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BACKGROUND

Problem

Our users weren't actually engaging with our
in-app messaging.

Users were closing banners
and modals within 1-2 seconds

70-80% close rate for multi
step walkthroughs

<1% engagement on
embedded links



4 Commitments CommitmentsList(2) Billings

BACKGROUND

Problem |

New! Show Subcontractor Claimed Amounts and
Create Payment Schedules
You can now enable subcontractor claimed amounts and other

features via a setting in Commitments configuration.
Learn More (US) | Learn More (ANZ)

Australia and New Zealand clients can now create payment
schedules.
Learn More (US) | Learn More (ANZ)

Our in-app messaging was ineffective and

overwhelming s

- None of our popups were consistent
visually or in content

- Guides broke from lack of QA after
publishing new code

- We couldn't easily internationalize our
content

New: Financial line items that are non-budgeted will
now appear on the Budget with a "?" next to them.

01-010 - Project Manager: Labor (7)
Example:

You can now bulk create budget modifications!

By clicking + Add Line Item, you can create up to seven budget.

Learn More Transfer Amount 1
= $0.00 o]

Line Item

85 > New Drawings for Vortex First Revs

Bidder Search Redesign ORI R RANG O

- Du p licate messa ging Welcome to the new and improved bidder search page! et

001
Functionality hasn't changed, but we made it easier to search ‘COVER SHEET
for your bidders. Learn More

Introducing Drawing Statuses! (Ste . m

gs iny
Unpublished and Published.

A002
GENERAL INFORMATION

LIFE SAFETY PLANS

Tip! Confirm only selected drawings

Hold SHIFT (Mac) or CONTROL (Windows) to select multiple.
drawings, then click the Confirm Selected button.

Conrm Al

Learn More

MATRUCTION !

Enter Report Name

All newly uploaded drawings are unpublished until an ‘Admin®
% Enter Description

unpublished

the design: you publish,
updated, and the drawings become available to your team on
mobile and web.

You can now create multiple prime contracts for a
project. Learn More.

dravings? »
Coming Soon: New workflow for Procore's Punch List tooll The new Punch List workflow will feature additional statuses, new roles, and an activity feed for increased efficiency and accountability.

Coming Soon: Budget Admin users will have the option to unlock the Budget and preserve Budget Modifications.

You now enter the Report Name and Description at
the top of the page

Learn More

Learn More and Review Budget Permission Updates



BACKGROUND

Problem

NPS (December 2018)

Nothing was consistent, and our customers Score-based Follow-up Response
noticed.

Leave users alone long
enough to actually use your product.



BACKGROUND

Hypotheses

1. Procore's 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.

Drawing Areas » Drawings In Review Drawings > New Drawings for Vortex First Revs

CONFIRM NEW DRAWING INFORNMN A™' "2t man s sanmrs mines ne e

Tip! Confirm only selected drawings

10f 77 confirmed
Hold SHIFT (Mac) or CONTROL (Windows) to select multiple

A001 drawings, then click the Confirm Selected button.

COVER SHEET Learn More
A002

GENERAL INFORMATION m
A003 F - e :

LIFE SAFETY PLANS —

A100

s O EETHRUCTION



BACKGROUND

Pitch

The problem: Disjointed messaging
impacting user engagement and
satisfaction.

Quantifiable success metrics:
Engagement metrics and user
feedback.

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

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

You can now bulk create budget modifications!

By clicking + Add Line Item, you can create up to seven budget
modifications at one time.
Learn More Transfe

3 $0.0

+ Add Line ltem



Task



TASK

Objectives

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

2.  Create standards and guidelines for

in-app messaging use cases. &
—p
3.  Analyze our current processes and V\/eb d—ngage

governance and eliminate
inefficiencies.

4. Educate the company on what we
build.



Action



ACTION

Form a
cross-departmental
strike team

QA

Engineering

UX Design

&

Welcome to Your Procore Trial

Product Management

Marketing
Visual
Design

Sales

Product
Marketing

UX Writing
UI Design




ACTION

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




ACTION

Build our
foundational
principles




ACTION

Evaluate user I ——
needs vs. business
needs, and decide

on what we should
use Pendo for V

. Notification Banners (banners at the bottom of the page)
Notification Bell (bell in the header)
8 other (please specify)
. Support Site (https://support.procore.com/product-releases)
Tours (like this!)

“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



ACTION

Business Goals User Goals

Non-invasive

Increase adoption

Allows users to keep interacting with

Learn about new feature
their current page

Improve NPS scores

Easy access to more information Quick time to value

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

Low immediate learning
curve

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

Pendo and new feature is
beneficial and not

interruptive to their current
workflow

Noticeable



Scheduled Maintenance
Procore will be performing scheduled maintenance on Saturday, September 7, 2019, from 6:00 pm to 7:00 pm Pacific time. During this maintenance, users may experience one or more X
ACTION interruptions in service. Thanks for your patience as we work to improve the Procore platform.

W I I t -
a W e u s e How likely are you to recommend Procore to a friend or colleague?
P e n d 0 S fo r 0 ‘ 2 3 A 5 ﬁ 7 E 9 m
Permissions Feedback
‘experience with the new Permissions tool Welcome to Your Trial Project

You're here to find the best solution for your team, and we're here
tosupport you. Let's start with taking a quick look at the basics of

Cancel getting around Procore.

What's New

Skip Start tour

i6n de

incrustadas

New! View and Manage Estimated Revenue X

We know that early estimates of revenue and costs are critical to
managing risk. Now, you can track Revenue ROM separately from
Cost ROM and edit those values independently when you need to.

Formulaires : Formulaires a remplir sur le Web

F dan

otre navigateur Web

e Procore.

ke a brief tour, or bookmark to learn more later.

Formularios: Formularios rellenables en la Web

Start tour

Seeall changes




ACTION

Design and build
templates

Summary of What the User Needs to Know x

Title of Feature / Eleme:

The body text should be concis

but should present all of the Short st
information a user should know if they choose to skip the

body steps of the
through. We t

pically see a 67% drop off rate
first and second steps.

etween the is presented in the

You do not need to start a walkthrough with a lightbox. Your first

2p can also be a tooltip with this same information.

Click Start Tour to take a tour, or bookmark this article on the

support site] to revi

the information later

Welcome to [Feature / Tool] X Title of Feature / Element

The body text should be concise, but should present all of the
ormation a user should know if they choos:
rough. Wi

first and second steps

etos

pthe
cally see a 67% drop off rate between the

walkt

n is presented in th

Slan Tour

e on [dayl. [date]. from [time p.m. / am.) to [time p.

this maintenance.

be minimal. Thank you for your patienc Procore platform

Short summary of the information. Do not ir

article you

205 may experience

e links

ire all informal

ude

nks ir

hrough. Instead, make sure all

nked in the firs

Back

Next

termittent



Tooltip & Walkthroughs

ii. Include a Next button if you want users to click next instead of click on the selected
element. If you want users to perform a series of actions before hitting next, you can say
something like, “Click Next when you're done.”

ACTION

Create standards , . —

00 DONT
Positon the Pendo so that the user can sea the content the Pendo s Don't block content on the page that your Pendo s reforencing

and guidelines for

After you are done designing your guides in Figma, be sure to link them in the associated Jira ticket
that your PM created, in the link to Figma Design field. If you were added as the UXer on this

° ° B oo S A NG ticket, you will have been notified in emal.
-_— A
I n a m e S Sa I n ipitmbiosoriod S EET— Next Steps
e R T - — - = « Link your designs in the Jira ticket for each associated guide
=

« Building Guides in Pendo

o |

NT
tattach th

he Pendo o the

00

[ ] Be contextual. A relevant element of the. 00 10 the whole body of the page.
pe feature If the feature affects the whole page. attach the Pen
1010he Bage 1.1 1 eatura ods 0 be conured, arach

Content

Sounding like Procore TEXT STYLES

ser torend

e ffrenc

format your Pender' text s ging tomake. i the inimidation o
and decilng tht er s 12 ke the Pendo scannabe. Many t1ngs play  pat in making someting scannabe, b

100 much nformato
maton nto digestbe bt s a gret pis

breaking up lrge peces of

om0 1 theproduct s currenty bing esabished by UX Cantant,5ut {0 5, we £h0uld o ancoLragng s  the product by Sways axpianing the “why,
3 consisent vocabulary that anyone can understand, nd ahwayspr o ot tech-savvy users ana those uses who need a it b more Quick Tis:

1. Break up text with diferentsubjects with two fne breaks.

2. <> Bold </b> acton Hams that are apart o the workfow being described. Dot bold acton femsthat ae nt prtof th wor

3.£4.Clck e

New! Existing Markups will be Added to New Drawing
Revisions New! Red Lines will Persist Across New Revisions

4.1 you want the user o prform an action, begin the sentence with the actcn you want themto perfor

whn you ulond new ASis.rd lineswil caryforward rom the

Now,when you pioad rew drawing revisions,sny makupa onthe Moo sl e A

okdrevison il b added 10 thenew revision.

5.Eq.Atac

Jments to bid packagestogive your bdders i of theinformation they need to make nformed

6. Capitaizo tool name.
Do not capitalize tem names

Wrte in Procores brand

*use vernacutar snd termings
 uncerstand.

(Reference the Quick Tips on page & 3 oy customers using yo

s Punch Lis too 0 that his punch st rviewers, e is

7.9, John Dos,  Supsrintendant from Acme Constrction says tht h creates punch s

1.0R) w that' happering on st

ger,can have vty no the punc

ntatont
na

mer o for more ity gritty detalls

8 Partsof Procore

9. Permissionevel | Page" | Section on Page

Eg. You need Adrmin the Admintoo.,

° By 10, Tool » it View [t »Sotion 5. s o

InPendo, use HTML Y
— — — | —
Comgleed Inkia Setip Complted il Setup
T fna step i to have your executive sponsar send an emal o <a
href"mailtoserpsupportdprocore. conTSubjectsExecutive Sponsor Approval. for
S— S— I I b s o] QuickBooks + Procore Subcontractor Invoices™>erpsupportapracore. cone/ax with the
m n R following information:

P ——— 5« Compeny Nams.



ACTION

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

Sounding like Procore

tablished by UX (

@ can understand, and always providing support for bot

@ way with the same

ce and t Procore's
uct by always explaining the “why.

ntly being e

ose users who need a little bit more

Foliowing the DOs and DON'Ts below will help your Pendos sound ke a native part of the application

New! Existing Markups will be Added to New Drawing X
Revlisions " New! Red Lines will Persist Across New Revisions X

Now, when you upload new ASls, red lines will carry forward from the
old revision onto the new revision.

Now, when you upload new drawing revisions, any markups on the
old revision will be added to the new revision

DO DON'T
Write in Procore’s brand voice. (Reference the Quick Tips on page 4 Don't use vernacular and terminology only customers using your too!
fora TL;DR)) will understand

Refer to Documentation
grammar internatio

s Style Guide for more nitty gritty details on
nalizat on, and more

And

Be consistent with word choice (see word choice dictionary at the
end of this guide).

Q Q



ACTION

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

Click Next to take a quick tour, or bookmark to learn
more later.

iii. Include a Next button if you want users to click next instead of click on the selected
element. If you want users to perform a series of actions before hitting next, you can say
something like, “Click Next when you're done.”

Fill Out Project Information

Mark the checkbox to make this project inactive

After you are done designing your guides in Figma, be sure to link them in the associated Jira ticket
that your PM created, in the link to Figma Design field. If you were added as the UXer on this
ticket, you will have been notified in email.

Next Steps

* Link your designs in the Jira ticket for each associated guide

* Building Guides in Pendo



ACTION

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

Scheduled Maintence

rocore will be performing scheduled maintenance on [day), date). from [ti

nectivity, though we expect the interrupt tober 13l Thank you

Title of Feature / Element

Short summary of the information. Do not include links in the

rough. Instead, make sure all

sented in the article you linked in the first step

Back Next

p.m. / am,] [timezone]. During this maintenance, users may experience intermittent X



ACTION

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

New Feature Communication Decision Tree

EXAMPLES

- Automatic RFI prefixes

- Hybrid submittal workflow
- Page redesigns

Will users see this
feature?

' '

No notifications
necessary.
Contact your Doc
team POC to
update support
articles if needed

Is this a bug fix or
support issue?

Ye!

Is this a new tool No
oran
improvement/new
functionality on an
existing
toollfeature?

EXAMPLE
- The GA launch of any new
tool on production

Improvement
How many
individual Ul
elements are
changing?
EXAMPLES
3 Thisisa - Adding a new filter
> TIER 4 Feature - Adding a column to custom
Reports
3+
Does this
significantly
change a user's
existing workflow
inatool?
EXAMPLES

- Global header redesign
- Health Dashboard
Yes
How often will a
onthly/Quarterly— PoWeruserotthis iy nweekly.

tool use this
feature?



ACTION

Evaluate processes
and governance

STEPS

-l PREPARE

Information Consolidation | Target | A

2 CREATE

Vrite content and design user flows | Create

Jira ticket | Create in Pendo | Request conte
3 TEST
Test on staging
4 REVIEW & PUBLISH
The Strike Team reviews and publishe
Pendo
5 ANALYZE
| ur rMing
6 MAINTAIN & TEST
T the Pend jainst new fez >5 to ma
re new code doesn't break th the
juide | Update the Pen ed

nt



ACTION

Evaluate processes
and governance

4 pendo Training




Results



PROCORE

CORE pendo-guidelines

Results

Creator's Guide
Overview
15% increase in clickthrough rate for multi
step walkthroughs Create
100% decrease in duplicate messaging Types of Pendos
. . . Glossary
82% increase in cross-functional teams
visibility into new releases Appendix
29% decrease in NPS score responses Case Study
mentioning popups
More effective handling of in-app messaging Decision Tree
internally )
Design & Content
Guide

Knowledgebase



