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Level of
Commitment

Time

The Tipping Point

Checks out your website

Downloads an eBook

Signs up for your free trial

Experiences the first “Aha!”

Let’s work backwards
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START FOR FREE





This isn’t what your business makes

This is



Kathy Sierra

Don’t build better cameras – build 
better photographers





transform their 
existing life-situation into a 
preferred one



Customer Job



SITUATION MOTIVATION
DESIRED OUTCOME









 
Theodore Levitt 





confidence





we sell hope

Charles Revson, Founder of Revlon



happiness

Walt Disney, Creator of Mickey Mouse









knowledgeable

professional

hero



Now available in the 
learning portal
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Habit Of The Present

● Ease of continuing the status 
quo versus changing 

● “If it isn’t broken, don’t fix it”

Anxiety With Change

● Risk of investing time and 
money into the unknown

● Uncertainty around 
something new

Push Of The Situation

● Frustration with current 
solution or service

● Could be functional, social or 
emotional reasons

Pull Of The New Solution

● Attractiveness of the new 
solution or service

● Could be macro-trends or just 
FOMO



HBR article “Eager Sellers & Stony Buyers” by John T. Gourville

The Endowment Effect

Status Quo Bias

Gain and Losses Theory



Overcome Habits

● Use social proof to help shift 
the user’s worldview

● Make the onboarding as 
frictionless as possible

Calm Anxiety

● Set clear expectation with 
your copy and creatives

● Skip or delay high-stress, 
public tasks later in the 
onboarding flow

Amplify The Pain

● Describe the user’s frustration 
and pain with the current 
solution

Strengthen The Pull

● Explain each step in the 
onboarding in terms of the user’s 
desired outcome

● Tailor the onboarding experience 
for each Customer Job











Steve Blank 







The User Success Canvas



Steve Blank 
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best-fit customers 

April Dunford, Author of Obviously Awesome

















Reach out 
to active 
customers
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Reach out 
to active 
customers

Conduct 
interviews to 
understand 
existing 
struggles











Example



Example



Example

emotions 



Example



Example







Get access 
to the 

spreadsheet



Reach out 
to active 
customers

Conduct 
interviews to 
understand 
existing 
struggles









Perceived value
 =

 Experienced Value













Perceived value Experienced 
Value

Time-to-
value



Perceived value
 =

 Experienced Value

 



Element 1: 

Element 2: 

Element 3: 


