[lpaBUNbHbIe COOOLWEeHNA ANA NpaBUJIbHbIX
nosib3oBaTesien B Hy)XKHOe BpeMms




3agaBanTe CBOUM NoJsib3oBaTeNnAM npaBuibHbIE BOMNPOCHI
npaBWJiIbHbIM CNOCOH60M B NpaBUbHOE BPEMA

Komy Y10 Kak Korga
Cpasy nocne
Email perncTpaumu
Hepes Hepento
nocne nHBamTa
In-app
coobuleHne Korpa cospanu
oTyeT
[locne Bbixoaa
R n3 JIK canta
BepHynuch 4epes
14+ pHen
Onpocom

B noboe
BpeMA




Y Ka)xgoro coodbweHma nomkHa 6biTb Lenb



Y Ka)xgoro coodbweHma nomkHa 6biTb Lenb
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HeKOoTopble N3 HUX

. ['lpooarka

. BoBneyeHue n yoep>kaHue

. HoBble NpoAyKTOBbIE NU3BMEHEHNA
. YBegoMmneHume

. Onpoctl

. HoBocTn, o6HOBNEHUA

. PeakTnBauun



| lpaBUNbHbIE NOOU




Bbl oTnpaBnAeTe nnMcbma HO 3a4eM-TO NuLleTe
9TOMY NONb30BATENIO eLle N 3ToOMy NapHIo

Pernctpauuna 17 AavBapA 2016 3aperncTpupoBsarncsa rog Hasag,
Beb ceccun bonbwe 2000 HO Oa)ke He MOMHUT 3TOoro.

Tapud Pro plan (1499p/mecAy) He noHMmaeT KTOo Bbl BOOOLLE
KOHTakT 85 onanoros/3B0OHKOB Takne N 410 y BacC 3a NPoAyKT



He pymanTte, 4TO BCE BalUX NOb30BaTENN OOMHAKOBLIE
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CerMeHTnpymnTe Ha OCHOBE UX aKTUBHOCTW

2222
212122



| lpmepbl cermeHTaumnm

-+ BoBne4yeHHble NoNb30BaTENN - CynepakTuMBHbIE

+ HeakKTuBHbIE - VIP'bl/gpy3bA

-+ becnnaTHbIK Tapud + MO>HO OOBEPUTDL TECT
- [1lpemmnym gocTyn + YyBCTBUTENbHbIE

- HepaBHO ObI/T1 KOHTAKT + YCKONb3aloT

+ [lonb3yloTCA BCEMU (PUHaMU



The what defines the who
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CoBeTbl N0 co3a0aHNKD COOBLLEHNI

1. ObpawanTtecb JIMYHO



® BAD EXAMPLE

Hey new ProjectMap user,

We hope you’'re hitting it out of the park? Did you know that 66% of
people who get a demo of ProjectMap convert to become paying
customers? This week’s demo slot is on Thursday at 3pm (GMT). Why not
sign up now?

The ProjectMap customer success team.

g ™

@ GOOD EXAMPLE

/

\

Would you or anyone else at <company name> like a demo of ProjectMap?
We think it will really help you unlock more value from the product. Just let
me know and we can set up a time that works for you.

Hey <first name>,

Best,
Jane

/




CoBeTbl N0 co3a0aHNKD COOBLLEHNI

1. ObpawanTechb IMYHO
2. l'lepcoHannsnpyunTte



SELECT YOUR RECIPIENTS

Save Cancel

spf status
IS

fail

& Your filters match 1,876 users in total

NAME

E Fabrizio Grippo at ZIADAROO and 2 others

Thomas Levi at TRIPPOLEX




From: Martin Brennan martin@intercom.io

Subject: Improve your email deliverability

Hey, Matt

We noticed that you recently set up a verified sender address on
ProjectMap. Great!

However, it looks like you haven’t yet published an SPF policy that
explicitly allows Intercom to send emails using that address. Publishing
an SPF policy is very important for deliverability of the emails you're

sending to your customers.

We've identified the following address(es) whose domains you should

Frank Murray <frank@projectmap.com>
Patrick Chase <patrick@projectmap.com>

Don’t worry—publishing ¢ policy for your domain that includes
Intercom as a permitted sender is quick and easy, and it means your
emails are less likely to be marked as spam.

Here’s how to do it

Let me know if you have any guestions. We're always here to help.

—Martin




KOpPpEKTHbIE HACTPOUKH
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CoBeTbl N0 co3a0aHNKD COOBLLEHNI

1. ObpawanTtechb IMYHO
2. [lepcoHanunsumnpyuTe
3. byabTe BeXNUBHI



@ BAD EXAMPLE

Hey there,
HAPPY CHRISTMAS!!

Well actually we know that not everyone likes spending quality time with
their family at the holidays. That’s why we thought you might like to try our
new calendar app as you make plans for the New Year back at the office.

Why not run it up the flagpole and see which way the wind is blowing?

The ProjectMap team

@ GOOD EXAMPLE

J

Hey John,

For many of us the holiday period is time best spent with families. But
we know from our user logs that some of you like to use the down time
to get a head start on the New Year. That’s why we just released a new
calendar app that will make scheduling projects much easier.

Why not give it a try?

We'd also like to take this opportunity to wish all our customers Happy
Holidays regardless of how you choose to spend the time.

Dwayne

\




CoBeTbl N0 co3a0aHNKD COOBLLEHNI

1. ObpawanTtecb JIMYHO
2. llepcoHannsunpyuTe
3. byaobTe BeXNuBhI

4. [ oBopuTe no geny



@ BAD EXAMPLE

\

Hey there,

I’'m writing to you because we’ve been researching our calendar feature
and it turns out not a lot of people are using it at the moment. We might
remove it, but we we're just trying to make sure that we properly
understand the issue.

So when you consider calendaring events, do you consider using our new
features to do this? We're interested to find out why? Do you know we
support recurring events, and also group events, so we can support most
people’s needs. If there’s things that you’d like to do with our calendar, that
are not currently supported, do please let us know, and we’ll work hard to
get them right.

Thanks so much for your time regarding this, and for being a ProjectMap
customer.

Regards, Dwayne

@ GOOD EXAMPLE

/

We recently shipped a new calendar feature. | think you’d find it useful,
but I'd love your feedback either way.

Hey John,

Give it a try

Regards,
Dwayne

/

\
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CoBeTbl N0 co3a0aHNKD COOBLLEHNI

. ObpawanTtecb INYHO

. ['lepcoHanunsunpyuTe

. byobTe BeXXnuBhbI

[ oBOpUTE NO Oeny
[locTapanTech He owmnbaTbeA
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@ GOOD EXAMPLE
@ BAD EXAMPLE

\ Hi James,

Just wanted to drop you a note about our awesome new calendar
feature. It’s only available on pro plans at the moment but we think you’ll
really like it. That's why we’ve automatically upgraded your account for
one month so you can try it out.

Hey there Jimmy,

We'd love if you tried out the new calendar feature. It's available to
everyone on the pro plan but if you haven’t upgraded you can do so heir.

Why not give it a spin and let us now what you think Why not give it a try?

Reagards, Dwayne Regards,

j Dwayne




CoBeTbl N0 co3a0aHNKD COOBLLEHNI

. Obpawantecb MNYHO

. ['lepcoHannanpyuTe

. byobTe BeXXNuMBbI

. [oBopuTe no pgeny
[locTapanTechb He owmnbaTbCA
byaobTe akTyabHbl
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Date: November 21, 2014

Subject: Beta access

Dear John,

This September we are delighted to introduce our awesome new calendar
feature for events. Because you are one of our long time loyal customers

we’'d love for you to get early access and give us some feedback on the
calendar.

Please reply to this email before next Wednesday to let us know if you are
interested.

Dwayne

@ GOOD EXAMPLE

Date: August 21, 2014

Subject: Beta access

Dear John,

Next month (September, 2014) we are planning to introduce our
awesome new calendar feature for events. Because you are one of our

long time loyal customers we’d love for you to get early access and give
us some feedback on the calendar.

Please reply to this email before next Wednesday (August 26th) to let
us know if you are interested.

Dwayne




CoBeTbl N0 co3a0aHNKD COOBLLEHNI

. ObpawanTtecb INYHO

. [lepcoHanunanpyuTte

. byobTe BeXXNuMBbI

[ oBOpUTE NO Oeny
[locTapanTechb He owmnbaTbeA
byaobTe akTyanbHbl
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@ BAD EXAMPLE

@ GOOD EXAMPLE

-

Hey there,

This is a bit of a downer dude, but it seems like we has a security
intrusion at the weekend. It looks like one of the interns messed up
applying patches to one of our databases which created a vulnerability.

We’re sure that no customer data was accessed and your billing details
are stored on a different network so no panic there. Just to be sure
though we are advising everyone to change their passwords,

Sorry for the inconvenience

Dwayne

Dear John,

We are writing to inform you we recently confirmed there was
unauthorized access to a ProjectMap database which stored user profile
information. We have since blocked this access and made changes to
our infrastructure so there can be no repeat of this incident. We have
published an article on our blog which we think addresses all relevant
details. No specific action is required of you at this time,

However, we have also just released Two Factor Authentication (2FA) and
we strongly recommend all users enable this feature, to create an
additional layer of security on their account. Additional details are
available in our help center and you can enable 2FA directly on your
account settings page.

Earning your trust through the operation of a secure service will always
be our highest priority. We deeply regret this incident and apologize to
you and all your team who use ProjectMap.

For more on our security practices and policies, click here,

Sincerely,
All the team at ProjectMap




Oby4yeHune n ybexxgeHme nonb3oBaTenen



Xo4yeT genaTb

Cno)XHO coenaTb Jlerko coenaTtb

He xo4yeT oenaTtb



Xo4yeT genaTb

icnonb3oBaTb HOBYIO U4y

[IpoBECTM YPOK B Kacce

[obaBnTb y4EHNKOB
PacneyaTtaTb JIOTMHbI

YyacTtme B onnMmnmage
[lpurnacuTb Konnery

Cno>kHo caenaTthb Jlerko coenatb
CTaTb agMUHNCTPATOPOM [TopennTbcA B coUCETAX
MpurnacuTs poanTenei 3anonHnTb Nnpodunb
OdopmnTb JIK

Murpaumna knacca

He xo4yeT oenaTtb



Xo4yeT genaTb

Cno)XHO coenaTb Jlerko coenaTtb

He xo4yeT oenaTtb



[TpaBnNbHbLIN crocob B
HYy>XHOE BpPeMA




—

B popore I
Panvo, cMapTdoH Ha paboTte
— HacToNIbHbI KOMMNbLIOTEP,
) nnaHLwerT,
— L CMapT@OH

YTpo

TeneBnsop, NaHWeT
CMapTJOH

6:00 18:00

D? B popore

Paguno, cmapTdoH

24:00 Beqep
=| TeneBusop, cMapTdOH




[1TpaBUNbHbIA cnocob

. TenedoHHbIN 3BOHOK
. Cmc/mecceHpyxepsl

. Direct mall

. Facebook

. Push

. Email
In-app
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| lpaBUNbHOE BpeMA

doaKTopbil:

1. HacToTa

2. JlokanbHOEe BpemA
3. KaneHpapHoe BpeMA
4. User lifecycle
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Onboarding

Welcome Follow-up Activation First
message message emaill check-In

1 2 5 4 5 6 7 8 9 10 N 12 153 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30



ConpoBoXXaeHune

Feature Retention Upsell Milestone
feedback request message message message




-BO M0OJ1ib30BaTEJ1EU

KOJ1

OTTOK nosb3oBaTteneun

NOHBb

Nonb ABrycCT CeHTAbpb

OKTABPL



KOJ1-BO JIOTMHOB B OE€Hb

CHMmXeHmne akTMBHOCTU

OnacHan
30HAa

BpemA

HoBbin

[loTEepAHHBLIN



Keep In touch.

8 (915) 095-97-22

alexander.perezhogin@uchi.ru

facebook.com/alexandr.perezhogin

iInstagram.com/volosaty/
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