[bookmark: _dyfonv545nre]Worksheet: Educate Your Users with Conversational Bumpers
[bookmark: _7pz0dhzgq5l3]Step 1: Segment Your Emails By Customer Jobs

Select one Customer Job that your product solves. In the future, you can create different onboarding email flows based on other types of customer jobs.
[bookmark: _vdosouyvo33s]Step 2: Create a Behavior-Based Email Flow
Using a tool like Trello, Notion, or Excel, map out your behavior-based onboarding email flow. If your user doesn’t complete a step, try to understand if it’s because of a lack of motivation or ability. Talk to your support team to figure out what are the common questions or requests you get from new users.
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[bookmark: _vuuzzdrr4lyi]Step 3: Fill In The Details For Each Email
Write in the details for each email. Below are templates you can use:

[bookmark: _w5w12y79l8cg]Welcome Messages
New users expect a welcome email. That’s why it has typically one of the highest open rates at 60 percent or more.

	Subject
	a personal hello 🙂

	Body
	Hey,

I'm one of the co-founders of [Your Company] and I'm excited
you've decided to sign up.

The [Your Company’s Name] Team and I have poured our heart and soul into making [key outcome your product solves for] suck less, so I get really fired up when someone new, like you, joins the ranks.

My top priority is to make sure you’re able to {insert value proposition], so if you have any questions about our product, the website, or even my lackluster
mustache, feel free to reply directly to this email.

I hope you able to [accomplish key outcome in product]! Stay in touch 🙂

P.S. Yes, I'm a real human.

- Wes, Co-Founder





[bookmark: _xs2znoxvnapr]Better Life Messages
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?

	Subject
	you’re in -- [ company name ]

	Body
	Hey, thanks again for checking out [ company name ] (we help you [
<5 word summary of what you do ] ).

· Customer benefit 1 (“You don’t have to worry about X anymore”)
· Customer benefit 2 (“You can finally actually achieve Y, and in less time”)
· Customer benefit 3 (“It’s free for the first month” / statement on value received)

But, none of that’s going to happen if you don’t get started 🙂

==> CREATE YOUR FIRST DASHBOARD HERE <== (your action-worded
CTA)

Talk soon,

Wes





[bookmark: _1kl6erqumm3j]Sales Touches
As the name implies, sales touches are when sales reaches out to users. These emails can be automated, but the most important part here is timing.

	Subject
	 [Intriguing phrase about how a paid feature will make their lives easier. E.g…

	Body
	Hi {{user.first_name | capitalize | default: "there"}},

[Pain point referenced in subject line] is no fun. [Describe a few problems the pain point causes. E.g., keeps them at the office late in the evening, forces them to delete important files or scatter them across multiple locations, wastes precious hours each week preparing for meetings and then having to reschedule.]

With [paid feature], you’ll [get huge benefit. E.g., have the freedom to take Friday afternoons off, rest easy knowing their files are all in one place, increase productivity by 18%].

Since [paid feature] is part of our [paid plan name] plan, you’ll just want to upgrade to [paid plan name] and you’ll be good to go!

Sounds great. Take me to my Billing page now, so I can start [getting benefit] [link].

Talk soon,

[Signature]






[bookmark: _tfhn976ywz2u]Usage Reviews
Usage review emails showcase the value of your product. These emails should far outlive your onboarding experience as they remind people why your product is valuable.

	Subject
	Your [Product] weekly activity report

	Body
	Hi {{user.first_name | capitalize | default: "there"}},

[Statement about what they accomplished with your product. E.g…

Here’s how many tasks your team accomplished last week
Here’s the current status of your proposals (drafted, sent, and accepted)
Here’s how many hours of work [Product] saved you last week  ]
[Activity section. Rule of thumb: only show activity that will make your user feel accomplished. A good barometer: is it activity they’d feel proud of, or want to show to their boss? If so, it’s probably good activity to show. E.g…

· Number of new proposals sent
· Number of new proposals accepted
· Increased productivity
· Increased traffic
· Increased engagement with their content or product
· Increased sign-ups or revenue  ]
· Happy [verb your product does]ing!

- Signature








[bookmark: _37ifjs5edwkl]Better Life Emails
Better Life emails focus on communicating the benefits of the product.

The main CTA in these emails will often be to upgrade an account, however, they can also be used to direct people to try specific features out on their own.

Better Life emails are different than case study emails in that it doesn't rely on you to tell a customer's story but can simply focus on communicating the benefits of the product.

For Twist, they use Better Life Emails to encourage people to "take back the workday" and sign up their team.
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[bookmark: _wo6dvw9foksh]Expiry Warning Emails
Expiry warning emails remind the user to upgrade before the free trial ends.

Typically expiry warning emails are used for free trials. Freemium models don't typically use expiry warning emails because you are giving away part of the product away for free forever. With that being said, if you have a hybrid freemium model where you combine both free trial and freemium models, expiry emails can be used to motivate users to upgrade.

For Squarespace, they send out expiry emails to notify users that their trial is going to expire soon. What's great about this email is that they reinstate the value proposition and why it makes sense to upgrade now.
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[bookmark: _poqn9w22qlf]Expiry Warning Emails
Whether it's sending a case study email that includes a video testimonial, customer story, or case-study, you need to showcase your customer's results from using the product.

For Invision, they do this by showcasing some of the incredible designs their customers have created through using the product.
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[bookmark: _7hc1ifp78rdw]Usage Tips
Usage tips are helpful nudges that direct users to take steps in the product that will set them up for success.

One thing to keep in mind when using usage tip emails is that you should be careful what activity you encourage. For instance, if the activity you're encouraging users to take isn't lined up with experiencing meaningful value in the product, you risk losing the user's motivation.

In general, your usage tip emails should do these three things:

1. Direct users to a specific in-app page (e.g. “Manage users” page)
2. Link to specific help center articles or blog posts (e.g. “how to invite a user from outside your company”)
3. Give actionable best practices, or invite abandoned users back
4. If you can do these three things, you'll be in a better position to help your users become successful.

A perfect example of a usage tip is from Wistia's Soapbox product. As soon as I created my first video, they sent a usage tip email to encourage me to share it with someone.

[image: ]
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twist Launch Twist

Take back the workday

According to the Harvard Business Review, knowledge workers spend as
much as 80% of the workday just communicating — in meetings, on calls,
via email and group chat.

Changing the way you collaborate is hard. But imagine what you could
accomplish if you gave your team the tools to focus on doing their best
work instead of constantly responding to emails and group chats.

If you're not sure if Twist is a good fit for your team — or if you need help
convincing your coworkers to get onboard — here's a short article to help
you make the right decision:

He ‘wist can help your team —

Ready to start now? Invite your team

Our best,
The Twist team

“Now that we're using Twist we spend less time digging through
overflowing inboxes and searching through outdated chat
conversations.”

—Ellen Luccock

Director of Glient Relations, The Management Coach

What Twist users have to say... See all quotes —

Stay in touch with your team from anywhere. Download the apps
Blog | Twitter | Help Genter

Unsubscribe from Twist tips




image1.png
@) SQUARESPACE AGCOUNT INFORMATION

Your free trial expires in 24 hours.

Your 14-day trial for http://amy-smith-pod.squarespace. com ends in 24
hours and we hope you've enjoyed the experience. Our plans start at $8 per
‘month and by upgrading now, you'll ensure your website stays live and can
take full advantage of these great features:
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anytime by visiting our Help Center.
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You're in good company

Tons of talented designers use InVision every day. Here's your chance to
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DESIGN BETTER EXPERIENCES FOR WEB & MOBILE

A Prototyping, Collaboration & Workflow Platform

‘GET STARTED « FREE FOREVER!

Invision App 41 Madison Ave Foor 25 NewYork, NY 10010 USA
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