- .

EXPERIMENTATION
BY DESIGN




“With a complex piece of Ul, if you don’t
simplify 1t enough, people can’t figure out how
to use 1t. But if you swing too far in the other
direction and over-simplify it, you risk
dismantling the very value that people are
looking to access through the tool.”

— Margaret Gould Stewart
VP of Product Design, Facebook

Source: https:/medium.com/elegant-tools/facebook-s-four-business-design-principles-for-crafting-elegant-tools-581a7055dee8#.eoc4uarcm AIEBD mF SE A]



DISCOVERING
OPPORTUNITY

ASKING BETTER
QUESTIONS

DESIGN
PRINCIPLES +
PRODUCT FOCUS

CLEAR CONCEPT
VALIDATION

Al EBD @CLIFFSEAL




DISCOVERING
OPPORTUNITY



pardot

[NDachhnarAd

Scaled B2B business apps
doent shouldn’t

get completely redesigned
very often.

viarketing Calendar

SUN

MON

1,179
329
0

139,848

alEBD

@CLIFFSEAL



BUT THIS
WASN'T CUTTINGIT
-OR CUSTOMERS.

Available Actions Drip Logic

| Send email

'-‘."» Hag roenect clicked link? ’ Start
> Has prospect clicked link o>tan
+as prospec! opened
armnil? 4 Cand amail ADINECE CAallevvas ”
emall oeNa emall AFILEL Folliow Up X

prospect opened email? X

& ASSIgn 1o group
b .‘-‘C)'.“‘_.' user *

. Y e r - P " . "
bt |“(). 'y' ass (:"A'ﬁ(: Uuser " J :,‘ }4';)., :',r(_).;r L'.("' (!-(\,{‘ s | I-‘,.;'-.‘ x

£

£

© Add to list No s
O Remove from list

> B . | Ve 2o Ernmomno Drom -~
‘ At { 1aas 2.2.1. AC ".(1‘4;) chgage d Frospect X
.\.o( -l.H.‘v

« ¢ ¢




-

N
¥ Remove tags

& 2.2.2. Assign to user Nevin O'Regan X
® Assign to salesforce.com ¢
active assignment rule

[ 2.2.3. Notify user Nevin O'Regan X

® Add to salesforce.com 2
campaign
B End
® Create salesforce.com Y
task

© 2.3. Add to list Monthly Newsletter X
N
| M End
v
11 3. Pause 7 days X
3

& 4, Create salesforce.com task Call 1o check if the email has been recelved X
<+

W End

USABILITY ROI-MULTIPLYING

VISUALLY

UNSCALABLE

ISSUES USE CASE

alEBD

@CLIFFSEAL




“Tust make 1t
like Visio.”

BD @CLIFFSEAL
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(@ starter

@ generator

(® regulator

® distributor

® ignition coil

® spark plugs

® battery

) headlight

@ parking and turn signal light

tail, stop, turn signal and back-up light

@® license plate light

interior light

@ luggage compartment light
@ large combination instrument
@ transistorized tachometer

@ speedometer

@ combined switch for turn signal, low

beam, headlight signal, wiper, washer

and horn button
@ ignition switch
@ main light switch
@) hand brake indicator light switch
@ door contact switch
@ stop light switch
@ luggage compartment light switch
back-up light switch
@ horn relay
@ by-pass relay for high beam signal
@ turn signal flasker
@ warning signal flasher
@ warning signal relay
@ oil temperature sending unit
@ fuel tank sending unit
@ oil pressure sending unit
6 wiper motor
6 washer pump
6 horn
6 cigarette lighter
6 warning signal switch
@ fuse box
6 two-pole plug connector
6 cable distribution block
6d eight-way disconnect
@ ground
6 single-pole plug connector
& warning signal fuse with holder

Fuses

1 stop, turn signal and back-up light
2 interior light, cigarette lighter
3-supplementary heater (option)

4 wiper and washer .

5 fog lamps ‘(option)

6 license plate and luggage compartment

7 parking light, right
8 parking light, left
9 low beam, right



“Can we have
two weeks
to see what’s possible?”

BD @CLIFFSEAL



ASKING BET ITER
QUESTIONS




INTERVIEWS

On-site & Remote

REFRAMING & DISCOVERY

What's the process for taking a
marketing campaign from
conception to reality?

KEY INSIGHT

Visual languages were being
created to explore anc
communicate campaigns.

al EBD @CLIFFSEAL




from Erin









[N OTHER WORDS:

WE COULD
SEE THEIR
MENTAL MODEL

AAAAAAAAAAAAAAA



“The secret to designing an intuitive user
experience 1s making sure that the conceptual
model of your product matches, as much as
possible, the mental models of your users.”

— Susan Weinschenk

Source: https://uxmag.com/articles/the-secret-to-designing-an-intuitive-user-experience AIEBD mFS E A)



https://uxmag.com/articles/the-secret-to-designing-an-intuitive-user-experience

CAN A TRUSTED
VISUAL LANGUAGE
FACILITATE
EXPERIMENTATION?

AAAAAAAAAAAAAAA
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WHY EXPERIMENTATION?

e [t'sakeyskill for marketing
(read: customer) success
» Customized marketing
Drograms are correlated with
nigher product ROI

|t indicates comfrortability with

the toolset

al EBD @CLIFFSEAL
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DESIGN PRINCIPLES

+ PRODUCT FOCUS



HYPOITHESIS:

tXPERIMENTATION
INDICATES
FLOW STATE

AAAAAAAAAAAAAAA



“Enjoyment appears at the boundary between
boredom and anxiety, when the challenges are

just balanced with the person's capacity to
act.”

— Mihaly Csikszentmihalyi

Source: Flow: The Psychology of Optimal Experience AIEBD _



High
Anxiety Aroiea] Flow There are clear goals every step of the way.

Thereis immediate feedback to your actions.

There is a balance between challenges and skills.

D
>
o .
@ Action and awareness are merged.
= Control
) . . .
E Distractions are excluded from consciousness.
O
Thereis noworry of failure.
Self-consciousness disappears.
Boredom Relaxation . :
Low The sense of time becomes distorted.
Low Skill level High The activity becomes ‘autotelic’ - meaning it is an

end in itself.

Al EBD @CLIFFSEAL



DESIGN PRINCIPLES + ELEMENTS OF FLOW
CLARITY There are clear goals every step of the way.

There is immediate feedback to your actions.

There is a balance between challenges and skills.

EFFICI ENCY Action and awareness are merged.

Distractions are excluded from consciousness.

SECURITY There is no worry of failure.

Self-consciousness disappears.

BEAUTY The sense of time becomes distorted.

The activity becomes ‘autotelic’ - meaning it is an

end in itself.

Al EBD @CLIFFSEAL
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CAN A TRUSTED
VISUAL LANGUAGE
FACILITATE
EXPERIMENTATION?

AAAAAAAAAAAAAAA



CLARITY

CREATE FLOW
THROUGH
VISUAL LANGUAGE

AAAAAAAAAAAAAAA



DESIGN SPRINTS

Understand Define Diverge Decide Prototype Validate
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SL;{npb Pardot Nurture

Add to Campaign
SFDC Campaign

Send Email :: AB

AB Emalil
Clicked
OR opened AFTER 10 days
no yes
Send Email . Update Campaign
Emalil 2 H status: updated

Add Tags
SF1 Philly SF1 Responded

Send Email
Email Responded

Clicked
OR opened AFTER 10 days

n yes

—&10-1

. Update Prospect
= Score: +20

Form Completed
Trial Registration AFTER 10 days

no yes
Clicked - . Update Campaign
OR opened N = status: registered
no yes
| Notify
Lead Owner
Send Email Notify
Email 3 Lead Owner
Move Prospect
To: Trial Nurture
END END

Al EBD @CLIFFSEAL




® OO0 / | Enola X \\c Product Style Guide, Visuz X \_:;“css Tube Map X \

C f [ enola.dev/ w /2 a0 % 8§ p

Sample Pardot Nurture

List:

Add to Campaign
SFDC Campaign

Send Email :: AB
AB Email

Clicked
OR opened AFTER 10 days

Send Email
Email 2

Clicked
OR opened AFTER 10 days

false true

- Update Prospect
H Score: +20

Form Completed
Trial Registration AFTER 10 days

false true

Clicked Update Campaign
OR opened status: registered

false true

Notify

Lead Owner
Move Prospect
To: Trial Nurture

END n END n alEBD @CLIFFSEAL

Send Email =~ Notify
Email 3 Lead Owner




An Amazing New Nurture Campaign

Start
Fed by: Retargeting List 3

Campaign: SFDC Campaign

Email Send
AB Emall

=4 Clicked
;.'|' | ik “‘ ;' ‘:"'”‘ [:‘ 4 }.] '—.‘__. o
ne yes

Add Tags

SE1 Responded

Update

O
nma
=

Remove Tags
SF1 Responded

100

Update

Email Send
Email 2

Form Completed
Form XYZ, AFTER 10 Days

Update Update
Email Send D Notification o Status : ggtive - Status : regigterad

Email 3 Lead Owne Notification n n Notification

Move
End Nurture D To : Trial Nurture

alEBD

@CLIFFSEAL




647 did not click
within 10 days

413 did not complete the form xyx form

within 10 days @

YY) \ 4 4
102 Quaihed

O Vi salifiod
b4 Luaimed

243 Quaihed

Y I o
263 Sent D
413 Compieted D

Overall Reporting

Clicked

Lnk + Hules

Opened
+ Rules

Default

Email Sent

Email 3

End Nurture

O

Start
Fed py: Retargeting List 3

Sent Email
AB Email

476 clicked
within 10 days

Sent Email
Email 2

within 10 days

.i. 256 Moved
to Trial Nurture

256 completed the form xyx form

Individual Audit Report

June 21, 2014

.

June 22, 2014

r

Juy 1, 2014

July 11, 2014

July 11,2014

Received Email
AB Email

Clicked
3 Lnks[1.2, 3]

4 Opens

Received Email

(>

Email 2

Form Incomplete

FOrm XYZ

Nurture Completed

alEBD

@CLIFFSEAL




cFFICIENCY

KEEP VISUAL FOCUS

AAAAAAAAAAAAAAA



® OO0 / ) Orip Program Wizard: test  x \—\ \ %3
«->CAnhH https://pi.pardot.com/dripProgram/wizardStep2 /wizardType/13 g q]‘ = S0 =
i7 Apps _ Aloha Bl Mo P o Wi Ddiiid®eia 8O i Bl i L OBl WIEC) s
/ .> 7.“:‘. 7 B - Z
= Jp e 2 ser [l) alrin €d search _Q lknell@salesforce.com © Help

Start

al EBD @CLIFFSEAL




® OO0 / ﬂ Drip Program Wizard: test \ aineincy i
€ > C A 8 https://pi.pardot.com/dripProgram/wizardStep2 /wizardType/13 Wy q; @ - SO =
7 Apps ___ Aloha g ﬂ & ﬁ o P ‘l’ m i‘é" 2 @ a ] - o E W3 O E =
N Jf‘ga_r ot /7 FC [adl) aiin €d search Q lknell@salesforce.com + @ Help
Start

Al EBD @CLIFFSEAL




8 00 / mDrip Program Wizard: test X \ ©

€« > C fA & https://pi.pardot.com/dripProgram/wizardStep2 /wizardType/13 e qle = HLe® =

Zaps Cac: B BH 6 O o P § O @ 8 © O B C o B W3 ) s
.’Eérdot 7/ O ] aiin € search Q lknell@salesforce.com + @ Help

Start

Email

ANisIlgl 3+ days-~ Slael Email 1 -~ v Insert

Action Action Action Action

Action

Al EBD @CLIFFSEAL




800 ) Drip Program Wizard: test

€« > C fA & https://pi.pardot.com/dripProgram/wizardStep2 /wizardType/13

w @ ES®
Zaps _acha B B & O o« P ¥ 0 & 8 © QO m O Bl Rliaawviaa ey

"\;;Lbrdot 7 -'o.‘- [adl) ] €o search Q lknell@salesforce.com ~ @ Help

Start

Cool. let's insert an email.

Condition

Send Email T v Condition

v Insert

Condition

@CLIFFSEAL




After 5 days, Prospect tagged After 5 days,
Send This Email This Tag? Clicked This Link?
To This List

minutes | ' This Email 4 |
hours 1 . \ Q | b

* Ser
weeks ]

TR — Af{"'—"v"—""s T | That Email
eT aVys,
After 5 days’ S y Tt Other Email
Send This Email Send This Email
............. T Tth JIMMYs
O ThniS List TEST
EMAIL

Al EBD @CLIFFSEAL




Start
Fed by: Retargeting List 3

+
0 -

al EBD @CLIFFSEAL



Start
Fed by: Retargeting List 3

O

Do ‘something’ now...

Actions

@ Wait for ‘something’...

Check ‘something’ now...

| would like to:

0 -

al EBD @CLIFFSEAL




Start
Fed by: Retargeting List 3

Select the action you would like to take:

=n

Email Folder List Tag Assign Notify
\g g
m a
Change Change Mark as Campaign Salesforce  Go to Step
Value Score/Grade  Reviewed

0 -

alEBD

@CLIFFSEAL




Start
Fed by: Retargeting List 3

4 Select a different action

U  send an email: Dreamforce 2014 -~

0 days

U Add a new tag:idf2014, northeast

<+ Add this action
0 -

al EBD @CLIFFSEAL




Start
Fed by: Retargeting List 3

o] =

Send Email
Dreamforce 2014

Add Tags

al EBD @CLIFFSEAL



Start
Fed by: Retargeting List 3

u ) |

Next, choose your action:

S 0200

Email Folder List Assign Notify

O-

al EBD @CLIFFSEAL



Trigger Condition

Choose an interaction type

Emaile
Action Trigger Condition

After 3 & days ~
>
1 " Send Email 1 .

Something like... Something like... Something like... . ,

* Send an emalil « Lorem ipsum « Lorem ipsum Add new rule
* Notify the owner * Dolor sit amet * Dolor sit amet

+ Add to a campaign « Lorem lorem « Lorem lorem

Cancel

First, choose an interaction type: Insert an email
After 3 & days ~

Send Emaill -

N
é

Actions Triggers Conditions
Examples: email, notify, Examples: click, open, Examples: location, list
and assign and download and score/grade

Cancel

First, choose an interaction type: After 3 ¢ days -

Send Emaill -

Add new rule

N
S

Actions Triggers Conditions
Examples: email, Examples: click Examples: location
notify, and assign open, and download ist, and score/grade

Cancel

al EBD @CLIFFSEAL




Aol [+ Waiting Completed
10,000

2,000 8,000

Send Email
AE Outreach 1
oo B
|| Open 22 10% 8
AE Outreach 1 >300

Remove from List
AE Outreach 1 ‘warm’

O End Nurture

Start
| : Dynamic List

s KET)

“
0

Add to Llst
AE QOutreach 2

ASS|gn to User
Kelly Taylor

0 End Nurture

End Nurture

al EBD @CLIFFSEAL




SECURITY

MINIMIZE
UNCERTAINTY

AAAAAAAAAAAAAAA



Prepare for launch

PRe Y
CARY

&S

You're about to send a campaign to:
Gamification Weekly

This is your moment of glory.

al EBD @CLIFFSEAL



==  TERRIFYING

Send Email
Product Line

212 Opened 456 Clicked m 61 Clicked

4 a Email Link Click If Clicked Else, If Clicked El

3 Actions 3 Actions 3

456 Emails Sent 321 Emails Sent 61 Emails Sent

Send Email
Product 2 Case Study

Send Email
Product 1 Case Study

4 [o

al EBD @CLIFFSEAL



@ Chrome File Edit View History Bookmarks Window People Help O &8 )CH 2 = « 100%@E Fri 1048AM Q

800 , '] NurtureStudio

X W .
I\I ’

€& — C & https://pi.pardot.com/nurtureStudio/studio#/testing

2" Apps [ ] Salesforce [ _] Pardot

@ Process Docs m Paige m DSR Views ﬁ Advocate Dashboar @ Data.com Pilot @ Relationship Mgmt G PMAC @ User Research ‘ GCoogle Drive

P
=
K
1T

. Sandbox .full

Fall Prospect Nurture

Building

Testing Reporting

R

Start
Fed By: User Group 14 Leads

Send Email
SFDC Campaign
Email Open
After 5 Days
not opened opened
Send Email Add to List
Product 1 Case Study *Warm"*
Email Link Click Create Task
Within 5 Days "Follow Up"
nothing clicked clicked
Add to List Add to List v Set Campaign Status
AE Outreach 'cold’ AE Qutreach 'warm' "Warm*

o End Nurture

# Basic Info

o I




PRODUCT COMPROMISE

GeEl NERDY
ABOUT SCALE

AAAAAAAAAAAAAAA



» Platform: AP|-powered,

L JSON-backed data meant
future scalability
Feld revision " - 3tield nane » Onboarding: carly “template”

) _field( );

['storage'] ['details'];

concepts reinforced the neead
['sql'] ['FIELD_LOAD_CURRENT'] -as

> svatue) 1 for the platform

» Prioritization: built

partnerships with Product +

'columns'] [ I%;

-ngineering teams

Al EBD @CLIFFSEAL
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OPIIMIZE EARLY FOR
KEY USE CASES
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....,

Send "New Prospects
Webinar" Emalil

Opened the emall

Add them to the
“July Webinar
Email Opened

List" list

Score over 300

Remove them from

PR the "New ----

Prospects
Webinar" emall list

Assign the

prospect to Matt
Miller

Al EBD @CLIFFSEAL



CLEAR CONCEPT
VALIDATION




-
CLEAR OBJECTIVES

am
- | . |
, » Clarity: |s the interface
. actionable and clear?

b ' » Efficiency: Can users complete
VALIDATION

On-site & Remote

common tasks with minimal
frustration?

» Security: Do users feel sure of
what they're doing? Did they
do what they meant to do?

al EBD @CLIFFSEAL




Data

Total cards: 53 cards

Add prospect to list

Add prospect to salesforce.com campaign

Adjust prospect score

Allow deleted CRM lead or contact to recreate from Pardot
Apply tags

Assign prospect to queue

Assign prospect to user

Assign prospect to user in group

Assign prospect via salesforce.com active assignment rule
Change profile criteria

Change prospect custom field value

Change prospect default field value

Change prospect profile

Remove prospect from list
Remove tags

Send prospect email

Set prospect's source campaign
Prospect CRM campaign
Prospect CRM campaign status

Prospect Google Analytics parameter

Prospect account custom object
Prospect account field

Prospect assigned queue
Prospect assigned user
Prospect assignment status
Prospect campaign

Prospect grade

Prospect landing page
Prospect list

Prospect opportunity
Prospect opportunity default field
Prospect opportunity status
Prospect profile

Prospect query

Prospect score

Prospect tag

Prospect time

Prospect webinar

Visitor hostname

Customers should perceive building nurture

‘programs as easy and satisfying.

Customers should enjoy building nurture programs

.and continue to build multiple programs.

As customers experience successful nurture

‘programs, Pardot usage will increase.

Customers should continue to use nurture
programs as an integral part of their marketing

Customers should be able to successful build
nurture programs and ensure what they built works

‘the way they intended it to.

‘Signals

Happiness ratings on a quarterly survey.

| Increase in visits to Nurture Studio per quarter.

“Total users interacting with nurture programs will
/increase.

Total returning users will increase.

.More published/running nurture programs.

: Understands My Programs
T6: Understands Community Programs
T7: More feedback on templates
T8: Set the email campaign
T9: Did you notice scrolling?
T10: Do you need language to clarify what testing screen does?
T11: Understands testing screen
T12: Finds screen useful
T13: Comfortable with nuture success
T14: More feedback on testing
T15: Is the yellow bubble information you'd like to see here?
T16: Bottom bar - dates

Clear prospect field value
Goals
Create salesforce.com task |
Do not sync with CRM Happiness
Increment prospect field value
Mark as reviewed
iy Engagement
Notify assigned user
Notify user
Adoption
—
Retention
campaigns.
Respondent|T1 T2 T3 T4 Ts T6 T7 |T8 |To T10 T11 T2 T13 14| @Sk Success
1
2
3
4 [
5
6
7
8
9
10
1
12
Terminology & Templates Testing Reporting Beta
T17: Export button

T18: Want to do a beta?

THUMBS UP
MEH
FAIL

*

.Metﬁcs

System Usability Scale to judge ease; NPS to

‘gauge satisfaction.

Total number of sessions that include a visit to

‘Nurture Studio will increase [Google Analytics].

Total number of unique visitors to Nurture Studio

‘will increase [Google Analytics].

Daily active users and monthly active users of
Nurture Studio will increase [Google Analytics].

'Total running programs/# started during a specific

time frame = success rate

—

alEBD

@CLIFFSEAL



“Customers created their own
terminology and phrases for the
progress indicator on the testing

screen: ‘orange £00,’ ‘vellow brick
road’ and ‘choose my own adventure.’”

al EBD @CLIFFSEAL
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ENGAGEMENT STUDIO

New Engagement Program » &

€S Engagement Studio Test Accou... v

BUILD TEST Voadl New |
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al EBD @CLIFFSEAL
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