
U SE RSN A P  ONBOA R DING  T E A R D OW N

I tried Usersnap as a first-time user

who wants bug reports, with

screenshots, from their own app.

NOTE This review is self-initiated. Nobody at Usersnap asked me to do this.
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AC T  1

First impressions
The homepage, signup and three onboarding steps.
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Homepage first fold ACT 1  ·  FIRST IMPRESSIONS

“Nothing costs more than building

the wrong features.” Strong line,

but after reading this, I still don’t

know what Usersnap is? what it

does? or who it is for?

The subheadline stays generic

too.

Abhinav Dhankar abhinavdhankar.com



Trial page: no trial length ACT 1  ·  FIRST IMPRESSIONS

Nowhere does it say how long the free trial

runs. If I know how many days I have, I plan

my experiments around it. 

Google, GitHub or Microsoft, and no

credit card. The signup worked in

one go.

Abhinav Dhankar abhinavdhankar.com



Demo popup on arrival ACT 1  ·  FIRST IMPRESSIONS

It tells me upfront the demo is 4

minutes. Ideal length.

And why “What’s new” when I have

just signed up? I don’t know what

exists yet.

The timing of the pop-up does

not feel right. I am about to

start onboarding. A 4-minute

video now pulls me out of it.

And on top of it, a generic line

do not tell me what is inside the

video and why should I watch it

before onbaording.
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Onboarding step 1: team ACT 1  ·  FIRST IMPRESSIONS

Three steps, clearly

marked.

Four likely options

plus “Other” beats a

long dropdown every

time.

Spacesuit, mothership. The

Star Trek labels are fun, and

the helper text under each

one says what it is actually

asking.
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Step 2: goal options ACT 1  ·  FIRST IMPRESSIONS

Personalised goals

help users reach what

they came for sooner.
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Step 3: audience + Blast off ACT 1  ·  FIRST IMPRESSIONS

Shouldn’t audience come

before goal? Who I want

insights from shapes

what I want to do with

them.

These four options

are clear. I chose

mine within a

second.

“Blast off” keeps the

theme going, and as

the only button

there was no

confusion.
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Landing: samples + checklist ACT 1  ·  FIRST IMPRESSIONS

I still don’t know when my trial

ends.

Sample projects already configured from my

onboarding answers. Personalisation done right.
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Landing: samples + checklist ACT 1  ·  FIRST IMPRESSIONS

Two items are already ticked and I haven’t

done anything yet. Maybe my onboarding

answers did that, but I am only guessing. I

shouldn’t have to.

What happens if I complete it?

Is it mandatory? What am I

missing if I don’t? The

subheading doesn’t tell me

anything.
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AC T  2

The setup
Building the widget, from the first menu item to going live on my page.
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Build editor + preview pane ACT 2  ·  THE SETUP

Step 1 of 4, with three sub-steps

visible. I always know where I am.

The preview pane reflects

every change live.
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Save-before-next dialog ACT 2  ·  THE SETUP

Fair, then why is the next step

button is active in the first place? It

should only get active after I have

saved the step.

I can’t move to the next step

without saving.
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Style step ACT 2  ·  THE SETUP

Every colour and font picked by hand,

widget size options, and I am

experimenting with visuals while the

widget itself isn’t configured yet.

An option to extract the visual system from

my website would speed this up. And this

step belongs after the important stuff.

Abhinav Dhankar abhinavdhankar.com



Intro step ACT 2  ·  THE SETUP

This step and the first one could

have been combined.

A good pre-written message. Saves

time.
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Target step ACT 2  ·  THE SETUP

Display how many times per user? Show

again after how many days? As a first-timer I

am guessing. Knowing the industry average

would help me decide.
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Connect & manage: settings ACT 2  ·  THE SETUP

Settings holds just two controls. The

next tab, Project access, holds one.

Maybe they need to be separate

technically, but as a user it makes the

process feel longer than it should be.
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Publish: snippet + help options ACT 2  ·  THE SETUP

Invite a developer, installation guide,

contact us, all right under the snippet.

Very handy at this step.
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Test page, no widget ACT 2  ·  THE SETUP

Snippet pasted on my page. No widget.
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DevTools hunt ACT 2  ·  THE SETUP

Is it my code? My browser? The snippet?

DevTools, re-pasting, reopening the file.

Why is it not working?

Abhinav Dhankar abhinavdhankar.com



Set project live dialog ACT 2  ·  THE SETUP

After Ten minutes of R&D, I

found the problem. Set Live

button needs to be clicked

to set the project live.
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Snippet copied, closing setup ACT 2  ·  THE SETUP

I did everything that was asked of me, copied

the snippet and closed setup. It never

occurred to me this button was mandatory.
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Set live manually + top-right button ACT 2  ·  THE SETUP

This is the one that matters. The teal “Set

live” button, top right. Nothing in the whole

setup tells me the widget won’t work without

it.

The button looked the same from step 1 to

here. Can I click it at the start? What happens

when I do?

The Schedule block even says “Set

live manually”, already selected.

Manually where? It never points to

the button.
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Widget finally appears ACT 2  ·  THE SETUP

And there it is. Ten minutes of a trial

spent on one button. A PM who

doesn’t push through may think the

product is broken and leave before

the first bug report ever comes in.
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AC T  3

The payoff
My first bug report, from the widget to triage.
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Report a bug ACT 3  ·  THE PAYOFF

The widget worked smoothly. Test bug

lodged with a screenshot in seconds.
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Installed banner + checklist ACT 3  ·  THE PAYOFF

One more item ticked. Two remain, but out of

sequence: 4 is done while 3 and 5 are still

open. No idea why.
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Opportunities: wrong door ACT 3  ·  THE PAYOFF

I wanted to see where my bug

went. I clicked Opportunities,

wrong door, and got another

popup.

Some indication of where to

go after installing the widget

would help.
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Triage ACT 3  ·  THE PAYOFF

Triage is clear. My bug was there with the

screenshot, URL and browser details, and

I always knew my next step.
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Triage ACT 3  ·  THE PAYOFF

Assignee, status and priority sit right in the

side panel. I moved my bug to In progress

and set it to Medium without leaving the

item.

Add an internal note for the team,

or switch to Reply to answer the

reporter.

Send it on to an integration from

the same panel.
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Key findings

What works

Signup in one go, no credit card

Three onboarding steps with clear options

Sample projects set up from my answers

A live preview while building the widget

Help right under the install snippet

Triage options where the next step is always clear

What gets in the way

No trial length, anywhere

A demo popup before I have done anything

A checklist that ticks itself, unexplained

Styling of widget comes before the essentials

Setup steps that could be merged

No pointer to where user's feedback (captured in

widget) lands

The major finding: the widget does not launch on your site until you

press Set live, and nothing in the setup tells you so.



SE L F- INI T I AT E D  R E V IE W

Abhinav Dhankar
Product designer for B2B SaaS

linkedin.com/in/abhinavdhankar

Again, this was a self-initiated exercise. Usersnap had no part in it.


