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Abstract

Smartphones and applications are becoming more and more popular. Although,
the user knowledge varies. Onboarding has been described in other previous
studies as a tool for costumers to get a better understanding of applications.
This thesis aims to develop guidelines for onboarding by investigating previous
studies and by comparing different applications. By investigating to what extent
onboarding is beneficial for an application, the question of if it is worth the
time and effort for a company to develop an onboarding is discussed. A hi-
fi onboarding prototype will be developed to be able to test the guidelines.
Simplicity, knowledge of the user, smooth navigation and user satisfaction are
a few things that were kept in mind from previous studies when developing
the guidelines. To be able to develop guidelines, questions regarding mobile
devices, application developing, user behaviour and manuals have also been
studied.

Interviews combined with observations allowed for an analysis of the guidelines
by conducting an A/B test. One group of test subjects received an application
with onboarding, and the other group received the same application without
onboarding. The result of the A/B test showed that onboarding helped the
user to find functions that could be considered difficult to locate. The test
also showed that many people often skip onboarding, but people that complete
the onboarding process gets a better understanding of the application faster.
Guidelines for an efficient development of an onboarding are presented. In
conclusion, onboarding is a tool that should be utilized if the developer aims to
allow as many users as possible to understand the full potential of the application
as fast as possible.
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Chapter 1

Introduction

In Sweden year 2017, 85% of the households owned at least one smartphone [1].
Smartphones has practically become a necessity in todays society. Applications
on smartphones are, understandably, becoming more and more important due
to the increasing use of smartphones. In October 2011 the mobile phones and
tablets surpassed the number of laptops and PCs for the first time in history
[2]. However, understanding the full potential of an application is not always
the easiest task. Helping the user understand an application and making sure
that the use of a given application becomes a good experience, might have an
impact on the customers decision when they are deciding whether or not they
will continue using the product [3]. Onboarding can be used as a tool to enhance
the user experience by providing the user with, for example, instructions on how
to complete a specific task.

The variety and additions of new applications and services increases, and conse-
quently, onboarding is becoming more important. Onboarding can be a way to
make an application successful, but at the same time, there is a risk that badly
implemented onboarding can result in a poor user experience.

This thesis aims to investigate onboarding, to then be able to develop guidelines.
These guidelines will hopefully help to know what type of onboarding should
be used when developing an application with onboarding to simplify and save
time for companies or independent developers. Onboarding varies and there
are different ways of using onboarding. To be able to study onboarding, an
onboarding process will be developed both visual and by text. The process is
going to be tested on an existing application that the company The Mobile Life
has developed, called Royal Walks. This application is recently released and the
original application is not developed with onboarding. The guidelines are going
to be tested by conducting an A/B test, and a hi-fi onboarding prototype will
be developed for the test.
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1.1 The Mobile Life

This thesis will be written in collaboration with The Mobile Life at their office
in Stockholm. The Mobile Life is a Sweden based company started in 2005, and
today they have offices in Europe and Asia [4]. They started the company with
the belief that mobile phones would be the world’s preferred communication
tool, and it is easy to argue that they were right. The major services and their
expertise is within mobile bookings for the airline industry. They create, design
and develop mobile solutions for clients all over the world, and are an in-house
research development company, focusing on iPhone, iPad and Android devices.
Their combined apps has been downloaded millions of times.

They have been nominated to entrepreneur of the year (2009) in Sweden and
nominated as Swedens best mobile development company 2013, 2014, 2015 and
2016.

1.2 Problem statement

Today it is easy to come up with an idea and create an application without
much knowledge when it comes to developing applications. A huge number
of applications are not being used, 90% of applications are used only once [5].
There are different categories when it comes to applications, to illustrate, a lot
of applications today the users have to log in, and 50% of the users that logs
in for the first time does not log in for a second time [6]. To lose half of the
users after making them log in once and knowing that they are not going to
log in twice is a problem. If a user downloads an application they probably
had some ulterior motive. Onboarding can be a helpful method to sustain the
userbase.

Onboarding is a universal problem that every software faces. Onboarding is
a process that all the users are going to go through in some way. Thousands
of users will probably run into difficulties with onboarding in an application
[3]. One problem that occurs is that companies spends a lot of time designing
and developing applications. On the other hand, they forget how the user is
going to communicate with the application. If there are a number of functions
that are customized for something specific, it is easy to forget as a developer
and designer to lift up the importance of the functionality [3]. Notably, in the
software business there is a phenomenon known as the ”aha moment” [7], which
explains the feeling a user should experience whilst using the application. The
goal is to maintain the userbase by making them feel as comfortable with the
applications as possible. However, the ”aha moment” often comes to late in
the application [7]. With this in mind, there are lot of users that probably
have already stopped using the application because they did not feel the ”aha
moment” fast enough.
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1.3 Objective

The aim of this thesis is to analyze measurement values for successful onboard-
ing. To achieve this purpose, a process that one can follow when developing an
application with onboarding will be created.

Data will be analyzed by comparing one application before and after implemen-
tation of an onboarding, optimized for targeted measurement values. Onboard-
ing will be investigated through an A/B test. The aim is to use this test as a
tool to help fulfill the thesis objective. The test will allow for a better under-
standing of onboarding and specific functions, depending on if the application
the user has is with or without onboarding. This will hopefully also identify if it
is better with or without onboarding. Does it simplify for the user to find func-
tions that might be hidden in the application or do people not even go through
the onboarding?

To determine if the guidelines that will be created can help the company to
develop onboarding more efficiently, an investigation will be conducted on the
application called Royal Walks. For example questions as; do people skip on-
boarding, or does it raise the amount of people that uses functions in the appli-
cation, will be a part of the investigation. The first step is to develop guidelines
that one can use when onboarding is going to be implemented on an application.
In this case the guidelines are going to be tested on the application called Royal
Walks to enable the developers to implement an onboarding for this type of
onboarding.

To fulfill the objective of this thesis, a number of research questions will be
investigated.

1. What measurement values can help us understand the usage of an appli-
cation and how can we determine if onboarding is useful or not?

2. Can onboarding be helpful to allow the user to use the application to its
full potential?

3. How does one help users to discover hidden functions in the application?

4. How can one develop a successful onboarding process?

1.4 Limitations

One of the research question is regarding the onboarding process itself. This
process will be tested on one application. The fact that the results will not be
compared to the results of a test on another application constitutes a limitation.
The implementation of the onboarding based on the guidelines will be analyzed
once. This limitation occurs due to time-limitation with the thesis.
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Another limitation that needs to be highlighted is regarding the analysis of the
results from the users. It is difficult to test the application on the target group
of the application. Instead, the test will be conducted with people that have
not downloaded the application before.

When it comes to the guidelines that has been developed a limitation is that, I
the writer, have compared onboarding on a number of applications. Logically
they are to many and it is not possible to compare all the applications that has
onboarding. Therefore, the applications that has been chosen for the develop-
ment of the guidelines are popular applications on App Store (for iOS operating
system) and Google Play Store (for Android operating system).

One more limitation worth to mention is that the test subjects will adapt when
testing when they know that it is a test. Therefore, the test subjects that
conducted the test with onboarding will probably not skip the onboarding, this
is also discussed further in the thesis.

1.5 The application

For this thesis, an application that has been developed by The Mobile Life
will be used for the study to investigate the effectiveness of onboarding. The
target group of the application is tourists that visit Stockholm, Sweden, more
specific the Djurg̊arden area. The application will help the tourists that comes
to Sweden to be aware of the touristic activities that are located around the area
Djurg̊arden in Stockholm. With the application, tourists can access information
regarding attractions that exist in this area such as Swedish culture, nature and
royal history. Some of these attractions are normally quite difficult to find. The
application will allow the users to keep themselves informed so that they do
not miss the attractions they are interested in. The aim with the application
is also to offer a pleasant walk with beautiful views around Djurg̊arden. This
application was released during the summer 2018, because a lot of tourists
come to Sweden during the summer, and there are more attractions available
compared with during the winter. However, the application will be available
during the whole year.

Below are a number of pictures of the application, how it looks as of 2018-09-04.
This is the original application without onboarding.



1.5. The application 7

Figure 1.1: Print screens from the original application that is being used in this
thesis.



Chapter 2

Theory

In this chapter the topics that will be studied during the preparation of this
thesis are presented. Literature and previous research in this field will be fun-
damental for the understanding of the concepts discussed. The topics will be
investigated by studying previous research through papers and articles from
Google Scholar, Ume̊a University databases, as well as books written regarding
onboarding and recorded lectures available on the internet.

As previously explained this thesis aims to develop guidelines which can be
used as support when developing an application with onboarding. For example,
depending on what type of application the developer is creating, how should the
onboarding be implemented?

2.1 UX, Onboarding

Onboarding is a term that comes from the organizational socialization world.
Organizational socialization is a process where new employees move from being
organizational outsiders to becoming insiders [8]. This is something that one can
connect to onboarding in UX, that refers to the knowledge, skills and behaviours
the companies need to succeed in their onboarding [8].

Among other things, companies spend a lot of time and money when it comes
to hiring someone, this is because they have to spend time to teach the new
employee how everything works [8]. If you have a good instructor for the new
employee, this phase is going to be fast and the new employee will hopefully
thrive at their new workplace very quickly. Onboarding in UX is quite similar to
the previous but with an application. It takes both time and money to develop
an application and in the end one wants the user to appreciate and to use it
consistently.

8
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Onboarding is a process that can help the user to get more comfortable with the
application in a smoother and hopefully faster way. Time is important when
it comes to new digital environment, the first minutes that the user spends is
fundamental for the user experience [9]. By providing support and help, the
user is motivated while using the application, onboarding is therefore a way of
helping the user to become an effective user of the application [9]. To illustrate
different steps that an onboarding can go through is for example [9]:

• How to log in or register.

• Identifying important functions.

• How to navigate in the application.

• How to fulfill the need the application aims to satisfy.

The steps above can vary depending on what the main idea of the application is.
The creators of the application should adapt the onboarding to the application
depending on what is important to let the user know.

Onboarding can be instructions in different ways. For instance, an introduction
where you swipe in the application to get more information about the functions
or introductions that points at different functions and explains them in a short
way. Furthermore, onboarding is so much more than tooltips pointing on but-
tons and menus, it is about helping customers be successful [3]. It is common
to implement onboarding that only appears the first time you open the applica-
tion with the added function to allow users to skip the introduction. However,
onboarding does not have to be an introduction in the beginning of the applica-
tion. An onboarding process could also be started the first time a user chooses
a specific function in an application, as some more advanced functions likely re-
quires a deeper understanding than basic functions. Moreover, if the functions
in an application are self-explanatory, and the user can achieve the goal or fulfill
the need the application is made to satisfy without any problems - onboarding
might not be needed at all. The question is, how often does this happen, and
does it happen in the same applications for all the users? Importantly, a suc-
cessful onboarding cannot be based on what the developer or business want, it
must concentrate on the different users needs [3].

Onboarding is a significant concept when it comes to UX. It is easy for the
developer and the designer to develop an application that for them have obvious
functions. On the other hand, the user may think that the functions in an
application are not that obvious [7]. It is important to develop and design for
the user. If the user is not satisfied with an application they will probably not
use it. The users are fundamental for a company developing applications, if
they do not have users the application is worthless. The user experience can
be improved by using onboarding, if there is a good onboarding implemented
in the application the user may adapt to the application faster. Hopefully, this
makes the user satisfied with the application and use it more frequently. Below
are five steps listed in the book Intercom [3] which can be used to improve
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onboarding:

1. Understand the different needs your product is used for.

2. Understand what success looks like for each of these needs.

3. Design paths guiding them through the features that help the users achieve
these goals.

4. Communicate with users to help them fulfill their needs.

5. Have an early warning system for new users.

With this in mind, onboarding can be used to change peoples attitudes towards
an application. If one can make the user successful with onboarding, it is more
likely that the application will succeed. To summarize, how the user sets up the
product, how the users learn about it and how the users will use the product
in the future is what onboarding is all about. The goal with onboarding is
to effectively and efficiently help the users of a small device feel that their
needs are fulfilled by using the application they integrate with [3][7]. Below are
pictures that illustrates how an example of an onboarding process can look in
an application.

Figure 2.1: An illustration of how onboarding can look like. Inspiration from
the application Slack [10].
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2.2 Mobile devices

When it comes to developing an application for mobile devices one has to think
differently compared with designing for desktop devices. Colors and fonts are
illustrations of design that does not have to be different from the web page to
mobile application [11]. On the other hand, going back to previous action, the
menu, content with a lot of text are examples that can be more complicated in an
application as the mobile devices are normally smaller than the desktop device
[12][11]. Having a smartphone also means touch screen and not buttons. It is not
always easy to click on right function, which makes it even more important to be
able to go back if the intention was to click on another function [12][13].

The environment where one uses the desktop in comparison with the environ-
ment where one uses the mobile devices is also different. Desktop devices are
usually used at the office or at home, but the mobile devices are usually used in
more ”distracting” environments and the designer should keep in mind that the
environment conditions can differ a lot depending on where the device is being
used [12]. With that said, when developing and designing for smartphones the
user is probably going to share their attention between things that are happen-
ing in the application at the same time as things that are happening around the
user. The time of using an application can be very short, and it is important
that the user can do things fast without much thinking [14]. Designing for en-
joyment is a part of good user experience and an appealing application attracts
users.

2.2.1 Guidelines, golden rules

Guidelines are common when it comes to interface and interaction design. The
golden rules of interaction design consists of eight principles that has existed for
a long time [14] and are further explained below. Since they are old guidelines
and not directed to mobile devices, some people have tried to change the rules
so they can be applied in mobile devices [11]. The rules adapted for mobile
devices were rewritten having the original golden rules in mind [11].

The older golden rules consist of a few different ideas of what to think about
when it comes to designing. The rules are well written, which keeps them useful
although they have become somewhat outdated with the recent technological
development. When designing and developing a product one should be as con-
sistent as possible with for example the colors, the menu, fonts, layout and
so on [11][14]. The golden rules also talks about adapting to different kind of
users and that it is important to have in mind which users of the product are.
Age, experience, and disabilities are examples of different traits that separate
different kinds of users. Having that said, it is important to have explanations
to the functions or shortcuts to raise the user experience and quality of the
product. Feedback is significant when it comes to designing. For every action
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a user can do, there should be some kind of feedback. The feedback should be
there regardless of if a function is used often or rarely used. How the flow of
an application is connected regarding the beginning, the middle and the end
will impact the overall feel of the application. To give an illustration, while
shopping online one has to start with choosing out clothes that one wants to
purchase, the middle part is when the items are in the shopping cart and the
end is when the customer commits to pay for the wares chosen and a receipt is
received. It is a clear flow of how to go from the beginning to the end of the
action. A simple and easy-to-follow flow minimizes the possible mistakes a user
can make, and the less errors a user encounters, the better the application will
be experienced. For instance, if some letters are not acceptable when writing
text, it can be shown in a clear way. If some functions are not available when
being in a specific state or a specific country, show it by making it gray or
different from the other functions that are more important. If an error occurs
while during the usage of a product, it should be clearly shown and the user
should be informed about how it can be reverted to the normal state. Last but
not least, the golden rules also mention the short-term memory humans have.
It is said that the human brain can remember seven plus-minus two things of
information. With this in mind, simple design and a not to cluttered view on
a specific spot will allow the user to remember the functions and in that way
remember the whole product [14].

While the golden rules are still considered applicable even though they are old,
it does not mean that they are unusable. When designing for a mobile device
the mentioned rules are important. They are always good to keep in mind when
designing and developing an application. However, one might have to expand the
basics and apply a few more rules when it comes to developing for a smartphone
device to better suit the process of developing and maintaining an application.
To illustrate, the rules mentioned earlier covers consistency, the consistency
should also be the same in multiples platforms and devices [11].

2.3 Developing applications

Beyond the information that is written above about the applications, there are
more things a designer should have in mind when developing an application, to
be able to fulfill the users needs [15]. It is important for the user to be able
to adapt the functions and customize the application. Having different ways
of customizing an application will hopefully satisfy the user [16]. The most
important requirement when it comes to developing an application is that they
have to be easy to use due to the increasing use of smartphones [17].

There exists a lot of different types of smartphones and it is necessary to re-
member all the different ways an application can be used. This makes it even
more important when developing an application that the design is adapted to
the application, which is a big challenge [15][18]. Also having in mind that
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smartphone screens vary, not only the display but also the operating system
[19]. Smartphone users wants to do things fast and without any problems, and
an application can not use the functionality in the same way as one can use
in a traditional website [15]. This leads to the importance designing has when
it comes to an application [18]. When developing an application the user ex-
perience is the main focus, this means that the experience a user has with the
application and the environment around the user, is something that one has
to focus on [20]. Screen size, processor, battery and storage might affect when
looking at user experience, this is why one should try the application in different
smartphone devices to be able to understand how this will work for the users
that uses that kind of smartphone [20][19].

The colors of an application is one of the most important choices that a designer
has to make when designing an interface [21]. When the users downloads the
application the first impression of the application is important, and what can
have more impact on the first impression than the colors that are used in the
design. One type of communication is using specific colours, as depending on
the gender, the colors will have different meanings to different users [22]. A
few colors are more liked both by men and women. Blue is well-liked by both
genders, while orange is disliked by both. In general, bold colors are preferred by
men and soft colors are preferred by women [22]. Furthermore, when choosing
colors it is important to keep in mind what reaction the customer is expected
to have towards the color and not simply focusing on the color itself [22]. For
instance, light colors with light colors might not be the best combination due to
the impact on how easy it is to differentiate between text and background [23].
One idea when choosing colors is to divide them into in primary and secondary
colors for the application [23][24]. This helps the designer to know what color
should be used where. The primary color is the main color and the secondary is
used when one wants to distinguish the product. The secondary color is often
used for example buttons, highlight selected text or links [24].

One has to think about the people that are color-blind or that has some kind
of visual impairment. It should be relaxing for the eyes when looking at an
application, not having to strain the eyes to see the difference between the text
and the background color [21].

One person known for his designing laws is Steven Krug, three of his laws when
it comes to usability and user experience are mentioned below [25]. They explain
in a short way what to think when developing an application.

1. ”Don’t make me think”

2. ”It doesn’t matter how many times I have to click, as long as each click
is a mindless, unambiguous choice”

3. ”Get rid of half the words on each page, then get rid of half of what is
left”
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2.4 User behaviour

Understanding the users is not always the easiest for companies developing ap-
plications. However, it is very important to have good connection with the users
[14]. One has to remember that people learn, understand and solve problems in
different ways. Some problems that can be obvious for a developer as placing a
function in the menu, is not necessary a good solution for the user [12]. Even
though people have the same kind of smartphone with similar functions, they
are going to use the phone in their own way. The functions will be adapted for
their own needs and lifestyles [15]. Users mixes the functions and matches the
functionality in different individual ways even though they have smartphone of
same kind [16]. First time users are the ones that uses the application for the
first time. This does not mean that they have never used an application before
but they might have not used an application similar to the one that they are cur-
rently using. The beginners are the users that normally have poor experience
with applications, usually older people who has limited computer experience
[14]. On the other hand, almost all the people that downloads an application
for the first time are beginners, and sadly a lot of the users do not stay on the
application for a long time, people usually do not want to be beginners and
definitely do not want to be beginners for a longer period of time [26].

One big challenge when developing a new application is the interface that has
to satisfy all the users in the target group. In this situation onboarding can be
helpful, and will help both the users that has no experience with applications
and users that have experience [26]. People today adapt to new technology
easily - maybe with a little bit of frustration but at the end people go through
it and uses it normally. To give an illustration, one probably gets in touch
with buttons, interfaces and different remotes during one day and sometimes
you have to read instructions. Other times you just try it out until you get it,
and a few minutes later you are probably using it without thinking about the
problems that you encountered earlier [27]. With that said it is not impossible
to develop an interface that can fulfill the users requirement and needs without
knowing the peoples life history [27].

Below is the result from an investigation that was made to find out what users
feel is a problem when it comes to applications (having in mind that this was
made 2004) [15][21]:

• Information overload - To much information, leads to irritation instead of
utilization of the information. The information has to be relevant to the
application due the space on a little display is limited.

• The technology is too complicated - The development of the technology
is very interesting for the people that has an insight in the development.
For people that do not has that much insight can lead to a feeling of
complicating and difficult to use.

Another thing to keep in mind when it comes to user behaviour is that people
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act different depending on the environment. Often are usability tests not done
in the environment the product is going to be used in. This can mislead the
results from the test as it is difficult to implement a normal life environment
and interruptions into the testing [28]. Users act different and it is impossible
to make all the users happy, but at least one can try to make as many users in
the target group as satisfied as possible.

2.5 Manuals

When buying a new product, a manual is normally included. The question is
how many actually reads this manual? Users of any kind will probably try to
avoid the reading of instructions to learn about a product [29]. Even though
this reference is from a long time ago they did know already in that time that
people are lazy when it comes to reading instructions. When you are using a
product that is new but similar to one that you has being using before you will
probably just start trying to use it as the one that was similar. The problem
here is that the person will miss some functionality because they are using it as
the one that is similar to the new one [29]. The goal with a product is that the
user can use the product to its full potential but the users are probably going to
use knowledge from earlier and try to find functions that they recognize. This
is not the behaviour from the user that developers of a product wants the users
to rely on, they want the users to easily find new functionality and not use the
usual ones.

Manuals are used to inform the user about the functionality of the product
[29]. As previously mentioned this is an old reference and they write a lot about
manuals, but the thing is that this case works exactly the same in today’s gener-
ation. Even though it is not a manual this thesis is about, there are similiarities
between manuals and onboarding. If the products goal is to facilitate for the
user, the user will probably not have the time to read thorough a manual since
this takes time [30]. When it comes to onboarding, people just want to try
out the application and not read instructions even though it maybe will help
them. People has to be interested in the application and wanting to learn if
they are going to give the instructions a chance [31]. Therefore, onboarding has
to be simple and get to the point fast. The developers usually thinks different
comparing to the users, everything would be so much easier if the users read
the instructions, the developers are trained to think more logical [31]. This is
why usability testing is important when developing an application. The users
usually thinks different in comparison to the developers and designers.

So what does one do to make the onboarding process easier for the user? First
things first, simplicity should be applied as early as possible. A simple onboard-
ing minimizes the risk of overburdening the users and results in a better chance
to keep the users satisfied [5]. As mentioned above, users are often lazy when
it comes to reading instructions. Therefore, it is also important to understand



2.5. Manuals 16

the user and what they need from the product [5]. As with manuals, the user
wants to understand the products from the first use. If the manuals are poorly
written, the user may not have the patience to read it again. Consequently, the
same thing applies when it comes to onboarding [5]. Everything is about the
user, if the customers do not see the value in the product, it will not matter if
it is the best product in the world.

To summarize onboarding and manuals:

• Keep it simple.

• Get to know the users.

• Plan the process so it gets right from the beginning.

• It is not about marketing the product, is about satisfying the user.



Chapter 3

Methods

In this section the process of conducting the study will be presented. It consists
of five main sections; 3.1 Overview of methods, 3.2 Literature Study, 3.3 Guide-
lines development, 3.4 Onboarding on Royal walks, 3.5 Qualitative analysis and
3.6 A/B test. The different sections will be presented and explained as to why
these were fundamental parts of this thesis.

3.1 Overview of methods

During the study, an application called Royal Walks was evaluated. The process
of how the evaluation was conducted was divided in different steps. The first
step was to get a better understanding of the research area, how onboarding is
used today and how it has developed during time. To accomplish this, reading
articles and books to get a better understanding was required to reach a deeper
understanding of the field of study. How the literature studied was collected
will be explained in section 3.2. How the guidelines were developed will be
explained in section 3.3. How the hi-fi onboarding prototype was developed
and implemented will be explained in section 3.4. After collecting a lot of
information of the research area that was chosen, an analysis of the A/B test
was conducted on the existing application. This will be explained in the section
3.5. After the implementation of the hi-fi prototype of onboarding, data was
collected both with and without onboarding, and an A/B test was conducted,
the test will be explained in section 3.6.

17
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3.2 Literature Study

Literature and previous research in the field was a big part of this thesis. The
topic was investigated by studying previous research through papers and articles
from Google Scholar1, Ume̊a University databases2 as well as book written
regarding the research area. To get a deeper understanding of how analytics
and onboarding is used in practical ways by companies, videos regarding the
topics were also used during the literature study.

An illustration of words that where used during the search of studies were: User
experience, UX, user onboarding, onboarding, user onboarding UX, onboarding
process, UX onboarding, A/B testing, analytic, qualitative analysis, interview,
observation, interview questions and other similar search parameters.

In this way a good base for the thesis was collected. The information that
was collected and the information relevant to this thesis was interpreted and
summarized with the writers own words.

3.2.1 Traditional quality work

This thesis was made as a traditional quality work, also called PDSA (Plan,
do, study, act). The idea with a traditional quality work is that one follows
four different steps; plan, do, study and act. This type of work was invented by
Edwards Deming [32]. PDSA is usually used for testing and implementing, and
is a cycle that one can follow in many different types of tasks. In this case it
was used for a thesis but it is of course not limited to this type of task and can
be used as a tool in many situations.

The first step was to Plan. By planing what was going to be studied and
how the thesis was going to be structured. This step had to be done carefully,
planning a thesis that will be conducted over the course of 20 weeks is not a
simple task. When planing one should have in mind that things are going to
be different than planned, but when the plan was made it was made so it could
be adapted without compromising the original purpose of the planning. It was
planned with time changes in mind. The second step was to Do. The writer
prefers to call this step ”do and implement” for the purpose of this thesis. This
step is where the onboarding guidelines were developed and implemented in
the used application. This was done to be able to get a better understanding
regarding onboarding. The guidelines were developed based on the literature
study regarding onboarding, and an onboarding prototype was developed based
on these guidelines that was implemented on the original application Royal
Walks. The third step was Study. After the onboarding was implemented, the
results from the onboarding was analyzed to be able to fulfill the thesis objective.
The last step was Act. In this final step of the process, the result from the

1https://scholar.google.se/
2http://www.ub.umu.se/
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interviews and the A/B test were discussed. For example, if functions that was
supposed to be used were never used, what the reason could be. [32]

The explanation above is an example of how the PDSA cycle was used in this
case. The idea of the cycle is to repeat the cycle several times, not only to go
through step by step only once. The cycle explained above, is an explanation
of how the thesis went on in the grand picture. Below is a visual representation
of the PDSA cycle, and what to think about in each of the steps when it comes
to this thesis.

Figure 3.1: The PDSA cycle [32].

3.3 Guidelines development

The guidelines developed are based on the research conducted as the basis for
this thesis. Onboarding is something that is used in a lot of different applica-
tions. A difficult part was to know which applications one should investigate
and analyze to be able to develop own guidelines.

As mention earlier, it is impossible to investigate all the applications that exist
and has onboarding implemented. Therefore, some of the most popular ap-
plications were used. The applications that were popular during the period
of time this thesis was written were: Snapchat, Instagram, Pintrest, Klarna,
Avanza, Paypal, Netflix, Twitch, Vimeo, Wish, Shpock, IKEA, Slack, Post
Nord, LinkedIn job Search, Airbnb, Google Maps and Tripadvisor. These ap-
plications are chosen from different categories, and the categories that are chosen
are; Social, Economic, Entertainment, Shopping, Business and Travel and local.
Also, a few of the main functions in those applications were used in the table to
be able to understand what the onboarding in the applications concentrate on
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when it comes to the explanation in the onboarding. The functions that were
used for this investigation were: Log in, sharing, camera, search, bills, shares,
payments, videos, purchases, chat, bookings, GPS and tips. To be able to know
what was important to investigate a table was made with different categories,
applications and function an application can include and what people use those
different applications for, see figure 3.2 below. The applications were down-
loaded and investigated on an Android smartphone (Samsung Galaxy S8) or on
an iOS smartphone (iPhone 5).

Figure 3.2: The table that was used during the investigation of onboarding from
different applications.

Based on the results from the table above, guidelines were developed to be
able to develop an hi-fi prototype for the Royal Walks application. The table
was used to be able to understand the importance of different functions in the
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application and what was highlighted in the onboarding of an specific appli-
cation. When compiling the functions and onboarding used, it allowed for a
comparison with the findings of the literature study done in section two. The
literature study in combination with the table was a help to be able to develop
the guidelines.

3.4 Onboarding on Royal Walks

The guidelines served as a base line when developing the hi-fi onboarding proto-
type for the Royal walks application. In this thesis, the guidelines and the study
served as a substitute for a lo-fi prototype that is commonly used in a design
process. The hi-fi onboarding prototype was made in Sketch from scratch. To
be able to develop an as good as possible hi-fi prototype for the client Royal
walks, the prototype was discussed with an experienced designer several times.
The designer is the one that has designed the original application and has all
available knowledge regarding the Royal walks application. The discussion and
the designing was continuous. A hi-fi prototype was designed from the guide-
lines, it was discussed with the designer to be able to know what was good
or what could change, and the process was to be repeated over and over until
the result was satisfactory. At the end, both the designer and the writer of
this thesis that developed the onboarding prototype were satisfied with the hi-fi
prototype onboarding, and considered it as finished. The onboarding was then
implemented in the application Royal walks by a developer as a test version
(not published), to allow for an A/B test to be conducted in order to analyze
the onboarding.

3.5 Qualitative analysis

In this thesis, the analysis of the A/B test was a significant part of the project
to allow for the fulfillment of the main objective. In order to understand if some
functions that exist are not being used and in that case, why people do not use
these functions. By analyzing the application, it will be possible to know which
functions are not being used in the way that the developers intended. This will
be noticed by gathering information using qualitative analysis.

The aim with the qualitative analysis is to investigate how to help the users
to find the functions at the earliest stage possible - and to allow for an investi-
gation and analysis of the onboarding guidelines that were implemented in the
application. The users are either going to have the original application or the
one with the onboarding prototype. In all other aspects, the application will
look exactly the same.

The test subjects for the analysis amounted to around 10-15 people in total,



3.5. Qualitative analysis 22

to be able to conduct a proper A/B test. The groups will have 5-7 users each
to be able to compare the results. When using qualitative analysis it is more
important to have done good interviews and observations than simply testing
as many subjects as possible [33][34]. A quality analysis was chosen because
there will only be one test due to the limitations earlier described.

3.5.1 The interview and observation

The interview will be a semi-structured interview which means the interviews
will be conducted with one person at a time [33]. While asking the questions,
an observation will also be conducted. The writer will take notes of how the
user uses the application [34]. The users will be asked to ”think out loud” while
preforming the test which means that if they are comfortable with speaking out
loud what they are thinking, they are allowed to. Before starting the investi-
gation the users were informed that the information was going to be used for
this thesis and would be totally anonymous. The only information that was
gathered about the test subjects was the age [33]. The interview was started by
telling the test subjects a little bit about the application without telling them
exactly what it is about. They were told where the application was intended to
be used. The test started with:

”You are in Stockholm and you want to know more about Sweden and its history.
Today you will imagine that you want to go to Djurg̊arden in Stockholm to learn
more about Swedish culture, history and take a nice walk.”

With that said, they understood where they were and why but not what the
application was about. After the introduction they were given the smartphone
and they started the application. The test subjects tested either the application
with or without onboarding, it was random who tested which version. When
they started the application, the people that received the version with onboard-
ing had the time to go through the onboarding before the questions below were
asked. The people without onboarding were instructed not to click around in
the application just to look around at the first view and the questions were
asked immediately after opening the application:

1. What do you think is the purpose with this application?

2. Which functions do you think are the most important ones?

The next step was that the test subjects were given some time to click around
in the application for a few minutes while being observed. At the end, the
following questions were asked:

3. What is the first thing you want to do when you open the application?

4. Can you find ”Waterline walk”?

5. Can you find points of interest?
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6. If you know about a specific point of interest that you want to visit, how
will you do? (e.g. can you find the popular point of interest that is one of
the ”Buildings and constructions” and is called ”The Djurg̊arden Bridge”)

7. Can you add something to favorites?

8. Was it easy or difficult to find the favorites function?

The most important thing to do here was to observe how the test persons acted
when they were asked the questions. How do they do to find the functions and
how they navigate in the application. The reason why only a few questions
were asked was because the important part of the interviews and observations
was to investigate the functions that were designed in the onboarding to be able
to compare if there is any difference between the application with or without
onboarding. After the questions above were asked the last question was:

1. Test with onboarding: What did you feel about the introduction in the
beginning of the application? Do you usually go through this kind of
introduction in other applications?

2. Test without onboarding: Do you miss something to be able to understand
the aim of the application as fast as possible or did you understand the
aim easily?

By analyzing the application Royal Walks with a qualitative analysis, the on-
boarding guidelines were evaluated to see if the guidelines would work with
applications similar to the Royal Walks application. The test allows for an
analysis of only the functions that the writer and the company wants to be
analyzed on the application Royal Walks.

3.6 A/B test

To achieve the above described scenario, an A/B test was conducted where the
users were tested both with and without onboarding. An A/B test is where
users/customers are randomly selected to test a version A or a version B of the
product [35]. The idea of A/B test is to compare two different results when
people are using the application. In this case the group A used the application
Royal Walks as it is today, the original one. Group B got to test the application
with an onboarding process implemented. To be able to perform an A/B test,
an onboarding prototype was based on the guidelines that were created to fulfill
the purpose. The test was conducted to detect if there were any differences
before and after adding the onboarding. The A/B test was conducted to allow
for analyzing the results. Data was collected with help of the interviews and
observations during one week (2018-09-29 to 2018-10-07). Visual representa-
tion of the original application without onboarding can be seen in section 1.5,
figure 1.1. Below, in section 4.3, figure 4.5, is the visual representation of the
implemented onboarding.



Chapter 4

Results

4.1 Table result

Figure 4.1 below is the table result from the figure 3.2 that was used for the
investigation of onboarding on other applications. The main focus was to inves-
tigate the different functions the applications had and what kind of onboarding
they were using if they had an onboarding. The table includes the most popular
applications for iPhone and Android.

To summarize the results from this investigation, most of the applications on-
boarding in one or another way and the majority use the ”Swipe-Onboarding”.
In regards to swipe onboarding, the amount of swipe pages varies. Some have
three, others have up to five. Usually it is not more than five, at least not in the
applications that was tested for this thesis. The results showed that it did not
depend on the content of the application if they were using ”Swipe-onboarding”
or ”Pilar-onboarding” (Arrow-onboarding). No interconnection between the
content of the application and which type of onboarding used was noticed in
the result.

24
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Figure 4.1: The table-result when investigating onboarding on popular applica-
tions.

4.2 Onboarding guidelines

Based on the investigation of how onboarding is normally implemented, a pro-
cess has been developed. These guidelines can be used when an application is
going to be developed and when the aim is to include onboarding in the ap-
plication. The process is the result of comparing different applications with
onboarding and reading about the best ways of developing onboarding. The
websites called ”Mobbin design”1 and ”Behance”2 has been used as inspiration.
Mobbin design is a website where they have existing application both applica-
tions with and without onboarding. The websites has been used to evaluate
different applications that uses onboarding. The guidelines are the results of
comparing different applications and categorizing them in different categories
depending on what the aim of the application is. Another website that has been
used for the development of the guidelines is ”User Onboard” 3. This website
lists a lot of applications and discusses the implemented onboarding in different
applications. The website ”User Onboard” influenced the final guidelines that
were developed.

The guidelines presented below in figure 4.2 are the results from all the inves-
tigations that has been done during this time. To present the guidelines in an

1https://mobbin.design/
2https://www.behance.net/
3https://www.useronboard.com/
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understandable and useful manner, a workshop-flowchart was chosen in combi-
nation with a few important sentences of ”Do” and ”Don’t” when it comes to
onboarding. The guidelines starts with five general important things to have
in mind when designing an onboarding. By having these five questions and
sentences in mind, one may easily design a good onboarding. These questions
and sentences are the result from the whole investigation when it comes to
onboarding in general.

The ”Do” and ”Don’t” are more specific sentences when designing onboarding.
Some things are more important to have in mind than others. The first group
of guidelines that has been written are guidelines in general for onboarding.
These does not depend on anything, they are applicable on any application that
is being developed with onboarding. The second group of guidelines are for
more specific functions that an application has. For example, if the login in the
application is one of the most important functions, it is important to give the
user information of what is accepted as a password. The user should be able to
know what the password has to include to be accepted. This is more specific for
applications with log in functions, therefore, these types of specific guidelines
are separated from the general guidelines. When using the guidelines it is also
important to use a language with a good tone and on a reasonable technical
level, and to have in mind what kind of application the onboarding is developed
for. To give an illustration, in this case the Royal Walks application is an
application that belongs to the Royal court, therefore it is important to write
sentences in the onboarding that are suggestions and not calls, for example:
”You can do this...” and not ”Do this!”.
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Figure 4.2: The developed guidelines.
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4.2.1 Onboarding Types

Two different types of onboarding were investigated. The biggest difference
between the types was if the developers wanted the user to log in/create a
log in or if they highlighted a function for the user to focus on, usually used
when the application is updated with new functions. The guidelines were earlier
presented. One of these two types of onboarding was more frequently used than
the other one. The guidelines are developed with the most popular onboarding
in mind.

The picture of the onboarding in figure 4.4 is an illustration of what type of
onboarding is used most the ”swipe-onboarding, figure 4.3 is an illustration of
how the the ”Pilar-onboarding” can look like.

Figure 4.3: An illustration of pilar-onboarding
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Figure 4.4: An illustration of swipe-onboarding

4.3 Onboarding hi-fi prototype

To give the reader a better understanding, pictures of how the application looked
with the onboarding that was tested are presented below. These pictures shows
the result of onboarding after the implementation of the guidelines that were
created. The prototype was developed in Sketch. The onboarding is simple
as the client wanted an as clean as possible design. The onboarding below
does not have any buttons until the end of the onboarding. The only ”button”
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is the X up in the left corner. The first view shows the main idea with the
application which is the walks that can be followed in a map. Also, the points
of interest are important for the application and this is shown in the first view
but also in the second view. The second view in the onboarding shows the
most important function in the application which are the walks that you can
be guided on with the application. This to attract the users to wanting to go
on these walks. The third page is about the points of interest and how a user
is able to search for specific attractions they want to see when walking around
on Djurg̊arden, Stockholm. The third page highlights the ”Favorite” function
that the application has. If you are walking around and found some places to
be more interesting then others, it is possible to save them as favorite, either to
visit it again or to recommend them to a friend. Last but not least, the fourth
page welcomes the user to the application. This is a summary of the important
things in the application in one page and to remind the user one more time
about the points of interest, favorite and to take a walk in Djurg̊arden, learning
about the Swedish nature, culture and royal history.
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Figure 4.5: The hi-fi onboarding prototype of Royal Walks application.
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4.4 Interview result

In total 12 people were a part of the test plus one pilot-test person. The inter-
views and the observations were done in different places depending on where I
could find the test subjects. Some were conducted in a cafe, others were con-
ducted on a cruiser and some were conducted at the test subjects home. One of
the test persons already knew this application existed and had some knowledge
about it.

To be able to know if the interview questions were good and if the test was
going to be able to be conducted in a smooth way, a ”pilot test” was conducted.
The pilot person did the test with the onboarding. This considering that the
onboarding was an addition in comparison with only testing the application
without onboarding. After the pilot test, some things were changed, for example
which question were asked in what order, and some questions were removed or
replaced by another question. The question ”What is the first thing you want
to do when you open the app?” was removed to the first part of the interview.
One part of the onboarding was damaged and the writer had to fix the issue
before the rest of the tests could be conducted.

The age of the people was the only thing asked that was personal since the test is
anonymous. The age span was between 17 (the youngest) to 56 (the oldest). The
test was conducted in a large age span since being tourist in Djurg̊arden can be
everything from international students to older people just visiting Stockholm.
It can also be people from Stockholm who just want to take a walk around
Djurg̊arden and learn about Swedish history at the same time.

4.5 A/B test result

In this section the results from the A/B test will be presented. This is the result
that allows for an analysis of how the user has acted in group A (the application
without onboarding) and group B (the application with onboarding). The aim
with the test was to be able to analyze if onboarding can help users find functions
and use the application to its full potential or if the users did not even use the
onboarding. As previously explained half of the users got to use the application
without onboarding and the other half used it with onboarding. In total it
was six test subjects in each group. The functions that were the main focus
in the test were the walks, the points of interest, search and overall if they
understood the aim of the application. The first, second and third question
(listed in section 3.5.1) were asked before the test subjects got time to click
around in the application and get to know the application little better.

The first question was about the aim of the application. The test subjects
without onboarding had the time to look at the first start view and scroll up
and down, but they were not allowed to click on any function. The result showed
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that half of the people said that it was about history and royalty. One person
said it was guided tours, one said it was about tourist attractions and one said
it was to visit different sites in Djurg̊aden. In comparison to the results from
the test subjects that used the application with onboarding, where the question
was asked directly after they went through the onboarding, before they had the
chance to look at the first view of the application. Half of the people said it was
about walks, one about history, one about tourist attractions and one about
getting at easy overview of what to do in Djurg̊arden. To summarize the results
from the first question, half of the people with onboarding did know that the
application was about the walks in Djurg̊arden in compare to zero people that
did the test without onboarding did said anything about the walks. The main
purpose with the application is to attract people to take a nice walk around
Djurg̊arden.

The second question was about the most important functions in the application.
Of the test subjects who tested the application without onboarding, two said
all the functions in the start view was equally important, two said the dots on
the map and information about the points of interest, one said to read about
historical monuments and one said navigation. The result from the test with
onboarding showed that two said the tourist attractions, one said search, two
said the walks, one said navigation. The important functions in the application
in this case are the walks, the points of interest, search and favorite. To sum-
marize the result from this question, three test subjects said something about
the functions above when testing with onboarding, in compare to two people
who mentioned the points of interest in the test without onboarding.

The result from the third question is shown in figure 4.6. The question ”What
is the first thing you want to do when you open the application?” was asked and
at the same time the people who tested the application with onboarding got
the application and were able to start using the application. The test subjects
that tested the application without onboarding were now told that they could
start swiping and clicking around to learn more about the application. In figure
4.6 ”Swipe” is that the users swiped right in the application where the different
walks are. ”Walk” is that they clicked on one walk the first thing they did.
”Point of interest” is that they clicked on one point of interest in the menu.
”Map” is that the test subject clicked on the dots in the map. ”Menu” is that
the people clicked in the menu the first thing they did. The idea here is that
the users first looks at the walks or at the points of interest. To summarize,
the most common first action of the people who tested the application with
onboarding started to swipe in the walks.
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Figure 4.6: Result from question 3.

The answers to the fourth question ”Can you find ”Waterline walk”?” in figure
4.7 shows that people who did the test with onboarding used the swipe to the
right in the start view of the application. ”Swipe right” in the figure shows the
people who swiped right where the walks are in the start view. Few of the test
subjects used the menu where it has a button named ”Walks” and it is also
possible to find the walk in that way, this is named ”Menu” in the figure below.
In the test without onboarding besides swiping right and using the menu, some
people also used the map to point out the beach and in the circle diagram it is
called ”map”. A few of them also said that they did not know how to do and
in the figure it is called ”Dont know”.

Figure 4.7: Result from question 4.
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The result from the fifth question ”Can you find points of interest?” is shown
in figure 4.8. The result is how the test subjects conducted to find points of
interest in the application. In the test where they used the application with
onboarding three people used the popular points of interest in the start view of
the application, named ”popular” in the figure below. Two used the menu and
clicked on ”points of interest” in the menu, called ”Menu” in the figure below.
One of the test subjects needed some example to understand the question which
is next question. The results from the people who used the application without
onboarding were that two used popular points of interest, one used the menu
and one also needed an example, one did not know how to proceed which is
named ”Dont know” in the figure below and one showed the dots on the map
and is called ”Map” in the figure below. To summarize five in the onboarding
test did find the points of interest in a smooth way in comparison to two in the
test without onboarding.

Figure 4.8: Result from question 5.

As the sixth question the test subjects were asked to find a specific popular
point of interest. They were given a situation where they were recommended a
place to visit in Djurg̊arden by a friend and they had to find ”The Djurg̊arden
Bridge” that is a ”Building and construction”. The idea was to be able to in-
vestigate if the test subjects were able to find the search function. Of the test
subjects who were given the application with onboarding, four people found
search, this is named ”search” in figure 4.9. Two of the test subjects with on-
boarding went through the list until they found ”The Djurg̊ards Bridge”in the
category ”Buildings and contractions”, that one can find in the start view, this
is called ”List” in the figure below. The result from the test where they were
tested without onboarding only two found the search function in the applica-
tion. Two clicked on the map in the start view and searched for this point of
interest by clicking one by one dot in the map, this is called ”Map” in the figure
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below. Two did not know how to do, this is called ”Dont know” in the figure
below. To summarize this question four people who tested the application with
onboarding did find the search button in compare to two in the test without
onboarding.

Figure 4.9: Result from question 6.

The seventh question was about the favorite function. The result for this ques-
tion were the same for both tests. The question asked was ”Can you add some-
thing to favorites?” and if it was easy or difficult to add something to favorites.
All the 12 test subjects did find the favorite function easy and no one found
this as difficult. Although, some test subjects expressed that they felt that too
many clicks were needed to achieve this.

The two last questions were asked after the test. These questions did not have
anything to do with specific functions in the application. The first question
asked was ”What did you feel about the intro in the beginning of the application?
Do you usually dont go through them?”, this question was only asked if the test
subjects did the test with onboarding. The answers from this test subjects was
mainly;

• Good for older people.

• It does not bother them that onboarding is implemented if one has the
alternative to skip it.

• It is important with the visual part of the onboarding.

• Not that many views needed.

• A lot of the test subjects also mentioned that they usually skip onboarding
in applications.

• Good with a welcoming in the onboarding.
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• One of the test subjects always go through the onboarding in the applica-
tion because then he or she knows if it is an application that she wants to
keep or if she can delete it without the need to open the application and
click around by her or him self

• This is a good way to get a fast understanding of the application.

• Onboarding should exist in an application.

The second question that was asked was ”Do you miss something to be able to
understand the aim with the application as fast as possible or did you understand
the aim easily?”. This question was only asked to the test subjects that did the
test without onboarding. The result showed that the majority of the test subject
in this question did thought that they understood the aim of the application. A
few of them said that the name said it all, other said that it was about royalty
and other said it was about history. The aim with the application was to take
nice walks around Djurg̊arden and learn while walking around.
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Discussion

This thesis has been written with traditional quality work in mind, also called
PDSA (Plan, Do, Study, Act). [32]. PDSA is naturally used when testing and
implementing, as explained in section 3.2.1 above. The PDSA cycle needs to
be adapted to the task at hand, but the basis of the traditional quality work
method remains the same. With that said, working with PDSA is not that
different in comparison with how one works when it comes to other common
UX-methods, which basis normally is described as ”investigate, design, test and
implement”. When designing, it is important to remember that repetition is
the key. The investigation regarding onboarding and the theme needed to be
examined as thoroughly as possible, and the repetitive process is therefore es-
sential. The design of the hi-fi prototype that was developed has been discussed
and redesigned multiple times. Regardless of what a method is called, the most
important part of designing will always be to discuss, test and re-do the design
depending on feedback from discussions and tests.

Onboarding has been tested by developing guidelines and a hi-fi prototype. The
hi-fi prototype was developed based on an application developed by The Mobile
Life called Royal Walks. The reason of five important workshop-flowchart writ-
ten in the guidelines was because time is important when it comes to developing
and digital environment [9]. When designing for an onboarding in an application
it is best when it can be done fast. Therefore, the first five workshop flowchart
can give an idea of what to think about when it comes to onboarding. The more
specific guidelines are to help with more specific thinking regarding onboarding.
The reason that the guidelines are more as a general help is because a lot of
the designing depends on the applications and the functions in the applications,
and the idea is to help the designer to design an onboarding who will help the
customers to be successful [3].

When comparing the golden rules presented earlier in the thesis with the devel-
oped guidelines, it becomes clear that they are not contradictory - but should

38



39

rather be used together. The golden rules are suited as instructions when de-
signing from zero. The developed guidelines are to be used as a complement
whilst designing a particular part of an application. The idea with the guidelines
developed in this thesis is that when a person is going to use those guidelines he
or she will hopefully already have a clue of how to do when designing in general.
One of the guidelines is about having shortcuts or explanations of the functions
to raise the user experience [11][14]. The onboarding guidelines developed in
this thesis are more linked to that specific guideline in the golden rules. Is a
help to develop those shortcuts or explanations in a fast and easy way.

As shown by the A/B test results, onboarding is something that can be used
to enhance the users understanding, and will likely be necessary for developers
in the future to make sure their application is competitive. One might think
that the idea with the technology today is that the technique should be able
to explain itself. The functionality should not be that complicated and should
not need an explanation. The problem is the varying experience of a certain
type of technology or with a specific application. One person might be expert
in applications while another person has no experience at all. Those two people
are using same application and one of them do not need help while the other
one has to call their child to get help because he or she do not understand how
to use it. It is difficult to satisfy all the users of one application. Experience
will always vary even if the technology is getting better, and onboarding can be
used to allow all users to become effective users of an application.

When analyzing the applications before developing the guidelines it was noticed
users that the onboarding most used for application was the ”Swipe-onboarding”
showed in figure 4.4. ”Swipe-onboarding” also allows for the inclusion of fun
pictures or animations. When the applications used ”pilar-onboarding” showed
in figure 4.3 was because they wanted the user to be updated about new func-
tions added recently in the application. In that kind of onboarding it only
includes text. In my opinion, which is based on the A/B-testing, users often
dislike text in onboarding, so when implementing ”pilar-onboarding” it is likely
that less people will pay attention in comparison to having ”Swipe-onboarding”
with pictures.

A few tings that were noticed after the interviews and the tests was that five
views of onboarding might be to much. One might argue that the numbers ”3-5”
views in the guidelines should be lower. Some test subjects that did the test with
onboarding just swiped through the onboarding fast and it gave the impression
that they just wanted it to end after the three first views. Secondly, pictures
in the onboarding will probably be the only thing the majority of the users
will notice. Only a few of the test subjects read the text in the onboarding
and this was not needed to understand what functions to use. Thirdly, the
majority of the test subjects mentioned that they did usually not go through
the onboarding in the applications and that they usually click skip if they can,
but the result from the A/B test showed that even though they just go through
the onboarding fast and just look at the pictures this shows that it is more
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probability for the users to understand what to do in the application fast and
that they did understand and did find functions faster in comparison to the test
subjects that did not have the onboarding.

To reconnect with the research questions from section 1.3 - onboarding simplifies
for the user to locate functions. Onboarding raises the users awareness of the
application regardless if they just swipe through the onboarding fast, and it
helps the user to be able to use the application to its full potential.

One more thing to be mentioned is if one has developed onboarding to an
application showing different functions that are hidden in an application. If the
users do not find the functions even though they are included in the onboarding
this might be a sign for the designer that the function is located in a bad spot.
Onboarding is not a thing to use to get the user understand where to find
different functions that the company wants the user to use, onboarding is a help
to get a better understanding of the application fast. This does not mean that
functions can be hidden in an application and then showed in an onboarding
and expect the user to find those functions and use them.



Chapter 6

Conclusion

Knowing that smartphones and applications are becoming more and more pop-
ular, and knowing that the experience vary a lot from people to people, on-
boarding might be a good solution for companies developing applications after
all [1][3]. After the investigation conducted in this thesis regarding the guide-
lines developed for onboarding and the prototype developed for one application
the conclusion that onboarding has a positive effect on the users can be drawn.
The answers of the questions asked in the objective also showed that onboarding
can be considered a good solution. Shown in the results, the search button in
the application is a hidden function and the result from the A/B test showed
that the people using onboarding had a higher chance to find that function in
comparison to the people who tested the application without the onboarding.
Even though people often do not read the text in an onboarding they have a
higher probability to find the hidden functions, just by looking at pictures of
functions that exist in the application. Pictures are therefore very important
in an onboarding. As mention in the thesis, onboarding is there to help the
customers to be successful with the application as fast as possible [3].

Furthermore, something that is worth mentioning is that people who used on-
boarding in the test and said that they usually do not go through or just go
through the onboarding fast, had no problem with the application including the
onboarding. With that said, technology is developing more and more, faster
and faster, who knows what is invented in a few years. Even though younger
people has grown up with a lot of technology it will probably change and be
difficult to understand when they are older. The result of this thesis is a proof
of why onboarding and introductions to application is important even though
one might think it is unnecessary because people know more about technology.
Just by thinking of all the different kind of generations that live on this planet
at the same time. The difference in experience between people - all the people
are different to each other, act different, think different, countries develop dif-
ferently and all this affects the understanding of technology. The investigation
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and the method used could be viewed as guidance when developing onboard-
ing. In combination with the summarized guidelines, it explains how to simplify
for the companies and the users, and consequently help both to success with
the applications by allowing for a better understanding of why onboarding is
important to put effort into.



Chapter 7

Future Work

In this case the time limit led to just one A/B test. To be more sure about if
the guidelines are good enough for developing onboarding, more testing should
be done. Consequently, this will also have an effect on how necessary it could
be considered for a company to spend time developing onboarding.

Applying the guidelines to other applications and conducting more A/B tests
would be a relevant way to continue forward with the research. If possible,
an investigation by using an analysis system should also be done. Both doing
an A/B test face to face with users, and an A/B test by an analysis program.
The system could randomly chose 50 percent of the users that downloads the
application with onboarding and the other 50 percent of the users without the
onboarding. This will result in that the users are not conscious about the test
and will not affect their actions in the application, which has to be taken into
account when testing face to face. It will then be easy to compare in the analysis
program how many benefits from the onboarding and if they uses some functions
more or less then the people without onboarding. Therefore, it is good to have
those results to compare with the results done face to face, in that case one
can notice if making the test face to face affect the actions the users do in the
application or if those interrelate to each other.

Comparing the results of different kinds of onboardings developed with the
guidelines in mind would be good for the investigation. This could also help to
develop as clear as possible guidelines, some ”do” and ”dont” could be missing
or should be removed. It is important to iterate the test process, the more times
one tests the guidelines the better result.
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tuide ang̊aende externa riktlinjer i ett interaktionsdesignprojekt,” 2010.

[31] N. Don, “The design of everyday things,” 2013.

[32] M. Ronald, “Foundation and history of the pdsa cycle,” 2006.

[33] A. Hedin, “En liten lathund om kvalitativ metod med tonvikt p̊a intervju,”
2011.

[34] P. MQ, “How to use qualitative methods in evaluation,” 1987.

[35] C. Adam, “What is analytics? definition and essential characteristics,”
2012.



Appendix A

The interview

Ålder:

Berätta lite vart man befinner sig i Stockholm och vad m̊alet med utflykten är,
att man befinner sig p̊a Djurg̊arden i Stockholm och att man vill veta mer om
Sveriges kultur och historia.

1. Vad tror du är syftet med appen??

2. Vilka funktioner tror du är de viktigaste??

3. Vad är det första som du vill göra när du öppnar appen??

L̊at de klicka runt lite i appen innan man börjar ställa fr̊agorna nedan!

1. Kan du hitta till Strandpromenaden??

2. Kan du hitta till besöksm̊al??

3. Om du vet om n̊agot specifikt besöksm̊al som du vill till vad gör du d̊a?
(ex.Kan du söka besöksm̊alet Byggnadsverk Djurg̊ardsbron??)

4. Kan du lägga n̊agot i dina favoriter??

5. Tyckte du det var lätt/ sv̊art att lägga in n̊agot i favoriter?

Fr̊agor efter intervjun:

1. Med onboarding, vad tyckte du om en liten intro till applikationen? Brukar
du använda s̊anna typer av introduktion när du laddar ner en applikation
eller brukar du trycka p̊a skip/ta bort?

2. Utan onboarding, saknar du n̊agot för att kunna först̊a syftet med appen
s̊a snabbt som möjligt?
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