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Masterclass 3:
How to design super-engaging 
digital products

@BuildingaSubBiz
#SubBiz
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1 2 3FOCUS around 
customer 

engagement

Connect customer 
and commercial 

VALUE

PLAN capabilities 
and ways of 

working

4 5 6DESIGN the 
product with a 
customer focus

BUILD 
incrementally 
and at speed

LAUNCH, learn 
and iterate 

product

7 8 9DEFINE the 
customer 

messaging 
strategy

IMPLEMENT user 
flows

Test and learn to 
OPTIMISE value



Product Definition



User Needs



Opportunity Solution Tree - Teresa Torres

Outcomes and Opportunities



Scope and Constraints
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Business 
needs

Customer 
needs

Technology
constraints & opportunities



Product/market maturity

Novel product
Early adopters = 
sophisticated users

Mature product
Optimisation over innovation

Majority users
Really bad at tech; has to 
be super simple



MEMBERSHIP

MISSION

Inform me

Teach me

Connect 
me

Make me 
feel part of 
something

Listen to 
me Let me help

NEWS
Divert me

Treat 
me

Open up 
to  me

Make 
change

User needs



Iteration

Pencil & paper
Simple 
interactive 
e.g Keynote, 
Principle

HTML POC Beta

Increasing fidelity
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Thank you

How to define a customer 
messaging strategy 

When: June 24th, 2020
Time: 15:00 GMT, 10:00 EST @BuildingaSubBiz

#SubBiz

How to shift an organisation 
into engagement thinking

When: July 1st, 2020
Time: 15:00 GMT, 10:00 EST

sam.jordan@manifestogrowth.com jonny@kaldorgroup.com tim.rowell@piano.io

https://www.eventbrite.co.uk/o/building-a-subscription-business-30208489500
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