

Low-Touch

High-Touch

>



NG

N /%

Bumpers Need To Add
\ Value, Not Friction .



Seed Questions To Ask
Before Class .

When should sales interact with users?

What does a world-class product
experience feel like?

@ What ways can you guide your users
within the product?



Seed Questions To Ask
Before Class .

@ Do you currently monitor what
percentage of signups experience the
value of your product?

@ Should sales reach out to new
users? If so, when should they
reach out?



What Users Are You Most
Familiar With?

Spoiled
Win all types of
users for your

High motivation Rookie
Users put In hard
work to learn

your software business.
1. Motivation |------------------“l---------ooooomooo
Mission Veteran
Impossible Users find your

Users flee from
your product.

solution simple

. but replaceable.
Low motivation

Hard to do 2, Ability Fasy todo




