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Executive summary

Straal - UX Audyt

° straal.com is a product (feature) oriented, while their competitors offer benefit oriented approach to website

storytelling.

° Website is lacking the possibility to see the real
product. The only visualization of what use will get
is a screen of a Global Change rates placed next to
the list product usage benefits. The inability to get
acquainted with the product, and thus imagine the
situation in which the user actually uses the
product increases the barrier between him and the
product. A good idea would be not only introducing
more screen from the platform, but also provide a
sandbox with fake data for user to play with.

straal

Global Charge Rates

1981 2 (

) $1309

New acTve SUSPENDED ©  CANCELED

Straal Kompas management panel
gives you 3 comprenensive, reaktime
View of your business as a whole.
You can easily monitor payments,
control payment flows, and make
decisions based on actionable
insights.

W Key insights at-a-glance
© Business management tools. CRIATE REQuEsTS + |
& Easy configuration & data access

€ Simple and powertul reporting e

There are no Testimonials nor vivid RTB (reason to believe) that as a brand Straal has the expertise needed in the matter

of payment. Think of giving the certificate, showing off the number of clients or simply asking your most loyal user for

the quote or user success stories after incorporating your solution.

The website lack coherent design system which introduced might improve the total experience and support the

understanding of interactive elements of UL The hover on buttons is different among the website and there is no clear

visual prioritization of UI elements. It is a work that will surely be paid off.

There is no clear idea about the role of the blog. It is not user oriented nor does it redirect the traffic from organic search

to the conversion funnel. In the following chapters some advice on how to improve the blog can be found.

The content of the website is obviously divided between two targets: developers and stakeholders (or rather to be more

precise counselors or even junior product managers who would be engaged in doing a research on the tools on the

behalf of the stakeholder). Knowing that, it might be worth considering to give more detailed information not only for

the developers but also for those researchers who will need to present specific business data for their superiors. Any

data-driven, based on user success stories downloadable brochures can be a great help.

@ elpassion.com
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How to read this report

In order to improve the readability of this report we have introduced the visual system which will help reader to

spot the most important information at a glance.

Recommendations for the website changes are shown in separated lightbox, visually highlighted and marked
with an "information” icon. For each defined problem, we also propose a solution/improvement to try to resolve

or mitigate the issue for the user experience. Recommendations are marked in the report as follows:

( i» Recommendations
. The most important recommendations for improvements will presented as a list.

. In case the recommendation includes a visual example, suggestion it will be also given in the

same box.

Particularly important remarks regarding currently applied solutions are marked with an exclamation icon. See

image below:

Dropdown is a standard pattern to which users are
ﬁ} accustomed, in most cases it is used to select one
- element.

The most effective solutions or the most widespread and well-known by users, are presented in visually

different boxes under the title .Best practices”. Example can be seen below:

@ Best practices
Interesting practise for sign in to bank account is providing additional page dedicated only for the
form. It narrows the cognition bias and focus user attention on the most important task the sign in.

Additionally the free space gives an opportunity to show user alerts about breaks in the services or

the new offers.

N26

o
‘The Mobile Bank .9?'

N26 mBank
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Context of the research

Straal.com is a solution dedicated to companies looking for a holistic service in the field of implementation and
management of recursive payments (subscriptions) and one-time payments. It provides a full package of
payment tools, available for a variety of devices along with extensive analytics, payment optimization tools,

and an anti-fraud system.

Due to the upcoming redesign of the straal.com website, the UX audit of the current landing page has been
carried out. Its purpose was to identify areas and functionalities that redesigning or improving is necessary
from the user’s point of view as well as business goals. The most important areas included in this analysis

were:
- Intelligibility of the page (straal.com and straal.com/pl)
» The path of leaving the lead ("Get Started” / ,Zacznij teraz")

- Registration / login view

Methodology

This report contains indications of usability errors, recommendations for possible improvements and examples

of best patterns. Cognitive techniques and tools used in the researches were:
° Heuristic analysis
¢ Study of the website traffic
e Accessibility check

e Expert audit including a recommendation of best patterns

@ clpassion.com A
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Main page

Above the fold

PAYMENT METHODS FEATURES

:
A brilliari payment solution
for disruptive businesses

(1) When entering the main page user is given product main benefit in the catchy phrase. However nicely emphasised, words

Jorilliant"and , disruptive” may suggest build-in link to other sides, especially when comparing to the website link system.
(Compare with contact link —»)

Emphasised words have poor contrast between the text and the background (contrast ratio: 4.41:1 ), which means the
i accessibility standards are not met and information can be difficult to spot by people with sight problems.

(2) Main action button copy ,Get started” suggest to the user that they may instantly start using the tool. It creates a promise
that will not be satisfied because the button leads to the lead capture form.

@ Recommendations
. Visually distinguish links from significant interfaces elements.

. Change the copy on ,Get stared” button into a phase that will inform the user what will happen
next. Good choices may be ,Contact us”, ,Talk to sales”.

. A good approach is providing for users the sandbox to play with. That approach is highly
recommended as it allows the user to engage with the tool. According to many pieces of
research held on the user onboarding, allowing user to learn by doing get them much more
engaged than telling them about the potential benefits (TELL < SHOW < EXPERIENCE). It is
important to provide some sample data in the sandbox for the user to play with.

@ clpassion.com 6
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Best practices
Most of straal.com competitors on the payment solution market provide a sandbox for the user to

test their solution. This approached has been introduced f.e. by Stripe, Due, Braintree, Square up

UE

Create an account =

Send money and get paid instantly. Try Due for free.

United States Business

All Access Company Name ®
Our Support Te dy to help mif you need help with anythi our Support
Center for quick answers to common questions. Emal

Password »
Security First
Security is our priority. Every transaction is encrypted and monitored for potential fraud. From next-generation technology Requires atleast 1 uppercase,  lowercase, and 1 number (minimurn i 8

to PCl compliance, your financial and personal data i safe.
Confirm Password

77\ Transparent Pricing (0 I read and accept terms and conditions
28% card fee on eligible Due Payments transactions for US business accounts! No set-up or hidden fees. Due Payments
users get bank transfers in 1-2 business days! You also have the option to connect a new or existing Stripe or PayPal ~
account. Nie estem robotem

6 Custom Rates
If you are processing more than $250,000 per month, contact us about custom processing rates for your business! L

Already have an account? Log In

Due

Why Braintree +  Products + Features + L Get help gin +  ContactSales

Sign up for the sandbox

First Name Last Name

Test Everything
Braintree

Company Name

Vihere s Your Business

Poland

Entering our sandbox allows you to get a feel for the
Braintree experience before applying for a merchant Email Address
account or going to production.

[ 1 agree that Braintree may contact me at the email address or phone

Already in the sandbox? Sign in. number above.

Try the sandbox

Braintree

e

Unnamed account c [}
# Add aname

@ Home Thanks, Nin—you're almost ready to go. '

o

Vv Activate your account Follow these steps to get started.
@ Payments
N - Find recommended solutions sta
v Balance
Discover solutions from Stripe and our partners to help you run your business.

© Customers
@ Radar > Activate your Stripe account
® siling
™ Connect s |

Today  Yesterday O Gross volume ¢
® Orders

$0.00  $0.00
@ Developers
% Settings [P View balance

Analytics

Tw 4w 1y Mtd Qtd Ytd All | May 21,2019 May 27,2019 Hourly Daily # Customize

Gross volume

$0.00

Stripe
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Ebook as a lead generation content

Step 1

(%) Straal METODY PEATNOSCI ~ FUNKCJE ~ DEWELOPERZY  CENNIK

1 Raport: Mobility-as-a-Service PL  Pobierz za darmo 4

Doskonate rozwigzania ptatnicze

dla innowacvineao biznesu

Zacznij teraz Dokumentacja

(1) The object ,Raport: Mobility-as-a-Service PL.

Pobierz za darmo” resemble more of a typical Download button has a very low contrast between the text
download button than a link to another page, ﬁf and the background (contrast ratio: 2.13:1 ), which means
especially when designed with an icon usually - the accessibility standards are not met and information can

. . be difficult to spot by people with sight problems.
used to inform about upcoming download

process.

(i; Recommendations

« Quick fix: Increase the contrast between text color and background color. Replace the ,arrow
down” icon to ,arrow right” icon to indicate that the user will be taken to the next page. It will

provide consistency within the design elements on a website, as ,arrow right is already used
for links”

. Big improvements: Introduce a separate component within the page flow for report
advertising. That technic is often used with providing the separate place navigation for all
reports, often under the phrase ,resources”. That approach is beneficial only if you decide to

promote your business via free ebooks.

@ clpassion.com 8
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Step 2
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© straal

(1) While filling in the form user is not informed

which input fields are obligatory, he may only

: ; acknowledge that only by receiving an error (See
Pobierz bezptatnie raport 8 yoy g (
T : " below
,Mobility-as-a-Service PL )
1 Imie Nazwisko
Nozwisko
Mobility as a Service PL
L - Nou M Email stuzbowy Nazwa firmy
Emai stutbowy Nazwa firmy
name@domain.com name@domain.com
Stanowisko Numer telefonu Stanowisko Numer telefonu
. HXX XXX XXX XXX
e T e ssobowyen @Y T SroPe st Error should always provide user with
; ! \ insight that will help fix the problem. It

straal digial Pobierz Bezptatnie should be an easy suggestion to follow,

written in non-technical language.

(2) Phone number input field do not have defined input type. User can enter any data f.e. letters or signs, which increase
amount of fake data in the database.

( i Recommendations

. The obligatory fields should be indicated by Asterix

Thank you for your visit. Our agents

(*) or simply by writing in brackets that the field is are not available right now, but don't

obligatory. Otherwise, the user is informed about feel discouraged and leave us a
. . . message.
the error he might easily prevent from happening.
E-mail: *

A good example is incorporated in Live chat (on left)

where a user is shown Asterix and in case of

o . Please fill in required fields.
omitting field an understandable error appears.

If the phone number input field is required, try checking the input type (only numbers) and
combining the structure of number with the country prefix. It will help in decreasing the
amount of fake data. However, an increasing amount of required field may cause the drop in
the number of leads gathered, that is why we strongly recommend checking the conversion

number changes and set only one of the fields as required - email or phone number.

A Phone Number

== United States +1

£i% United Kingdom +44 4543623725y2

Afghanistan (o) +93 Must contain only numbers
Ml Albania (Shqipéri) +355
B Algeria (5)3al) +213

E= American Samoa +1684

Il Andorra +376

@ clpassion.com 9
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From developers to developers

el From developers (1) Copy ,Talk with our developers” can be
for developers misleading. Literally understood, it suggests

L,
MyVideo

subscription

s that clicking the link will allow talking with
developers (potentially via online chat or call
providers), while it opens the email agent.
spre pRENT e e T e So, in conclusion, we are allowed to write a

direct email to the development team.

Documentation

4 API Reference
concise hall
2l API, including all
Il as their attributes etc

API Reference

(2) The lack of flow topic makes it difficult to understand whether "my video” form is a presentation of additional feature or

simply an image, especially as the input fields are interactive allowing user to fill them with the data.

Moreover, the copy on the right side does not provide an explanation of what is seen on the left side. The words ,From

developers for developers” suggest that this component is made strictly for technical minds. For everyone else the purpose of
the interactive form is unclear.

( i Recommendations

« Change link copy from ,Talk with our developers” to more precise description ,Write to our
developers”.

. Introduce a heading over the presentation of technical aspects of payment flow - f.e. ,Payment

flow.

. Deactivate the input fields on the form image or simply replace the component with a static,

non-interactive representation of form.

@ clpassion.com 10
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Pricing made clear

. . 1) Th hich the "Pricing
Pricing that fits your needs () The area on which the "Pricing for

The payment ecosystem can be a jungle, so we've made Straal pricing simple and straightforward.

European card payments” is located, through
its contrast with the background and the
color variation of the text, suggest

interactivity.

O At the same time, two typical elements of
4 / user interface can be spotted in this object,
from ° O +€0.25 suggesting different interaction. Firstly, the
area is designed to resemble a button (see the

button below), which suggest that the whole
Pricing for European card payments v area might be clickable.

Get Started .

Secondly, there is a chevron on the end of a visually emphasized phrase, that reminds of a typical dropdown. It is worth

mentioning that the operational area of dropdown should include as well the phrase as the chevron itself. The same problem goes

to dropdown on straal.com/ pricing.

Pricing for merchants from = Poland v

In this specific case the only place user can click to interact with the component, which is, in fact, a dropdown, is the emphasized

phrase "Pricing for European card payments”.

select#pricing-options 277 x25

Cena dot. europejskich kart ptatniczych v

(i:"' Recommendations

. Quick fix: Enlarge the operation area to include the chevron as a clickable element in all

dropdown features on the website.

. Big improvements: Introduce the consistent design system on the website, differing the links

form dropdown.

@ clpassion.com 1
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Contact form

Tell us something about your business

Website Country

Partner code

If not applicable, leave empty.
How can we reach you?

Name Phone number

Straal Sp. z 0.0. with its registered seat at Plac Europejski 1,
00-844 Warszawa, is the controller of your personal data
(first name, last name, e-mail, login, password, country,
phone).

We will contact you as soon as possibl

(i:"' Recommendations

. Mark the obligatory fields.

Straal - UX Audyt

Customer journey based on collecting the leads from the
website visitors is a moderately effective method of acquiring a
client because it is difficult to scale. From the economic point of
view, the potential customer has to be invited to the call each
time they want to learn about the offer (often more than one
time, as the person doing the research may not be a
stakeholder), which raises the cost of acquiring the client.
Additionally, according to the Tell <Show <Engage principle, the
user watching the straal.com website has a little information
about the product itself. The product has been only described to
him. As a result, motivation to reach out to sales through the
contact form is low, especially when competitors provide an
interactive free sandbox to test their tools, earning user's trust

and engagement.

(1) The input layout on the page is multi-column. This
arrangement is avoided because it extends the process of

completing the form.

(2) The user must provide both telephone and email and cannot

proceed if one is missing.

(3) Information about the future communication channel is

missing.

. Enter the single column layout for the input fields

. If it is not necessary, leave the user the choice if he wants to give an email, telephone or both.

Each of us has different preferences. Forcing a user who values the privacy of their phone

number to provide it may result in resignation from completing the survey.

Inform about future communication with the client. Currently, the form collects both email

and telephone. A nice gesture would be to inform the future customer by which channel

(phone or email) the seller will contact him.

@ clpassion.com
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Navigation
2

(%) Straal PAYMENT METHODS ~ FEATURES  DEVELOPERS  PRICING  BLOG  ABOUT LOGIN

The main navigation on the page is not consistent. Objects from the navigation bar have different behaviors despite the fact
that there is no affordance suggesting it. Most elements from navigation are links, while functions and developers are the

exceptions internally inconsistent.

(1) Features looks like a link, but when the user hover the word "Features” a submenu appears with the choice of
functionalities. It is worth noting that such a pattern is often used on large portals with extended content, where the hint
about the future display of the submenu is indicated by chevron. However, in this case, there is no affordance to suggest the
upcoming submenu. Additionally, the submenu is not a collection of links to specific pages but anchors to specific sections
on the Features page.

raal FUNKCJE DEWELOPERZY
o = kry|
= [ ] ® [ ]
o Patnosci online Subskrypcje Optyn Dokumentacja API reference

P natys
nie Zapozna sie 2 naszym Dowiedz e, jak latwo | s2ybko

Po

Sci w ponad 150

y i zarzadzaj nii. Obeiazaj karty 2
walutach. Na catym $wiecie. Przez Automatycznie pobieraj platnosci skutecznoscia, redukujac o

iczny rozwigzaniami i w mgnieniu oka zintegrowad sie ze Straal 28
cata dobe. cykliczne i utrzymuj przy sobie odrzuceri do absolutnego zacznij przyimowac patnosci pomocg APl
Kiient6w minimum

o 9 o~

Analityka System antyfraudowy Omnichanne

Monitoruj kondycje swojego Chrori swéj biznes przed fraudem. Zapewnij kiientom doskonate

biznesu. Twérz kompleksowe, Wykrywaj oszustéw za pomoca doswiadczenie zakupowe we
przejzyste raporty i zestawienia. sztucznej inteligencii wszystkich kanatach.

The interaction of Developers visually seems to be similar to the Features, but in practice it is a classical submenu with the
links. Appearing after hovering on the Developers, the submenu offers two options, each of which brings the user to a
different page, which creates an inconsistency with a previously described pattern. Additionally, Developers, despite being

present in the main navigation, is not a separate page but only an anchor to the section on the main page.

Typical main navigation on the website should be
K consistent. If any differences appears an affordance
- should be added to improve the understanding.

(3) The login element in the static menu is separated by a line from the remaining menu, while in the case of a

floating menu, the line does not exist. Cohesion should be a key here. (Compare pictures below)

@) straal

3 o] | (0]€}
\'Straal PAYMENT METHODS ~ FEATURES  DEVELOPERS  PRICING  BLOG  ABC | LOGIN

All navigation links in light background navigation bar have a poor contrast between the text and the background (contrast ratio:
L 5 2.6:1), which means the accessibility standards are not met and information can be difficult to spot by people with sight problems.

@ clpassion.com 13
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DEWELOPERZY (3) Pages to which the user is redirected has no navigation
allowing to return to the main page.
kry) E ° B In addition, there is no information that both pages will be in
aaty! Dokumentacja API reference po  English, even for users coming from Polish website. In this
nie Zapoznaj sig z naszymi Dowiedz sig, jak tatwo | szybko particular case, where users using these pages will be mainly
iczm rozwigzaniami i w mgnieniu oka zintegrowac sie ze Straal za .
i zaczni] przyjmowac pratnosci. pomocg APL. developers, you can assume that this won’t be a problem.

( i» Recommendations

« Provide consistent navigation. If any element should interact differently provide a clear

affordance to support the understanding. (See an example of Hubspot below)

HUbSp t Software v Pricing Resources v Partners v About ¥

- For the expression that gives access to submenu resign from dedicated link to the greater
category. Treat the expression with chevron as a dropdown dedicated only to access the

submenu.
« Preferably resign from the visual line separating login from other navigation bar options.

. Consider introducing Register into the navigation bar - it would give user feeling that the access
to the system is closer than now.

« Resign from the submenu only to present anchor links.

- Consider improving the contrast ratio esp. for the light navigation bar.

@ clpassion.com
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Pricing
Pricing for merchants from EB Switzer
ABOUT PRICING
- Cards Accept credit and debit cards of all major From 14% + 0.25 EUR v Online payments
organisations and currencies. Convertand  for european cards v Mobile payments
retain customers from all over the world From 2,5% + 0,35 EUR v Subscriptions
Expand with ease. for non - european cards v One-click payments
v POS payments
v MOTO payments
v’ Optimisation tools
v Fraud prevention
ABOUT PRICING SERVICES
" SEPA Accept Euro-denominated pull-based From 0,8% + 0.25 EUR v Online payments
payments from customers across Europe. v Mobile payments
Collect recurring revenue automatically v Subscriptions
and with maximum effectiveness. v Analytics

v Fraud prevention

(1) Observing the behavior of users on the pricing website, it can be seen that many of them are jumping
between page /pricing and /payment-methods. This is due to the lack of knowledge of some of the
presented services. Users must go back to payment methods to find out what a particular option is.

(2) A good idea might be allowing the user to dive deeper to understand which organization would be included,

as expression (all major organizations and currencies” might be not clear enough.

@ Recommendations

« Quick fix: Add on the page explanation of the services listed in each pricing option. You may
use the tooltips or simple display information on hover when the name of the service is on
focus. Thanks to this, the user will be able to quickly find out what is hidden under the

unfamiliar expressions.

. Big improvements: Add pages for specific payments using the Progressive Disclosure method.
Show user clear pricing (just like now) at the same time allowing them to get to more detailed

information (hidden after one more click).

@ clpassion.com 15
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Blog: the list of articles

It's hard to say whether the blog offered on the website is more
oriented towards SEO or the final user. However, after a glimpse
the blog list view it seems more accurate to say that the blog is
written mainly to build the right traffic on the page. Unattractive
components representing the article, monochromatic graphics
lighten only with white elements, too long and uncaptivating
titles of entries all above cause all posts on the blog blend into
one whole piece. The final impression is unattractive, especially
in comparison with the widely used standards of the article lists

view.

On the other hand, the analysis of data from Google Analytics
shows that in the period from November 1, 2017, to May 26, 2019,
the traffic coming from the blog accounted for only 11.90% of all
incoming traffic. In addition, goals conversion (until February
2019 goal ,,Contact form send”, from February goal ,Lead form
submitted”) indicates that blog posts are practically non-
converting (0%).

( i Recommendations

. The decision has to be made whether the
blog is written for users to build the RTB
(reason to believe) for the brand or for the
SEO to improve the traffic. However, no
matter the final decision, the images next

Straal - UX Audyt

2 straal

Straal Blog

Customer Acquisition vs Retention in Your Subscription-Based
Business. Key Metrics to Understand, Track and Optimize

9 May 2019

qentio,

Predicting Your Subscriber's Behavior: How to Win and Retain
Customers in Your Xaas Business
25 April 2019

De:

New Chargeback Thresholds — Don't Panic. Get Ready.

15

6 subscription business trends for 2019 you cannot afford to overlook
30

4 Tips to Win The 2018 Holiday Shopping Season. A No-Fluff Pocket
Guide for Digital Goods and Subscription-model Merchants,

2

¢ 2018

3 technical tips to growth hack your online business
15 October 2018

to articles should be changed into more dynamic and colourful. Each of these should provide

more visual interpretation on what to expect from a given article.

. To improve SEO meta descriptions should be included in search results to concisely summarize

page content.

. Make sure that every page has a description.

. Use different descriptions for different pages.

. Include clearly-tagged facts in the descriptions. The descriptions don't have to be in sentence

format. They can contain structured data.

@ clpassion.com
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Best practices
An interesting example and inspiration can be the list of articles on portals, ie medium.com or
articles published for a similar reason (SEO) on hubspot.com, braintree.com. All the articles have

short titles, visually attractive photos, although their main purpose is still to build traffic.

How to Price Your Minimum Viable Product
Let's talk about how much you should charge customers for something when

you're not totally sure what that thing is yet.

Joe Procopio
May 27 - 6 min read %

Are rich people REALLY smarter than you?

Today | want to talk to you about a preconception | had when | started
building Elite Robotics. During the last 2 years, | have made a...

Sahil Harriram

May 22 - 6 min read %

Medium

February 04.2019 January 25.2019 January 22. 2019

Finding Opportunities at Introducing $0@ How Braintree Uses
Braintree: Starting Your Verifications for American Merchant Feedback to
Career in Support Express Build Better Products
OFFICE CULTURE_ PRODUCTS + DESIGN PRODUCTS + DESIGN.

Braintree

PAYMENTS PARTNER SUCCESS | RISK & FRAUD | SAAS & PLATFORMS WEPAY UPDATES

PARTNER SUCCESS

WePay talks with Confluent 14 Tips for Merchants: Best Improved Know Your
about Apache Kafka Practices for Reducing... Customer (KYC) Document
WePay’s infrastructure relies on a great While chargebacks are unavoidable, the Y pload

deal of robust engineering to support the goal of any business is to handle

Today, we released improvements to our
Know Your Customer (KYC) document
upload experience that give merchants
bettercl...

huge number of transactions we proc... chargebacks properly whenever they
appear. That...

Read more..
Read more...

Read more....

Wepay
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Blog entry

The biggest challenge associated with blog sites is the redirection of
traffic to the conversion funnel. In order to make it effective it is
necessary to introduce attractive components to guide users to the
possibility of leaving a lead.

(1) There are no components which will help to convert a viewer into a
potential lead. It may be worth redirecting the user to contact form or
ever to the newsletter, focusing blog post design more on customer
acquisition.

(2) The blog post does not have the ability to "to share” on social media.

(3) ,You might also like” shows all articles on the blog which causes

overwhelming.

1, Recommendations

Introduction of buttons to share content on social

media - in the case of attractive articles, may
generate additional traffic on the website and

increase the brand's recognition.

In the "You might also like" section, serve only a few
selected articles (3-5), with a link to the total list of
articles.

Shorten article titles on a blog to a maximum of one

sentence. Introduce a meta description visible for

crawlers instead.

Enter the section on the blog article page that
redirects the user to the first step in the lead form or,
if the system sandbox is available, into the system

registration process.

Good practice in the case of SaaS blogs attracting
traffic to the site is to introduce an additional CTAs to
subscribe to the newsletter, just after the end of an
article. The hypothesis behind it is as follows: if the
user has already visited the site and read the article
till the end, he may potentially want to sign up to
receive more similar content.

@ clpassion.com
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Customer Acquisition vs Retention in Your
Subscription-Based Business. Key Metrics to

Understand, T

« Seeallblog posts

Customer retention is paramou
subscription-based model. Having

k and Optimize

nies operating in the
at, one should learn how to

measure it and make the most of the statistics at hand. What metrics to

track? And how to convert them into actionable insights? Find out from this
brief entry.

Monthly

Churn Rate

Payback Time.

qetentio,

Lifetime Value

Retention - key to the subscription model success

The subscription model is based on two core types of billing (and countless hybrid combinations based on

the two)

+  “fixed fee” where the client s charged a predefined amount every week/monthiyear, regardiess of the

usage of the service,

*  "pay-asyou-go" where the amount varies depending on defined factors,

Adopting the subscription model is very much ke running a user clubs the goal is to satisfy the "club
members” as their satisfaction determines f and for how long they stay with you, if they'll pay the
“membership fee” regularly, and if they're going to purchase more services and “recruit new members”.

Stability and predictability of revenue resulting from effective customer retention are key competitive

advantages of the subscription business model. Yet, it doesn't mean that the actions taken during the first

stages of the customer lifecycle are meaningless. On the contrary - acquiring new clients is a crucial task but
it doesn't mean that retention should be considerably lower on the priority list. Al in al, these are the

existing clients who pay subscription fees regulary.

Retention metrics to follow

use your product/service, The increase of the Contraction Rate is a good sign only when accompanied
by reduced Chun Rate. Then, it snows effective, proactive retention actions. In any other case, it

should be considered a

aspects of the “club” membership.

ing for higher

saying that your bers are o pith some of the

Monitoring the dynamics of retention - crucialin subscription-based businesses - should be conducted on a

regular basis. Learning which metrics to use and how to measure them increases the effectiveness of

retention actions significantly and, in a wider perspeciive, supports your strategic business planning. Thanks

to that, your online business becomes more proftable.

Michat Jedraszak

Chief Executive Officer

Michat is an experienced executive who combines his deep technical background with outstandin
business sawiness. Prior (o joining Straal, he had developed his managerial and analytical skils at &
top tier consuting fitm - The Boston Consulting Group - where he specialised in strategic advisory

for the financial services secor.
L’ ' T Atstraal, Michal i responsible for creating and operationalizing the company’s go-to-market
i ¢ strategy. coordination of key business development projects and building fruttiul relationships with
} ol stekeholders.

He holds a degree in Mechanical Engineering at Imperial College London.

You might also like...

Predicting Your Subscriber's Behavior: How to Win
and Retain Customers in Your Xaas Business

25 April 2019

Despite the uniqueness of every customer, the purchasing
process they carry out doesnt vary so much from one to another
they follow specific patterns. The marketing concept of customer
lifecycle can help you improve your commercial effectiveness.

Read more -

Beyond Money. Customer Transaction Costs and
How to Cut Them

28 March 2019

Selling s all about addressing your customers’ needs. Whether
it offline or online, you seek to get to know your client segments.
and offer them what they e looking for. However, s a human
thing that we like when things go quickly and effortiessly.
Fortunately, thanks to the Internet, we can shop the way we like:
saving our time and effort. But is t enough to let your customers
buy online? Can you stil make their shopping

New Chargeback Thresholds — Don't Panic. Get
eady.

15 April 2019

As of October 1st, 2019, Viss, the world's largest card
organisation, is updating is fraud and chargeback monitoring
policy. Wil t affect you? Ifyou accept cards online - i certainly
will Should you be concerned? Not necessary, If you have a
well-thought isk management strategy, a slight refinement of it
should get the job done. I, however, you o ot yet have any
fraud prevention mechanisms on board, you better hurry up in
getiing some.

Read more -

6 subscription business trends for 2019 you cannot
afford to overlook

30 January 2019

2018 was without a doubt prosperous for subscription
businesses. The model has matured, evolved and boidly
developed in a number of new industries and markets () Here's
alist of 6 trends that ~ in my opinion - wil have the greatest
impact on companies operating in the subscription model; trends
one cannot afford to overlook f they aim high on this promising

absorbing — and your brand more competitive as a bonus?

Read more -

Anything-as-a-Service - the future with a stable,
recurring fee attached

16 January 2019

Anything-as-a-Service (or XaaS) s a product distribution model,
‘where companies shift from selling products to providing their
value proposition as a service. Since XaaS can, quite literall, be
anything, It sn't hard to getlost in the jumbie of buzzwords,
Jargon and concepts. This brief article will help you get an in.
depth understanding of the new, service-based economy.

Read more —>

yetever

Read more -

4 Tips to Win The 2018 Holiday Shopping Season. A
No-Fluff Pocket Guide for Digital Goods and
Subscription-model Merchants.

22 November 2018

Whist Black Friday and Cyber Monday, or “Black Friday Weekend
and Cyber Week" according to some experts do not mean as
much as, say, 2-3 years ago, the pre-x-mas shopping spree is stil
among the key determinants of the thickness of your 1op Ine.
Here's how 10 - In the reaim of intangible merchandise - make the
most of the daddy of all holiday sales.

Read more —>
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(1) After entering the login page, the user has no explicit hint as

1 JEUEE] Registration form,

K}

to what he should do to go back to the previous page. This is
especially important in case of entry by mistake. If the user is
:gmL° not familiar with the possibility of clicking on the logo for

return, he will not know how to go back to the homepage.

(2) In case of logging in on the Polish language version website

(straal.com/pl) I expect the login form will be also in Polish.

Don't have an account? Register

(3) The page header informs me that I found myself in the registration process, although it is placed on the login page (straal.com/

login) and the main action on the page is defined by the button as "Log in”.

(4) The "Email / login" label is imprecise. It suggests a user has to make a choice.

@ Recommendations
. Enter a link ,Back” that allows a user to go back to the main page.

. In the case of users coming from websites about url /pl/*, it is recommended to redirect them
to the login page / pl/logowanie , so they stay on the site in their own language. If you
support several languages, you must provide the user with the opportunity to complete the
task (f.e log in) in their own language.

. If the user's email is also a login, it would be enough to ask for an email. In case when
different users can log in with different credentials, the quickest fix would be to introduce a
tooltip explaining what credential user should use. The worst solution is to leave the user a

choice not supported by any help or suggestion.

@ clpassion.com 19
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Registration

@) straal
1

Create an account

First name *

Website *

(i:" Recommendations

Registration form

Straal - UX Audyt

(1) After entering the register page, the user has no explicit
hint as to what he should do to go back to the homepage.
This is especially important because in case of entry by
mistake if the user is not familiar with the possibility of
clicking on the logo for return, he will not know how to go
back to homepage.

(2) similarly as on the login page, the "Email / login" label is
imprecise. It suggests a user has to make a choice. Here it is
even more difficult task, as a user has never before entered
the system and do not know whether he should come up

with a random login or simply enter an email.

(3) In case of logging in on the Polish language version
website (straal.com/pl) I expect the login form will be also in
Polish.

. Enter a link ,Back” that allows you to go back to the main page.

. In the case of users coming from websites about url /pl/*, it is recommended to redirect them

to the registration page / pl/rejestracja, so they stay on the site in their own language. If you

support several languages, you must provide the user with the opportunity to complete the

task (f.e registration) in their own language.

. If the user's email is also a login in your system, it would be enough to ask for an email. In

case when different users can log in with different credentials, the quickest fix would be to

introduce a tooltip explaining what credential user should use here to register. The worst

solution is to leave the user a choice not supported by any help or suggestion.

@ clpassion.com
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Footer

(1) The process of joining the newsletter

Straal Payments Features Resources Stay up to date

Sign into our newsletter 0 subscription on the website is placed statically

in the footer. This is a very good place to

Docun

Getin touch present contact information, but a poor way of
dcooe  +48 2226303 09

collecting emails, as it can be easily missed.
There is a lack of information about what
Q_ } content will be delivered in the newsletter, nor
T e 6 is the call to action indicating the benefits of

the subscription.

(2) Very low contrast between the text and the background (contrast ratio: 2.07:1), which means the accessibility standards
are not met and information can be difficult to spot by people with sight problems.

(3) Icon of an arrow is not self-explanatory.

(4) Social media buttons cause immediate redirection from the website to Staal's account in chosen social media. The redirect

is taking place in the same tab, ejecting the user from the page. In addition, the user does not receive any information about

the upcoming change.

(i:"' Recommendations

. Introduce additional component for promotion of newsletter (esp. recommended is placing
within the blog post). Make it more standing out - colorful, vivid and benefit-oriented. A nice
example can be seen on zety.com where the user is given all essential information: how often
the newsletter will be sent, what topic will be covered. Another good pattern is to provide a
social proof f.e. information on how many subscribers you already have or how big expertise

you have.

Don't miss out on exclusive stories that

will supercharge your career! 4 Youre-mail

Get a weekly dose of inspiration delivered to your inbox

. Improve the contrast between the text color in the footer list of links and the background. Go
for AA standard to provide a good experience for a wider amount of viewers.

. Add a copy to an arrow (3) "scroll to the top”, to provide easy understanding. Remember to

promote recognition over recall, as it minimizes the cognition burden.

. Open social media account in the new tab, or if necessarily inform about redirect in a current

tab, that will cause in leaving the page.

@ clpassion.com 21
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Joining the newsletter

Bad? na biezacol The process of subscribing to the newsletter can be defective in many stages.

Subslypulnesz nevsleter ‘ (1) After setting the focus on the input field, the submit button disappears. This

generates anxiety about whether the component works properly (looks like a bug!)
Skontaktuj sig z nami

+48 22 263 03 09
L <

Badz na biezgco!

(2) with the completion of the field hint, which was also a label disappears. This is
not a big mistake, but it forces the user to remember what he started to type.

(3) After entering the email, in accordance with specific requirements that are not
known to the user (an "@" sign and a domain-like expression) - a popup with a

Subskrybuj nasz newsletter

checkbox appears. This very moment is difficult because the user still does not see the

gosia- e submit button and can expect that subscribing to the newsletter is not possible.
Skontaktuj sie z nami (4) In the last step, there is often a bug related to not displaying the submit button
+48 22 263 03 09 despite the fact that all required conditions have been met. This error probably occurs
’ when the user has Adblock turned on.

Zasoby BadzZ na biezgco!

Dokumentacja Subskrybuj nasz newsletter

Dokumentacja APl

(e T L gosia@elpassion.pl

wy Regulamin strony

(i; Recommendations

. Do not hide the submit button, nor move it to a different position.

Whenever you want to indicate that additional action is needed to

Zasoby Bad? na biezacol accomplish, simply introduce an inactive button. Only after filling
ST R T the input field with current data and agreeing on legal statement

gosia@elpassion.pl

turn the button to the active one.

. Good practice to inform users that Adblock can interfere with the

subscription button is adding a hint near to the button. However, the

best solution would be stopping the bug from reproducing.

@ Best practices

UXPin website. When the user is filling out

If you don't see the ebook download form above,
the form to download the ebook, below the Y .
please pause Adblock temporarily and refresh

button the additional information very the page. Thanks!

important for those who actively use T

Adblock, can be seen.

@ clpassion.com 22
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Why mobile should be given more attention

Currently, although the website has its PWA (mobile) version,
mobile experience seems not fairly as important as a desktop.
Surprisingly as it may seem, from November 2017 to now the
traffic generated from mobile devices can be compared to the
desktop. (See the chart below, where green represents the
mobile traffic, blue desktop, and red tablet traffic)

Concerning the browser choice, for the same period of time,
the most popular Browsers were: Chrome (both mobile and
desktop), Android Webview, Safari (mobile) and Firefox
(desktop).

Why even mention it in the UX audit?

The devices and browsers most often used to browse through

the website teach us for which experience should we design

Straal - UX Audyt

Traffic generated on different devices (Nov 12017 - May 26th 2019)

and prepare. As for Straal, even though the platform for

payment management is not mobile friendly, the experience on the mobile product page can be crucial - defining whether a

user will return during their pursuit of the best payment solution or not.

Device Category Browser
1. desktop Chrome
2. mobile Chrome
3. mobile Android Webview
4. mobile Safari
5. desktop Firefox

The most popular browsers among Straal visitors (Nov 1 2017 - May 26th 2019)

@ clpassion.com

Users ¥

22,423

% of Total:
86.11% (26,039)
7,960 (35.54%)
5,351 (23.89%)
2,030 (9.06%)
1,738 (7.76%)

1,190 (5.31%)

New Users

22,307

% of Total:
85.54% (26,077)
7,916 (35.49%)
5,345 (23.96%)
2,030 (9.10%)
1,736 (7.78%)

1,186  (5.32%)

Sessions

32,579

% of Total:
82.46% (39,510)
12,485 (38.32%)
8,034 (24.66%)
2,185 (6.71%)
2173 (6.67%)

1,619 (4.97%)
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Homepage

@) straal =

Feature presentation

@ straal =

——

o

Subscription Management

Ensure predictable and reliable
revenue. Create and manage plans,
automatically collect recurring
payments, and maximize customer
retention.

@ clpassion.com
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There is a bug on homepage - the screen scrolls to the right.

(Safari mobile).

& Recommendations

Remove the bug, so that there won't be a vertical scroll (until its

not a part of a design)

Gifs on Home Page are shown as a video (they have play button). Such a
presentation can be somewhere misleading for the users as they expect
to see additional information about the feature after clicking the play.

(Chrome browser for iPhone)

& Recommendations

If possible, resign from animations for Chrome. Show static
image instead, to provide consistency it might be a frame
from the animation. It will boost the page and reduce

disappointment. Alternatively, introduce .svg or lottie format.
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Ebook as a lead generation content

P b o "Download the report” button redirects to a page that do not
oblerz provide any link to return to the homepage. That minor bug on
beZ p+ atn e a desktop can cause many problems especially for iPhone users,
as their phone has no manual back button.
raport (i

9 M @) b | | |ty‘a Sacls (1) The header covers up to half of the view. It unnecessary
2 " i
S ervice P L clutters the view of.

Mobility as a Service PL

(2) The lead generating form is split into two columns. For
mobile users, it will be more cumbersome to follow.

Nazwisko

(3) Inputs on the form are not visible, the border of each input
Email stuzbowy Nazwa firmy field is missing, what do not provide accurate affordance for the
user to understand how to interact with elements.

Stanowisko Numer telefonu

Wyrazam zgode na otrzymywanie od Straal
Sp. z 0.0. na podany adres e-mail wiadomosci
o charakterze marketingowym.

Wyrazam zgode, aby Straal Sp. z 0.0.
kontaktowat sie ze mna telefonicznie w
celach marketingowych.

Straal Sp. z 0.0. z siedzibg w Warszawie (00-
844) przy Pl. Europejski 1, jest administratorem
Twoich danych osobowych

Pobierz Bezptatnie il

@ Recommendations
. The header font should be made smaller as the title is too big. Think of font scaling.
. Consider introducing one column layer to easier filling the form on mobile devices.

. Provide visual indicators for input fields so the user could understand how to enter the
interaction.

@ clpassion.com 26
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From developer to developers

© straal =

Dokumentacja

Navigation in hamburger menu

©) straal

PAYMENT METHODS
FEATURES
DEVELOPERS
PRICING
BLOG

ABOUT

I LOGIN

@ clpassion.com
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In "From developers for developers” section, the arrow,
which is connected to the "Talk with our developers” link it's

too far from the text (in Polish version).

@ Recommendations

Stick the visual element to the phrase to build an
experience that both elements refer to the same

action.

(1) In some places the transparency of this element does

affect the readability of navigation elements.

(2) The line next to "Log in" shouldn't be visible

© Recommendations

. Make menu on the non-transparent layer to

increase readability.

. Preferably resign from the visual line separating

login from other navigation bar options.
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Contact form

There is a bug which makes it difficult or even unable to

scroll the form on mobile (Chrome for iPhone).

Tell us something
about your business

Website
cC Recommendations

c Advanced tests should be conducted on the mobile
ountry

performance, especially for the chrome browser for
i0s.

Partner code

If not applicable, leave empty.

How can we reach
you?

Name Q

Login page

This form is not adjusted to the mobile screen.

Login
E-mail/ Login * © Recommendations
If the user should not log into the system on the
mobile phone - this option should be hidden in the
Password * menu. Alternatively, after entering the login a

communicate should appear informing the user
that service is available only from a desktop.

Forgot my passwo

@ clpassion.com 28
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Accessibility check

Elements with poor contrast ratio

Low-contrast text is difficult or impossible for many users to read. Elements shown below do not meet the AA

nor the AAA standard requirements.

D Straal Payments
.,/’\'*/ ! Who we are? Cards
In—Depth Analytics Partner Program SEPA
Press & Media Pay-by-links
In-depth Analytics Monitor and understand your Blog BLIK
Moni d und d ) iti
CO;”;:’;;;c;n”dijgsn‘f’?ragsgj, company’s condition. Create truly Caleans Pricing

the key transactional indicators,

discover interdependencies, informative reports- Contact

create truly informative reports.

PRICING SERVICES

From 1,5% + 0,35 PLN v/ Online payments R e a d m O re v
v/ Mobile payments
v Subscriptions

v One-click

payments

v/ POS payments

v MOTO payments

v Optimisation D t t'
ocumentation

v Fraud prevention

Common accessibility best practices

* The [id] attributes on the page are not unique. The value of an id attribute must be unique to prevent

other instances from being overlooked by assistive technologies

+ [user-scalable="no"] is used in the <meta name="viewport"> element or the [maximum-
scale] attribute is less than 5. What does it means? Such a setting disables the zooming. Disabling
zooming is problematic for users with low vision who rely on screen magnification to properly see the

contents of a web page.

@ clpassion.com 30
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® Contact us

info@elpassion.com

<

+48 555 454 445

©

Warsaw Spire
Plac Europejski 6
00-844 Warsaw, Poland
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