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Set Up
Planning & tracking the Onboarding Exploration design spring for Q4 
2016.



Project Overview

● Applying the UX process to onboarding 
○ Definition of onboarding to come in 

later slides
● Team

○ Core: Ashley Karr (UX lead), Scott 
Bean (PM)

○ Peripheral: Kit Unger (UX 
Director), Joosung Nam (marketing 
onboarding, engagement), Nick 
Hupka (viral), Steve Brown 
(marketing)

○ Broad: Marketing, Sales, 
Automation, Demand Generation, 
Success, Business Intelligence

● Project kick off: Monday, October 10th, 
2016



Project 
Dashboard

● Using a Smartsheet Sight to keep 
others updated on project status, 
as well as offer quick links to the 
latest & most important 
documentation





UXRoadmap

● Similar to a Product Roadmap, this 
sheet shows stories & themes for 
the larger onboarding project & 
gives us a place to prioritize these 
& move them into our sprints





Sprint Plan

● This sheet gets into the nitty gritty 
of the UX Process - it helps us 
keep track of where we are in our 
sprint...what we’ve done thus far & 
what is coming next...





Documentation

● We use Drive to store all our 
project documentation, & our folder 
& file structure, as well as our 
naming conventions, reflect our 
process





Research & Understanding
Explore & understand the design challenge. Uncover insights about 
the domain, organization, & user. Discover the conceptual 
underpinnings for multiple possible solutions.



Literature Review

● UX Strategy by Jaime Levy
○ Method

● Mapping Experiences by James Kalbach
○ Pre Design

● The Elements of User Onboarding by 
Samuel Hulick

○ Design
● Value Proposition Design by Alexander 

Osterwalder, Gregory Bernarda, Trish 
Papadakos, Yves Pigneur, Alan Smith 

○ To understand more deeply a major 
objective of onboarding

● Hooked by Nir Eyal and Contagious by 
Jonah Berger

○ Stickiness
● Mental Models by Indi Young

○ Understand how to gather design-to 
user requirements



Organizational 
Research

● Data download from Project 
Management, Business 
Intelligence, Marketing, Sales, & 
Customer Success regarding 
existing user behavior during 
onboarding over past few years



Stakeholder 
Interviews

● Conducted by Ashley Karr
● Dates 20161016 - 20161025
● Participants 9 (1 Success Team, 3 

Demand Gen, 1 Business 
Intelligence, 1 Engineering (Dev), 2 
Marketing, 1 Executive)

● Qualitative Data collection 45 
minute interview guided by script

● Qualitative Data analysis content 
coding leading to emergent themes

○ Break up interview data into 
discrete data points

○ Group data points into 
categories

○ Infer broader themes from these 
categories



Content Coding



Emergent 
Themes



Definitions

● Onboarding: The entire experience a user 
goes through from finding out about 
Smartsheet, to signing up for a free trial, 
landing in the app, learning about what 
Smartsheet can do for them and how to use it, 
and eventually deciding to purchase or not.

● Onboarded: When a user’s curiosity has been 
satisfied or their expectations are met about 
what they perceive Smartsheet can do for 
them. The user understands (correctly) 
Smartsheet’s potential (the “what”) and how 
they can benefit from using Smartsheet (the 
“why”). They don’t necessarily know how (the 
“how”) to actualize that potential, but they are 
willing to put some time in to learn the how. 
Exploration vs. execution.

● Converted: a user in a free trial becomes a 
paying customer, or a free collaborator 
becomes a paying customer or part of a paid 
plan.



Design Directives

● User Mental, Emotional, Behavioral 
Model: Create an onboarding structure 
and flow that matches what our users 
need in order to be onboarded and 
converted.

● Smartsheet Success Model: Clearly 
show and articulate what we have 
learned at Smartsheet in regards to 
successfully onboarding and converting 
users.

● Customization & Optimization: Create 
the content in this structure and flow to 
be modular so that it can be customized 
per user type, easily tested, and easily 
updated.



Onboarding User 
Categories

● Primary: new users entering app 
for first time
○ 100k free trial users / month**
○ ~15k licenses (on existing 

accounts) users / month 
○ ~75k free collaborators / 

month
● Secondary: existing users inviting 

these new users
○ System administrators
○ Team members, managers

● Focus: enterprise (company >200 
people)

**Start here...biggest impact



Targets

● All Users
○ Have a good first impression in 

~100 ms
○ Understand the potential and 

purpose of Smartsheet in first 3 
minutes

● Free Trialers
○ Convert to paid within the first 30 

minutes (hypothesis to test!)
○ Return after 24 hours
○ Invite minimum 3 people during 

first 30 days
○ Interact with the app at least 6 

times during the first 30 days
● Targets for other user types (free colabs, 

new licensed users) to come



Sinek’s 5 Why’s

Why 1: Smartsheet is a great tool to help individuals and 
teams in large organizations plan, track, and report on their 
work.

Why 2: If potential users were able to understand Why #1 
during their onboarding process, they would be more likely 
to convert and use Smartsheet.

Why 3: When our users use Smartsheet, they are able to 
save a lot of time and work more efficiently and effectively.

Why 4: When people work more effectively and efficiently, 
their work culture and the quality of the work they produce 
improves. Work as a place and work as a product get 
better. 

Why 5: When work as a place and product gets better, life 
in general gets better. We are nicer to our families, friends, 
ourselves - because we are less overwhelmed. We are 
happy. We are satisfied. We feel good about what we have 
accomplished. (Bam. There’s our turtle. If you want to know 
what this means, ask me. I will tell you the turtle story and 
how it relates to goal-oriented design.)



Experience Architecture
Create a strategy & plan of attack for the design based on the data 
collected in the Research & Understanding phase. The first “tangible” 
design elements emerge. This phase is chalk-full of rapid iteration & 
exploring multiple possible design solutions.



Steps Taken

● Heuristic evaluation of current 
onboarding experience

● Competitive / Comparative analysis
● Proto persona development
● User journey map
● Design studio for rapid prototyping
● Journey map open house to edit, 

improve, validate



Link to Heuristic Eval + C&C Analysis

https://smartsheet.invisionapp.com/boards/W333K9SM8CZ2U/
https://smartsheet.invisionapp.com/boards/W333K9SM8CZ2U/






















































Design Studio

We ran a design studio with 20+ stakeholders 
& team members to generate multiple possible 
design solutions via team-based rapid 
prototyping. A Design Studio is a method to:

● Focus design around specific problems
● Rapidly generate many design solutions
● Involve stakeholders in the design 

process
● Build teams, strengthen relationships
● Allow for cross-team, 

cross-departmental collaboration
● A participatory design technique that 

helps create alignment









Journey Map 
Open House

We booked a conference room for four 
hours, posted the journey map on the 
wall, & had stakeholders come at will to 
comment, give feedback, & make 
improvements to the journey map.



Prototyping & Usability 
Testing
Build a prototype, which is a representation of a design created for 
the purpose of testing and drawing from those tests real-world 
specifications. Then, run a usability test, which is an evaluation 
method where representative users interact with a design (or a 
representation of that design) for the purpose of learning how usable 
that design actually is.



Please Note
We are not proposing that any particular 
feature in the prototype is correct or should be 
built. We are testing a number of concepts 
with this prototype to discern how certain 
features might improve or take away from the 
onboarding experience. Also, the prototype 
visual fidelity is mid and the interaction fidelity 
is low.



Study Goal

Since the onboarding project kick-off on 
October 10th, the team has explored many 
possible features and flows that could 
potentially improve onboarding for new users. 
The goal of this usability test conducted 
20161228-29 is to present users with a 
number of these features and 
flows to determine which will be 
most beneficial to our users 
during their onboarding 
experience. The results of this test will 
help our team hone in on which onboarding 
features and flows will be most impactful and 
which we can eliminate. Ideally, our 
onboarding experience will be as simple and 
effective as possible.



Problem 
Questions

How do we improve the Smartsheet 
onboarding experience for new users so 
that:

● Within the first 3 minutes, users are 
onboarded. They understand 
Smartsheet’s potential, that 
potential matches their needs, and 
they are willing to put more time in 
the learn how Smartsheet works.



Problem 
Questions

How do we improve the Smartsheet 
onboarding experience for new users so that:

● Within the first 27 minutes, users have 
learned the key features that predict a 
quality future user.

● Within the first 24 hours, convince users 
to return to their trial for a second time.

● Within the first 14 days, convince users 
to invite other users to their trial and 
share their work.

● Within the 30 day trial, convince users to 
buy Smartsheet. 



Participants

● 7 participants, 2 are existing Smartsheet 
users and 5 new to Smartsheet.

○ The 2 existing users were recruited 
via Kara Lumley, Smartsheet PM.

○ The 5 new users were recruited via 
Ashley Karr’s professional network.

● Participants must:

○ Work as or closely with project / 
product managers.

○ Be familiar with Excel and use it for 
work.

○ Have access to a phone and 
computer that can run 
GoToMeeting.com.



Scenario

The scenario is that you are you at work. 
You have been asked to find a 
cloud-based work management 
application to help your team plan, track, 
and report on your work. You have 
heard about Smartsheet before, so you 
go to Smartsheet.com. You want to 
know if Smartsheet is an application that 
will meet your team’s needs. Is it worth 
trying out, learning, buying, and using?



Tasks
● Sign up for trial 
● Welcome walk-through
● Home

○ Left panel
○ Sample project to learn about 

workspaces, folders, sheets, sights
○ Custom sample project



Tasks

● Getting Started 101
○ Email authentication
○ Password 
○ Guided tour
○ Create a sheet
○ Row hierarchy within the sheet
○ Change column name & column 

type
○ Finish profile
○ Share a sheet & invite friends



Exit Interview 
Questions

● Would you be interested in having a Progress 
bar somewhere in the Getting Started section? 
Why or why not?

● Would it be helpful to have the time 
commitment listed for every step in Getting 
Started? Why or why not?

● Would you be interested in signing up for online 
training (free or paid)? If so, where and when 
do you want to see this during onboarding?

● Based on what you have seen here, would you 
be willing to return to your free trial within 24 
hours? Why or why not?

● If you knew you could get an extra day in your 
trial for completing a tile in Getting Started, 
would you be more likely to complete the tiles? 
Why or why not?



Exit Interview 
Questions

● Based on what you have seen here, would you 
be willing to continue learning to use 
Smartsheet? Why or why not?

● Based on what you have seen here, would you 
be willing to buy a Smartsheet license? Why or 
why not?

● If you could create the best possible 
onboarding experience for the Smartsheet 
application, what would it look like?

● Anything else you would like to add - 
comments, questions, suggestions?

● What would you want to see in 101, 201, and 
301?



FYI…
Persuasive 

Patterns

● By Anders Toxboe
● See website
● Card deck
● 54 insights from psychology
● Use as brainstorming tool
● Our onboarding exploration is 

hitting 12 of these 54...

http://shop.ui-patterns.com/product/persuasive-pattern-card-deck/?utm_source=ui_patterns_com&utm_medium=graphical_banner&utm_campaign=frontpage_callout
http://shop.ui-patterns.com/product/persuasive-pattern-card-deck/?utm_source=ui_patterns_com&utm_medium=graphical_banner&utm_campaign=frontpage_callout


FYI…
Persuasive 

Patterns

1. Need for closure
2. Set completion
3. Tunneling
4. Reduction
5. Sequencing
6. Feedback loops
7. Trigger
8. Simulation
9. Tailoring

10. Rewards
11. Completion
12. Achievements 



Layout & Logic

● Heavily inspired by Slack, Drive & 
Invision for the left & right panels. 

● Left panel = Control (of main 
content area)

● Right panel = Inform (auxiliary & 
contextual information)

● Top navigation = to test effect of 
navigation parity w/ marketing site 
& to have controls proximal to right 
panel 



http://www.youtube.com/watch?v=fTymiTec5CM


Link to Prototype

https://smartsheet.invisionapp.com/share/239Q3NOD8
https://smartsheet.invisionapp.com/share/239Q3NOD8


Link to Recordings

https://drive.google.com/drive/folders/0B750-7WqYrcVNTROR3d5Z0V3NGM?usp=sharing
https://drive.google.com/drive/folders/0B750-7WqYrcVNTROR3d5Z0V3NGM?usp=sharing


Overarching 
Emergent 
Themes

1. Onboarding is all about user 
control and freedom.

2. Onboarding is a combination of 
decision making (should I adopt 
and pay for this product?) and 
learning (how does this product 
work?).

3. All users want to see examples, 
make their own examples, and get 
help. However, the order in which 
users want to do these things is 
unpredictable.

4. Users need to get the big picture, 
not just the granular...and they 
need to be able to toggle back and 
forth between broad and granular..



Answering the 
Problem 

Questions

How do we improve the Smartsheet 
onboarding experience for new users so that 
within the first 3 minutes users are 
onboarded?

● Let them see the app (no forced modals, 
walk-throughs).

● Support show me’s and let me’s at all 
times.

● Let users get help when they want it.

● Give them positive system feedback that 
they are learning what they need to learn 
& doing what they need to do to discern 
if & how it will meet their needs.



Answering the 
Problem 

Questions

How do we improve the Smartsheet 
onboarding experience for new users so that 
within the first 27 minutes users have learned 
the key features that predict a quality future 
user?

● The Getting Started tutorial series, 
which is designed to support show me’s 
and let me’s, as well as reward users & 
give them positive feedback for 
completion.

● Within Getting Started, show an 
example project ecosystem, & let users 
create their own.



Answering the 
Problem 

Questions

How do we improve the Smartsheet 
onboarding experience for new users so that 
within the first 24 hours users to return to their 
trial for a second time?

● The return visit is all about the first visit. 
In a first visit that predicates a second, 
users have to have decided that 
Smartsheet will, in fact, meet their needs 
(i.e. see an example project ecosystem), 
as well as get them started on creating 
their first project.



Answering the 
Problem 

Questions

How do we improve the Smartsheet 
onboarding experience for new users so that 
within the first 14 days users invite other users 
to their trial and share their work?

● Users will share their work when they 
have something worth sharing & that 
they want to share. For example, 
creating a sheet that is relevant to what 
they and their team are working on at 
the time of the trial is something that 
could motivate a free trialer to share.

● Free trialers invite others to the account 
if they need others to help them make a 
purchasing decision.



Answering the 
Problem 

Questions

How do we improve the Smartsheet 
onboarding experience for new users so that 
within the 30 day trial, convince users to buy 
Smartsheet?

● This may seem overly simplistic, but it is 
what it is. Users will buy Smartsheet if it 
meets their needs for a work 
management application more so than 
competitors & at a price point they can 
afford & that seems fair for what they are 
getting.



Sign Up for Trial

● Users are very interested in the product page. 
They are hoping it is a product tour.

● Users want to know more about the free trial - 
what it entails, how many days.

● Users want the landing page to be a 
product-tour lite.

● There seems to be a 50/50 split with email 
addresses - half use their work email for ease 
of converting to paid from trial & to keep work 
separate from personal. Half use a non-work 
email to sign up for trials so their work email 
does not get spammed / they don’t get a flood 
of sales calls bc their email address says 
something like @ge.com.

● Most users have no problem signing up for a 
trial to find out if the product will work for them. 
Once they sign up, the trial is about using & 
learning the product to discern if it will fill their 
needs. They don’t want anything resembling 
sales pitches within the trial itself. They will 
make their own decisions based upon the 
product itself. 



Welcome 
Walk-Through

● Most users will simply close this.
● Users will close because they are 

forced into the walk-through and 
they don’t want to see a 
walk-through...they want to see the 
app and make their own decision 
about how they are going to start 
interacting with it.

● People who went through the 
walk-through didn’t find the 
information helpful or useful - it was 
too high-level. Again, at this point, 
they want to see and use the app.



Welcome 
Walk-Through

● Also, it became clear at this point that 
Getting Started should not be a state 
to be turned on and off and that takes 
over the main content area of the 
home screen - nor should it be 
collapsible into the right panel only.

● Getting Started will be a place on the 
left panel. The content will show up in 
the main content area, and contextual 
help information will show up in the 
right panel.

● Exactly where in the left panel 
Getting Started will live, and exactly 
how the right panel’s contextual 
information can be hidden and 
recalled will be explored in a future 
prototype.



Home

● Users liked the home screen. Many said 
it reminded them of their email inbox & 
this familiarity is a good thing. It helps 
them learn quickly. They feel confident, 
calm. 

● Navigation parity with the marketing site 
did not negatively affect the user 
experience for trust reasons; however, 
the controls for the right panel need to 
be proximal to the right panel.

● Existing users missed the tabs. They 
need a way to quickly navigate to what 
they want from Home or from a sheet.

● Users liked the new button more so than 
the plus tab - and really liked the new 
button in the sheet.



Left Panel

● The left panel shows a treed 
navigation and controls what users 
see in the main content area - OR - 
takes them into a sheet, sight, or 
report. In these cases, the left 
panel changes to the toolbar, which 
is still about controlling (changing, 
editing the main content area). 

● A few users said they did not like 
the look & feel of the left panel. 
One was able to articulate why: he 
did not like the shade of grey for 
the left panel background. He liked 
the white background in the right 
panel.



Left Panel

● The sample project is a winner! The 
concept people really like. The hierarchy 
was very meaningful - it helped them 
understand an entire project eco system.

● There is still some confusion on a few 
things in the way the left panel’s treed 
navigation works. Where do new files 
go? Where do orphan files go? Where 
do files shared with me go? Where do 
files that I have created and have not yet 
shared with anyone go? Many of these 
cases are handled with the nodes under 
More, but users do think through these 
things when they are first learning the 
app and are not completely confident in 
the answers to these questions.



Workspaces, 
Folders, Sheets, 
Sights, & Reports

● People understand what each of these 
containers are when they click into the 
samples and read the little blurb on the 
main content area. Everyone read these 
few sentences.

● Workspaces = projects. It has to do with 
the work you are doing & the people who 
need permissions to view / edit the work.

● Folders = folders. They help organize 
work inside of workspaces.

● Sheets = like spreadsheets.
● Sights = like a dashboard where I can 

show other people quick, high-level info 
about a product.

● Reports = a report. 
● Note workspaces, sheets, and sights all 

require a modifying word.



Workspaces, 
Folders, Sheets, 
Sights, & Reports

● People really wanted to be able to see 
these samples fully fleshed out. Helping 
users visualize a complete project eco 
system, even if it isn’t 100% relevant to 
how they work, quickly & powerfully 
teaches users how Smartsheet works & 
its potential.

● We likened it to a cooking show. We 
show users the “full, prepared, plated 
meal” before we have them start 
following the recipe.

● A let me might play with their own 
project first & then look at an example. A 
show me might work in the opposite 
direction. However, they both want to 
see an example & be able to create their 
own.



Customizing a 
Sample Project

● Users really like the idea of custom 
sample projects, but they do not want to 
be put into a tunnel and forced to give 
the app information about themselves to 
get that customization.

● Users want to browse sample projects 
options in something like a template 
gallery. Showing that they can browse 
more samples in the main content area 
could be a good treatment for this.

● Also, there is argument for having the 
template gallery be a node in the left 
panel treed nav. Even if users don’t USE 
templates, they do go there for 
inspiration & learn a lot about our app in 
the process.



Getting Started 
Tutorials

● The Getting Started tutorials are heavily 
inspired by Gmail & Teachable 
onboarding.

● Users really, really like positive system 
feedback indicating progress & set 
completion. 

● Users love the tiles. They love the green 
indicator showing what the next step is. 
They love the check mark when they’ve 
completed something. They love that 
there is an order and that they can go 
out of order.



Getting Started 
Tutorials

● They actually want MORE system 
feedback, including a progress bar.

● The interactivity & system feedback 
need to be refined & made clearer & 
more logical, but the concept is sound. 

● Users like how short & easy each step 
is, but when they get to the part where 
they can create / explore a sheet, they 
want to be in the tutorials for a longer 
period of time. They don’t want to be 
FORCED into a long tutorial section, but 
they do want the freedom to stay and 
play if they so choose.



Trial Set Up

● All users but one prefer landing directly 
in app after signing up for the free trial 
rather than authenticating their email.

● The one user who did want to 
authenticate email has managed large 
teams in the past, & often her reports 
use her email to sign up for trials they 
want her to use. She doesn’t like this - 
obviously :)

● If users have to go through 
authentication, make it as quick & 
painless as possible. Also, state quickly 
how this benefits THEM & thank them 
for the inconvenience.

● Users like how quick it is to enter a 
password & want the password rules 
listed upfront.

● Users don’t want this as part of the 
tutorials - they want “trial set up” info 
later or in context.



Guided Tour

● Users were more included to go 
through this tour than the welcome 
tour because they made the choice 
/ opted in.

● About half the users wouldn’t do a 
tour.

● The other half said they would if it 
was exactly what they needed at 
exactly the right time - otherwise, 
they would ignore it...or click 
through and not pay attention just 
to get the check on the tile!



Creating & 
Editing a Sheet

● People really want to create & edit a 
sheet. They like this subject matter.

● The placement of the new button in the 
context of the tutorial is confusing bc 
their attention is in the main content area 
or right panel. It is important that they 
learn where to create a new sheet, so 
the indicator for the new button must be 
stronger. 

● Once in the sheet, people easily 
followed the directions. They wanted to 
be able to play with everything. They 
also wanted the instructions to tell them 
the benefit / purpose of features like row 
hierarchy. Where does this sheet exist / 
live / how do I get back to it when I want 
to leave?

● Want to play with more
● Want to go right to the next lesson within 

the sheet



Creating & 
Editing a Sheet

● Users wanted to know where the sheet 
exists / lives / how to get back to it when 
they want to leave? As soon as they 
start entering data into a sheet, they 
want to know if they can save it & dictate 
where it is saved. (Note: this is 
something we don’t do well right 
now...we don’t let users easily & clearly 
save things in a location of their choice.) 

● Users will follow the directions in the 
tutorial, but they also want to explore & 
play with the toolbar, rows, columns, 
cells.

● They like the contextual info in the right 
panel - even if they don’t use it, they like 
that it is there & see that it could be 
helpful at some point in the future.

● Users want to go right to the next lesson 
within the sheet.



Playing with 
Columns

● Following the directions was easy. 
● Columns types seemed interesting. 

Users wanted more contextual info 
about the different column types.

● Again, users want the next lesson to 
show up within the sheet. They also 
want positive feedback in the right panel 
when they have completed the lesson. 
When they return to the Getting Started 
hub, they also want to see the positive 
feedback. 

● It wasn’t very clear how to return Home 
or back to Getting Started from within 
the lesson. Where people went is top left 
or bottom right, which was correct, but 
they weren’t completely confident 
initially.



Finishing Your 
Profile

● Users hit the breaks when they got 
to this point. Most of them would 
not fill it out. They don’t want to 
share information about themselves 
until they have bought a license.

● However, it is important to note that 
the desire to complete sets & get 
positive feedback is so strong that 
some users will just keep going!

● Subject matter-wise, it does not fit 
in with learning about Smartsheet.

● Note: users would be willing to fill it 
out if they were rewarded, and a 
reward of more time in the trial 
would motivate them to fill this out.



Sharing a Sheet 
& Inviting Friends

● Same as finish your profile - users 
hit the breaks.

● Users will share work when they 
have work to share that is relevant 
to the person to whom they are 
sharing.

● Users will invite coworkers to the 
trial if those coworkers need to help 
make a buying decision.

● There is possible deleterious social 
/ professional effects for these 
actions, so users are very reluctant 
to do them until there is a high 
likelihood that they will positively 
benefit socially / professionally.



Exit Interview 
Questions

● Would you be interested in having a Progress bar 
somewhere in the Getting Started section? Why or 
why not?

○ YES! Users love positive feedback about set 
completion.

● Would it be helpful to have the time commitment 
listed for every step in Getting Started? Why or why 
not?

○ ~70/30 toward yes, but for steps that have a 
time limit. For exploratory / creation steps, 
tell users that they can take as much or little 
time as they want.



Exit Interview 
Questions

● Would you be interested in signing up for online 
training (free or paid)? If so, where and when do 
you want to see this during onboarding?

○ Even if they answer no to doing the training 
themselves, they say that yes, they want to 
know this is an option. Where and when...no 
suggestions. We’re on our own, guys :(

● Based on what you have seen here, would you be 
willing to return to your free trial within 24 hours? 
Why or why not?

○ It all depends on the product & the first visit. 
The product has to fit user needs. Then, the 
first visit has to allow users to learn enough 
about the product & use enough of the 
product to decide if, in fact, it does fit their 
needs. If yes, then they will come back. If 
no, they won’t.



Exit Interview 
Questions

● If you knew you could get an extra day in your trial 
for completing a tile in Getting Started, would you 
be more likely to complete the tiles? Why or why 
not?

○ Absolutely. Not only is a valuable reward, 
but one of the biggest pain points with free 
trialers is not having enough time in their 
trial to learn / do what they want / need.



Exit Interview 
Questions

● Based on what you have seen here, would you be 
willing to continue learning to use Smartsheet? Why 
or why not?

○ Yes, if Smartsheet actually met user needs. 
The Getting Started tutorial was also 
interesting and motivating and a good way 
to learn.

● Based on what you have seen here, would you be 
willing to buy a Smartsheet license? Why or why 
not?

● This may seem overly simplistic, but it is what it is. 
Users will buy Smartsheet if it meets their needs for 
a work management application more so than 
competitors & at a price point they can afford & that 
seems fair for what they are getting.



Exit Interview 
Questions

● If you could create the best possible onboarding 
experience for the Smartsheet application, what 
would it look like?

○ It would look like the Getting Started tutorial 
with improved interactions & stronger 
positive system feedback about set 
completion. It would also include a tile that 
prompted users to explore the sample 
project.



Exit Interview 
Questions

● What would you want to see in 101, 201, and 301?

○ Suggestion 1: Workspace > Sheet > 
Reports & Sights

○ Suggestion 2: One sheet > Multiple Sheets 
> Workspace > Collaborate & Share > 
Roll-up & roll-out w/ Sights & Sheets

○ Suggestion 3: See a sample project, make 
your own sample project



Next Steps



Next UX Steps

● Colton & Ashley are running a 
usability test at the end of January 
focusing on onboarding, plus tab, 
template gallery, & pricing 
(upgrades & upsells)



Small Budget, 
Short Timeline

● New Sights tests w/ Demand Gen 
team (Ashley already met w/ Erica)

● Change content on post trial 
sign-up landing page to give a 
better impression of Smartsheet & 
motivate people to authenticate 
email - and come back to trial

● Create sample project - get product 
marketing & trainers to create the 
content & then A/B test versions



What else? ● Scott, your two cents, please!



Once Ashley has 
her UX 

designer...

● Expand UX process to mobile 
onboarding, licensed new users, & 
new colabs

● Ashley will be able to start looking 
at some of these in February, but 
once she has extra help, she can 
go faster! 

○ She is interviewing people now.


