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What are provisioning emails?

• Notifications sent to users provisioned from the Admin Center
–New users with either product entitlements –OR- admin permissions

– Existing users with changes to products or permissions

Products included: Volume:
(week of Feb 2-9 2020)

• 15,564 Total emails sent
• 11,169 Emails viewed 
• 8,258 Welcome emails sent
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Existing Email Design - Examples
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What we have today – starting guidelines

• Product agnostic

• Transactional – free of spam trigger words; are not image heavy

• Broad email client support – HTML and text-only versions

• Must support:
– New users
– Existing users
– Profile set up scenario
– SSO sign in scenario
– Multiple products
– Admin customizations and company restrictions
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How do we know where we want to go?

• Design Sprint sketches
– 17 participants from Account Services, 

Customer Success, Marketing, 
Engineering, Product Documentation, 
UX & Product

• 1:1 customer interviews

• Conversations with Marketing 
automation partners

• Competitive review
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Where we want to go –
Additional design guidelines

• Inviting, pleasing visual design

• Conversational and inspirational language

• Brand recognition

• Connect transactional emails and nurture track emails
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Language – themes from sketches

• Conversational and inspirational - "Let's do this!"

• "Welcome to the family"

• Natural language

• Active voice, first person
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Branding - themes from sketches

• Reinforces who the email is from

• Associate the products with LMI company

• Use product logos
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Layout – themes from sketches

• Sections for different content

• Lists
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Differences – themes from sketches

• Location of CTA (at the top vs farther down)

• Directly highlighting/upsell features 
incompatible with customers that restrict 
feature usage

• Videos/training content



16© 2019, LogMeIn, Inc. | CONFIDENTIAL – FOR INTERNAL USE ONLY

Proposed Design
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Old/New
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Appendix
EXAM PLE SKETCHING WORKSHOP



1© 2018, LogMeIn, Inc. | CONFIDENTIAL – FOR INTERNAL USE ONLY

Summary of sessions

- 3 sessions (2 in person, 1 remote)

- 17 Participants from across many customer touchpoints: 

- Account Services, Customer Success, Marketing, Engineering, Product 
Documentation, Design, & Product

- 20 Solution Sketches

- Leverage the wealth of insights at the company

- transform abstract ideas into concrete details

- gather many ideas to define an ideal solution
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Design Jam: How To Play

Follow Google Design Sprint method:

- Not group brainstorming, instead individual sketching
- Fastest and easiest way to transform abstract ideas to concrete detail
- Generates lots of ideas
- Work alone, together

- “But I can’t draw!” - draw boxes and write text

PROCESS

  12:00  Intro and Notes
  12:15 4 sketches in 6 minutes
  12:20 Solution sketch
  12:35 Heat mapping
  12:45 Speed critique

CATEGORIES:

Quick Wins

Learn More

Wish List

Prompt: “How can we improve the Admin Center Welcome Email?”
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Phase 1: “Notes”

Reflect & write it down - 10 min

- As we hear a few stories, jot down rough notes of the many ideas in 
your head

- Super quick, doesn’t need to be pretty
- You can start sketching or doodling
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• We got a call from Zhi at Salesforce earlier this week. Zhi 

is the GoToMeeting Admin who provisions new 

employees with their accounts, but he’s not the right 

person to contact if there is a problem. Zhi needs a way 

for an employee to file an IT ticket with the help desk 

instead of contacting him.  

Customer stories
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Phase 2: “4 in 6”

Pick an idea and run with it! - 6 min

- Pick one idea to move forward with
- Using the 4 spots on your paper, do 1 sketch a 

minute iterating on that idea (improving it, 
changing it, trying other variations…)

- Can be drawings, text, or a mix of both
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Phase 3: “Solution Sketch”

Show us your idea! - 15min

- Do a final sketch and/or storyboard of your idea
- Make it self explanatory
- Ugly is okay!
- Give it a catchy title 
- Do not put your name on it
- Email or text a photo of it 
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Phase 4: Heat map

Pick out faves - 10 min

- Everyone’s “solution sketch” is posted in this deck
- Browse all the sketches and use a “green dot” to indicate stand-out 

ideas within sketches
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Example
Copy/paste 

this green dot
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Phase 5: “Speed Critique”

Summarize Ideas - 10 min

- Meg consolidates and points out standout ideas
- Others comment and discuss along the way
- At the end, creator describes anything missed
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Copy/paste 
this green dot
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Copy/paste 
this green dot
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Copy/paste 
this green dot
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Copy/paste 
this green dot
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Copy/paste 
this green dot
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Copy/paste 
this green dot


