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Background



While at Procore, 
I was put in 
charge of 
optimizing our 
in-app 
messaging.

BACKGROUND



Our users werenʼt actually engaging with our 
in-app messaging.

Problem
BACKGROUND

Users were closing banners 
and modals within 12 seconds

7080% close rate for multi 
step walkthroughs

1% engagement on 
embedded links



Our in-app messaging was ineffective and 
overwhelming

- None of our popups were consistent 
visually or in content

- Guides broke from lack of QA after 
publishing new code

- We couldnʼt easily internationalize our 
content

- Duplicate messaging

Problem
BACKGROUND



Nothing was consistent, and our customers 
noticed.

Problem
BACKGROUND



1. Procoreʼs users want secondary 
product information to be less 
interruptive and more 
understandable.

2. Duplicate and overlapping messaging 
will be decreased if we give teams 
visibility into what popups are 
currently in production.

3. Inconsistencies and cognitive load in 
our messaging will be decreased if 
we build best practices for how to 
design in-app messaging.

Hypotheses
BACKGROUND



1. The problem: Disjointed messaging 
impacting user engagement and 
satisfaction.

2. Quantifiable success metrics: 
Engagement metrics and user 
feedback.

3. The business impact: Inefficiencies 
causing internal friction and missed 
opportunities to educate users.

4. Potential solution: An opportunity to 
unify messaging strategy to improve 
both user experience and business 
outcomes.

Pitch
BACKGROUND



Task



1. Evaluate our software stack for 
in-app messaging.

2. Create standards and guidelines for 
in-app messaging use cases.

3. Analyze our current processes and 
governance and eliminate 
inefficiencies.

4. Educate the company on what we 
build.

Objectives
TASK



Action



Form a 
cross-departmental 
strike team

ACTION

UX Design

Marketing 
Visual 
Design

Sales

UX Writing
UI Design

Product Management

En
gi

ne
er

in
g

Product 
Marketing

Q
A



Evaluate our 
current tech stack 
and priorities, and 
purchase new 
software that meets 
our needs.

ACTION



Build our 
foundational 
principles

ACTION



Evaluate user 
needs vs. business 
needs, and decide 
on what we should 
use Pendo for

ACTION

“It’s my job to stay on top of all the changes 

[in Procore]. If I’m having trouble doing it, I 

can’t imagine  how the rest of our employees 

are managing that on top of managing a 

project.”

- IT @ KPRS, 2018



User GoalsBusiness Goals

Increase adoption

Improve NPS scores

Learn about new feature

Quick time to value

Low immediate learning 
curve

Pendo and new feature is 
beneficial and not 
interruptive to their current 
workflow 

Non-invasive

Allows users to keep interacting with 
their current page

Easy access to more information

Explains both the “what” and the “why” 
for immediate ROI

Is contextual and useful to a a large 
number of users’ workflows

Noticeable

ACTION



What we use 
Pendos for

ACTION



Design and build 
templates

ACTION



Create standards 
and guidelines for 
in-app messaging 
use cases.

ACTION



Create standards 
and guidelines for 
in-app messaging 
use cases.

ACTION



Create standards 
and guidelines for 
in-app messaging 
use cases.

ACTION



Create standards 
and guidelines for 
in-app messaging 
use cases.

ACTION



Create standards 
and guidelines for 
in-app messaging 
use cases.

ACTION



Evaluate processes 
and governance

ACTION



Evaluate processes 
and governance

ACTION



Results



15% increase in clickthrough rate for multi 
step walkthroughs

100% decrease in duplicate messaging

82% increase in cross-functional teams 
visibility into new releases

29% decrease in NPS score responses 
mentioning popups

More effective handling of in-app messaging 
internally

Results


