Cleo Onboarding Script:
User Research Survey

Takeaways/Trends, & What the onboarding needs to address/confirm:
(note: although we will presume that the user has come straight from the website, and has
read through the FAQs and what Cleo is all about, this information needs to be reaffirmed and
similar values should be translated into the onboarding process)

● Transparency. They want to be assured that there aren’t hidden fees, they want
to know how Cleo makes money, whether their data is going to be sold, whether
this is a scam etc.
● Authority & Trust. Cleo needs to introduce herself as a knowledgeable figure,
who knows what she’s talking about, be clear about how she is analysing the data,
and why she is better than a human at analysing spending habits and giving
advice. She needs to be fun, relatable, and witty, but also serious enough so that
users don’t feel this is a joke service, and that they are being taken seriously.
Should avoid didactic/condescending interaction.
● Privacy. People are naturally concerned with sharing their bank account details.
There needs to be assurance about this as part of the onboarding process. The
main concerns are whether Facebook will get access to their banking details
(concerned about sharing bank details on Messenger), and if Cleo is keeping their
data private.
● Educating. Cleo needs to make a point of educating users about the technology
involved in the service, so that people don’t just sign up blindly. As the service is
about allowing people to make informed decisions about finances, Cleo should
also make sure that users are informed about the technology involved in
accessing/storing/analysing user data etc., so that they are reassured of privacy
and have an idea of how the service works. “No big secret” approach, which is the
opposite to banking services whose “behind the scenes” often seems

unapproachable, complicated, and inaccessible to people with limited financial
literacy. By directing users to useful and assuring resources from the get-go at
onboarding, Cleo is already showing she cares!
● Benefits/Solving Pain-Points: centralised; easily accessible, and fast;
tracking all money spending; automation; real time updates; shows you where
you can make savings; 100% online, don’t have to go to any location to access the
full service; simple and fast to sign up; no convoluted sign-in process, yet still
secure; no dealing with phone systems, being put on hold, being transferred, etc,
erases the frustration.

