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Goal of this study

|[dentify user experience roadblocks of first time users
|dentify design patterns that enhance the experience of first time users

|dentify design patterns that guide new users to realize product value



Experience of time to value

Time to Value (TtV) is a business term that describes the period of time between
a request for a specific value and the initial delivery of the value requested.

| use TtV as a way to measure the first time user experience. This study will
compare how much effort and frustration exists before users can use a selling

feature of these products.



Methodology

e Perform a competitive expert review of DropBox, Box and GoogleDrive

e Perform a workflow analysis of the first time user experience

e Usability test the first time user experience of DropBox, Box and
GoogleDrive

e Triangulate the data into a summarized report



Delaying the value experience

Users must complete a series of non-value tasks in order to reach value
realization

Selecting the service plan that Educating the user about the Share uploaded content with one
best fits your needs. In this product and how to use it or more people
study it was the free plan.

v
Service Plan Selection Onboarding Share Content
Sign Up Upload Content
A
Provide details about yourself Upload files and folders into the
in order to gain access to the cloud file service

service



Effort required before product can be used

Point users start seeing value

Box

0 5 10 15 20

B Service plan B Sign Up Onboarding M Content upload @ Content sharing

Amount of clicks



Sign up: do's and don'ts

« Get user into signup workflow in 1 click from landing page
DO ) « Keep signup form simple, email address and password only
« Save validation and further data collection for after first use

e Force email verification on signup
Don’t: e Force service plan selection during signup
e Force client download during signup



Onboarding: do's and don'ts

e Get out of the way of the user, let them use the product
e Nudge users with hints about accomplishing the primary tasks
DO - e Use high contrast elements to draw users attention to next logical
action
e Anticipate user’s likely next action and provide tools to support them
e C(learly state the how much storage is available

e Flash tutorials as a gateway to accessing your product
s4 . e QOver-complicate primary features with competing
D on t - secondary features
e Ask for contact information of friends and family before
establishing trust



Content upload: do's and don'ts

e Acknowledge the emptiness of a new files share with simple
D O instructions for uploading content.

e Use high contrast elements to draw users attention to logical
next step

e Provide tips for getting more out of you product



Share content: do's and don'ts

Clearly provide content sharing option

Use high contrast to draw users attention to next logical action
Provide tips for getting more out of you product

Anticipate user’s likely next action and provide tools to support

Do:



Competitive usability test results



Sign Up - Dropbox

33Drophbox  Eorteams  Eor individuals

sign up

e Make sign up form dominant .
feature on the landing page. Put your creative

e | eave pricing or plan selection energy to "Y[e]g &
for later. with Dropbox °

Why:

Engages users quickly in the
signup process
e Some questions about features

and capability




Sign Up - Dropbox

Don't:

Force users to install Dropbox
client software on their computer,
during sign up.

Why:

Adds complexity to the signup
process and delays the users
from accomplishing their goal

The software download comes
during the signup process which
blurs the line between signup and
setup. Adding to users cognitive
load as they try to figure out how
this helps them achieve their
goal.

Step 1

33Dropbox  rorfeams Forindividuals

Put your creative
energy to work,

with Dropbox

sign up

Fieids



Sign-up - Dropbox
Don't:

e Force users to download and
install a client, without an option
provided to skip or install later

Why:
e Users think the client software is
preferred way to use the product
e User don't learn that a web client
is available
e Users believe that the client is a
critical piece of the software, and
there is no way to use the
product without installing a client

Task: Signup for Dropbox

Quote from participant: "I don't like the client being forced down
my throat".



https://docs.google.com/file/d/1LXyF_rayRhj2k_YOQyxIDf6C7Jvtt133/preview

Sign-up - Dropbox

Don’t:

Wh

Have tutorial pop-up before the
user can access the software

Prevents users from getting to use the
product

Click through instructions can be seen
as an obstruction to getting to use the
product. Even with an X or close
button, users often still click through to
the end of the instruction set without
reading.

Quote from participant:
"Normally | pop through
these things... | don't
find them helpful unless
I am really lost".



Upload content - Dropbox

Do:

Leverage familiar actions such as drag
and drop files into the file sharing service

Why:

Easy to learn because drag and drop is
a familiar action to most users.

o Quick sctess
B Desctop
& Downicads ‘

«| Decuments ¢

B Get Started wilh Oroobox Paper
’ Get Started witflropbesx

o Ficlures

TrarDucuments

B This PC m

TeernDucen
- JserProfile (0:) ent:

# Netwerk



Sharing - Dropbox
Don't:

e Make email verification a blocker to
share file access.

Why:

e Requiring email verification forces
users away from the product. Possibly
abandoning the trial attempt.

e The timing of email verification
prevents users from experience the
simplicity of the product design.

e Users might not see the connection
between email and sharing files,
confusing them about the process.

Task: Share folder with a friend


https://docs.google.com/file/d/1SBzhKnzL1CUZ7lOi3o0lSiCy-oOx2Zki/preview

Service plans - Box

Don't:

Wh

Force users to select from multiple plan
options before they can begin sign up.

y.

Forcing a plan selection, adds to the
cognitive load of the signup up process
as user wonder which is the best plan
and if they will miss out on features.

Pricing plans and features will not
resonate with users until after they use
the product.

If users can’t find a free or trial option,
they may abandon sign up attempt and
see if competition has a free plan.

Pricing  Contact Us

Work as One.

cure, share and edit all your files from anywhere

Features v Solutions Resources v Pricing Contact Us O Login Sign Up

Choose a Plan That's Right for Your Business

Indiv siness: Try a 2-week f

Individual Plans Platform Plans

MOST POPULAR
Features v Solutions v Resources v Pricing Contact Us @ Login

Sta
Seoure Choose a Plan That's Right for Your BusineSs

collaboration
Individual & Business: Try a 2-week free trial. Cancel at ar

NS
BusinessPlans  Platform Plans

Individual

Secure and access

Sign Up Buy It
Chat with our Sales Team!



Sign Up - Box
Don't:

e Have a signup link that does not
open a signup form.

Effect:

e Forces users to find a signup page
and gets in the way of using the
software

mx Features v Solutions v Resources Pricing Contact Us

Work as One.

e, share and edit all your files from anywhere.

GET STARTED

Box GxP Validation available now! X

Manage GxP-regulated and unregulated content on a single platform, and accelerate the

GxP

® Verified

| https://www.box.com/pricing

Choose a Plan That's Right for Your Business

nd Bu

=k free trial. Cancel at any time. View F

Individual Plans Platform Plans

Starter

Secure file sharing and C

Enterprise

Content management with

Business

and share capabilities

collaboration. Ideal for small advanced se ustomization, and enhanced securi
teams reporting. integrations, and workflow
$ $ autor
per user/month per user/month

Ty It

Features v Solutions v Resources v Pricing Contact Us @ Login SignUp

Chat with our Sales Team!



Sign Up - Box
Don’t:

e Required email verification during sign up
box

process.
Verify your email to start using Box

Weicome to Box! Just verify your email {o get started. We do this as a security precaution to
Why' verify your credentials
e Interrupts the signup process and
increase the likelihood of distraction.
e Distracted users will possibly abandon o PN S R

the trial attempt.

e Users don't necessarily understand
why you need an email address, might
have a trust issue.
*Note: On several occasions the Box verification email was delayed by 1 minute or longer. While DropBox emails arrived
within seconds, adding to the distraction of sign up.



Sign Up - Box
Dont

Ask redundant questions. In this case
the user selected the free personal
account plan but was asked again if
they plan on using this for work.

Eﬁect

Added cognitive load as the user
wonders what the impact of selecting
one over the other.

e Users feel like this could be an up-sell

before they even use the product.

e Users wonder if they selected a correct

plan.

Welcome to Box, Mike

Let's personalize your experience.
What do you mostly plan to use Box for?

ﬂ
1 |||

2 il
2

FOR PERSONAL USE




Sign Up - Box

L.
DO n t Share [anything] with others
L ASk for personal ContaCtS during Box is much more enjoyable when you can collaborate and share your <.
H — ith friends and family. G d by inviting th I h
Slg nu p process . g content with frien sigu Sﬁzgywitﬁtt;tszsty inviting the people

o
Effect: "t

Users feel uncomfortable sharing e
personal contact information before \
they have had a chance to try out the

product. Trust must be establish
before asking for such things.




Onboarding - Box
Don't:

e Show Up-Front Tutorial before the
user can access the software.

e Prevents users from getting to use
your product.

e Even with an X or close button, users
often still click through to the end of
the instruction set without absorbing
content.

'

# Ve Fields, your account is @iy

_ v




Onboarding - Box

e Have simple instructions for how to
populate your product.

e Clear, concise instruction nudges

user to experience the magic of the
product.

e Points the user in the right direction
so they complete the necessary 1st
step to being successful using the
product.

box

2 Al Files

All Files ~

Get Box Sync Now

Download ‘
.

There are no items in this folder. @ o

Drag files and folders here to upload, or click here to browse

files from your computer.



Onboarding - Box
Do:

e Advertising local client options as an
added feature.

Why:

e Users discover how to get more out
of your product.

e Users don’t feel the necessity to
download client immediately.

box

[=2 Al Files

All Files ~

There are no items in this folder.

«\

Get Box Sync Now
Waork fre

®=—0

Drag files and folders here to upload, or click here to browse

files from your computet

Download ‘
.

Get Box Sync Now

Work from your desh

Downlo

ad

top while



Upload content - Box

=

Do:

e Upload button is in clear view and has
a high contrast.

¥

New « ‘ Upload «

Files

Folder

P

= Userbrofile (0

e The contrast of the upload button
draws attention to logical next step.

) AllFiles
D Recents

b Network

€« R L

@ Select Folderto Upioad

uxtester » Dropbox »

Organze v Newfoldes

©

Folder: | TeamDocuments

TeamDocuments is selected

Name

TeamDocuments

&) Add Tags 11 Send Items
Updated Size
Today by Mike Fields

2 Files soe
N

& Download

] Move or Copy { Trash

Sharing

No Collaborators
Coflahorate by inviting people
to this folder.

Share this Folder




Share content - BoX _

2 Al Files TeamDocuments is selected
e Make it clear that Sharing contentis
the next logical step. B Colaratas o Gt

Why

Shows the user that you understand
and anticipate their needs.

Shared Link for TeamDocuments

by’
5/ 5%0t 4 BkkBZ9 bosAdbkvrOpyae
\J

e Makes the concept of sharing
content discoverable for users
unfamiliar with that option.

Email Shared Link




Share content- Box

Do:

Wh

Enable users habits with a "Copy"
button as the primary action, but
have alternatives.

y.

Users love to copy and paste links
into email. A "Copy" button
empowers them to do what they
know best.

Sometimes it's just easier to enter
an email address, this option is just
one click away.

Shared Link for TeamDocuments

Shared Link

dbkvrOpyq

Email Shared Link

Shared Link for TeamDocuments

ared Lin o

k

Copy

hetps:Yapp.box.com/s/5kofaBkikB8z96esddbkwrOpygeiv

Email Shared Link
1

I'd like to share my folder with you on Box.

- Mike Fields



Signup Form

Do:

W

Have a clear call to action. No
plans to choose from, just sign
in or sign up.

Users with a google account
can simply sign in to try google
drive.

User without a google account

can sign up and access many of

the other google products.

Google Drive MeetDrive UsingDrive Pricing  Download ~ ForWork  Help

\

A safe place for all your files§

Google

Signiin

to continue to Google Drive

Google ‘

Create your Google Account

Birthday




Signup Form - GoogleDrive

Don’t:

e Asks for seemingly irrelevant
personal details about a user
during sign up.

e Users might not complete a signup if

they are asked for personal
information that seems unnecessary.

e Often users enter fake data to satisfy
the required fields that seem
unnecessary.

Create your Google Account

One account is all you need

One free account gets you into everything Google.

GMRARDE * » C

Take it all with you

Switch between devices, and pick up wherever you left off.

Name

First Last

Choose your username
@gmail.com

| prefer to use my current email address

Create a password

Confirm your password

Birthday

Month

9
o
1

<
<

Gender

<«

Mobile phone
==

Your current email address

Location

United States =

Leam more about why we ask for this information



Sign-up form - GoogleDrive

Create your Google Account
Welcome!

One account is all you need

free account getsyou ntoeveryiing Google.
Chooss your usemame

D O [EREEE °F b L our ne address is uxtur com
O. i — e WAl NG T R R TR R
e Go from sign-up form direct to —

product.
e No email validation required. " :
(& MIA ° L "' 4 6
/

<« cC @ D @ nttos//divegoogle.com/drive, we I

Why: S

Simple sign-up process will not
fatigue users. u
e Keeps user inside the product. /
e Gets users to experience your / &
[

roduct quickly. !
p q y Safe stora@e for all your files

You get 15 GB free for photos, documents

and more.




Onboarding - GoogleDrive

Do: x

e Providing relevant details about

available storage at the
appropriate time. ‘ -
L
e Knowing how much storage is °

available is important in

assessing the usefulness of the Safe storage for all your files

product. It is one of the top You get 15 GB free for photos, documents
questions new users have. and more
e Since users did not select a plan, o

they did not know how much
storage was available. This helps
educate users on the capabilities
of the product.



Onboarding - GoogleDrive

y i ‘ - | <]
Don’t: : n
e Have up-front tutorial pop up Q. @ T Y
before the user can access the —_ — - \
software. el e e \
and more.

e The more you make users click
through marketing slides, the

longer it takes to get to first time = gl &
use. E B
e Too much information adds to & B
cognitive load and gets in the T —
way of experience first time
value.




Onboarding - GoogleDrive

Do:

Wh

Fill empty space with simple
instructions for how to add content.
Highlight next steps with high contrast
elements.

y.

Clear, concise instructions nudges
user to experience the magic of
your product.

The high contrast draws users to
the next logical step in the process.

2

Google Drive

» B mybrive

Computers

Recent

22Ok

Google Photos

Starred

m %

Trash

Backups

£= Upgrade storage

Shared with me

Q . # 0@

iii

My Drive ~

Google Drive lets you access your stuff on every
computer and mobile device.
El
H Add files by using the “New” buttor

[J @etBackup and Sync for
Windows

Google Drive lets you access your stuff on every
computer and mobile device.

Add files by using the "“New” bution




Share content - GoogleDrive

Don’t:

Effect:

Hide relevant options such as share, link and
delete.

Users are unsure of how to share content.

Users might get lost looking for the share
option in settings or other Google account
details

Users might not understand that sharing is
feature of this software.

m % 20Ok

Google Drive Q

o]
2
-4
3

g
g
3
i

$

Google Drive Q

My Drive ~

My Drive ~

# 0@

Post content upload: no
visible options nudging the
users to sharing content
option.

B teambocuments  3of )

Content management options
don't appear until content is
selected. This includes
sharing.




Share content - GoogleDrive
Don't:

e Have errors that have no resolution

action: "Sorry you have exceeded
your sharing quota”

e FErrors in primary use case leave users
to wonder about product stability.

e Vague or non actionable errors
provide no guidance for resolving the
issue.

*Content of folder was less than 2mb in size

Share with others

Peaople

- uxtum2@gmail.com X  Add more peopla 7 -

Please email me back to let me knew you received this|

Error

Sorry, you have exceeded your sharing quota

Em




