
11:00 AM -  Francesco Bonadiman z3:00 PM -  Jessica Conoley1:30 PM -  Carrie Mumford

President of non- profit 
foundation in Brussels
 -  mostly in Europe
-  members are alumni and 
former students
-  private but public funded

Background

First impression of AO? would 
already know growth of business 
from his website -  suppose 
knowing where contacts came 
from in Recent growth -  
understand this is telling him 
where his contacts came from

Top Tags Concept Test

4:00 PM -  Nicole Edelstein

Really 
interested in 
where contacts 
came from- 

Top Tags Concept Test

Author, editor, 
does coaching 
service for 
other writers

Background

1:30 PM -  Heather Carlson

Owns school 
photography and 
family 
photography 
businesses

Background

Th
ur

sd
ay

Send average of 10- 
15 emails to 
members per year -  
send when they 
have content or 
specific events

Background

Work as 
volunteer, 
not full time 
job
Background

Audience? has alumni, 
members, online learners, 
potential members, funnels 
everyone inside the same 
list -  does have other lists 
for former members - 

Background

visibility criteria 
is helpful 
through 
newsletter

Background

All different groups/members 
are in same list -  ideally would 
like to talk to these different 
groups in different ways but 
drawback is having to produce 
different content etc...

Background

Sends same 
content to all of 
list -  50% open 
rate click rate of 
15%

Background

Biggest pain point right 
now is connection 
/integration -  different 
tools are not 
communicating 
together

Background

Problem right now 
that emails are 
going into spam 
folder because of 
gmail filter

Background

Being volunteer based its 
hard to send enough 
emails, they can only send 
once a month  so they try 
to get their messaging out 
with other tools

Background

also has hard time 
generating 
content because 
of lack of man 
power

Background

Email Engagement -  
seems like a new 
metric -  usually only 
looks at open rate

Top Tags Concept Test

location makes sense, but 
being from europe is 
biased because he believes 
that most of his openers 
are using VPN so it appears 
they're opening from US

Top Tags Concept Test

Does not understand 
plane? maybe its clickable 
and could send something 
to someone -  maybe its 
something you can share 
to other account users to 
share data or KPIs

Top Tags Concept Test

Understands 
contacts and 
subscribers -  what 
accounts for the 
different

Top Tags Concept Test

What do you think of top 
tags? Number of tags 
within your audience -  sees 
the examples and how they 
could apply to whatever 
type of audience you have 
-  machine learning, 
mechanics,

Top Tags Concept Test

Are these tags you might use for 
your list?
Yes, could be 
Ex: within community members 
come from master school, based 
on several different majors, 
could use tags to filter the 
different majors - 

Top Tags Concept Test

what would you do after 
you filtered through 
contacts with tags? 
Would use for specific 
campaigns or lists, would 
narrow down list for a 
targeted campaign

Top Tags Concept Test

Would you expect to see 
metrics tied to tagged 
people? You get metrics 
connected to list, so if you 
filter by tags, you could 
create list and get specific 
metrics

Top Tags Concept Test

What kind of metrics do you 
want to see around your list?
Open and click rate, what he 
does when he send, he generally 
goes to the reports and checks 
who opens most, who 
unsubscribed -  finds surprising 
because he knows people 
personally -  checks bounces

Top Tags Concept Test

How would you 
create a tag from 
this page? Would 
use cta -  creates 
tag pretty quickly

Top Tags Concept Test

How would you apply-  
would probably have to to 
full list to be able to add 
the tag -  comfortably 
checked boxes and added 
tag (quick)

Top Tags Concept Test

how would send campaign from 
tags you just created -  trouble 
truning the check off -  had 
trouble creating campaign from 
tags he applied in contact table -  
doesn't seem like its saving so he 
can't tell if they've been tagged 
or if he can send to these tags

Top Tags Concept Test

filtered by tags after figuring out 
that they were saved -  then 
quickly saw he could send 
campaign -  after he struggled 
with understanding if his 
contacts were saved -  BIG ISSUE 
TO UNCHECK AFTER TAGGING

Top Tags Concept Test

Back to AO with one tag applied -  
what can you tell? 
Understand he has number of 
tags applied to this tag -  thinks it 
could behave as a list itself, or a 
sub section of your list -  notices 
your deliberately restructuring 
concept of list ot audience

Top Tags Concept Test

Thoughts on list to audience?
In my case, treats members and 
contacts as lists, in this case of 
having lists and tags it could 
make sense -  at the end of the 
day its the people you reach, 
your audience -  in case of 
members rather than external 
audience, its less useful,

Top Tags Concept Test

thinks audience 
makes sense for 
businesses with 
outside contacts 
etc...

Top Tags Concept Test

What would expect 
from slat? Would 
expect to go to 
contact list with info 
and stats on these 
contacts

Top Tags Concept Test

This means 
landing for first 
time user, 
wouldn't expect 
normal behavior

Top Tags Concept Test

Sees the clear cta 
to send campaign 
to these contacts -  
also be able to 
add contacts

Top Tags Concept Test

What would happen 
from manage 
tags?would go to 
tags page, maybe be 
able to add rename, 
arrange, nest

Top Tags Concept Test

What list are you 
looking at now? 
Drawn to the 
color bar or the 
recent growth

Top Tags Concept Test

Time as an issue, staff is small, 
would seeing tags here or 
segments already created for 
your audience, could you see 
yourself sending specific 
messaging to specific segments? 
Thinks it would be cool -  place 
where people open email - 

Top Tags Concept Test

Would love to know 
best timing for 
sending-  
suggestions from 
mailchimp would be 
very helpful

Top Tags Concept Test

What does top 
tags mean? Is it 
engagement or 
tags used most 
often?

Top Tags Concept Test

Not subscribed? 
Is that 
unsubscribed or 
something else?

Top Tags Concept Test

Email engagement -  What 
is often? Is that always? Is 
that an industry measure? 
What is rarely? Is that 
never? wants more 
specifics

Top Tags Concept Test

has small subscriber 
list of people 
interested in 
reading her books, 
sends to those 
people monthly

Background

Goal with mc is to 
onboard new readers -  
has welcome series of 
3 emails introducing 
herself and engaging 
them in her writing

Background

second goal 
is to stay in 
touch with 
users
Background

Promo las year brought 
in new subscribers so 
she sent impromptu 
welcome email instead 
of her normal welcome 
series

Background

For new subscribers 
from promo tagged 
on import then 
figured out how to 
send to a specific 
segment

Background

Challenges with organizing 
contacts? 
Onboarded ppl using a reader 
magnet to get people to sign up 
for her mailing list -  at time she 
assumed people who like short 
stories would like novels-  
learned that these people like 
different things

Background

Her list is not specific 
because users interests 
vary -  wishes she realized 
this when onboarding so 
she could send more 
targeted messages

Background

Not sure what here 
audience is 
interested in and 
has made her opens 
and clicks lower

Background

Going to create two 
new lists -  one to 
onboard ppl for short 
stories -  then one for 
people interested in 
her novel

Background

Thought about using tags 
instead of creating more 
lists? 
Yes, not sure of difference -  
using tags to identify 
different audiences, if were 
to switch

Wondering, Can you apply more 
than one tag? If you could, then 
she would probably use the tags 
instead of more lists -  would be 
easier when she wants to send 
content to all of her audience, 

rather than breaking it up across 
different lists

Her list is pretty 
small, so tags 

make sense, but if 
she had a larger 

list, she might not 
use tags

People with bigger 
lists probably don't 
go through lists the 
same way she does -  
more manageable

What are you looking for in 
your list?
looking to see if subscribed 
or unsubscribed -  service 
she was using let people 
get a free book then not 
engage with her content

Wants to know source of 
contacts, as list is growing wants 
to know more about audience, in 
one place would like to see 
segments -  these are people 
engaging in a dashboard -  
segmenting her existing list do a 
survey then tag people based on 
survey so she could easily target

Top location is 
interesting-  I don't 
know if I care about 
location, but maybe 
I should?

Top Tags Concept Test

For email marketing 
engagement -  would want 
to know how you compare 
to others in the industry -  
nothing catering to author 
in the MC onboarding -  
wants to be able to 
compare

Top Tags Concept Test

Author open rates 
are much higher 
than for her day job, 
which is to be 
expected from the 
different industries

Top Tags Concept Test

Would be interested in time of 
engagement -  at what point 
should she start cleaning her list? 
if she has a lot of people in 
rarely, what would MC suggest 
she do? Is it her email, her 
subject lines or should her list be 
cleaned?

Top Tags Concept Test

Not sure what would 
happen if I clicked add a 
tag -  would that be like the 
segment feature -  thinks if 
clicked it would come up 
with filter options to create 
a new tag -  maybe with info 
coming from the page

Top Tags Concept Test

What would happen 
if you clicked on a 
tag? Think I would 
see a tag with all the 
contacts in that tag

Top Tags Concept Test

Contacts and 
subscribers confuses 
me -  either subscribed 
or unsubsrcibed -  
contacts reminds me of 
gmail or something

Top Tags Concept Test

If tags were novel or short 
story -  she would click in 
and see how people's 
rating are and what the 
click rate is -  maybe 
compare why one is doing 
better than the other

Top Tags Concept Test

Why would tags be here?
I notice mc is pushing tags -  
obviously I'm confused, 
thinks others probably are 
too, thinks MC is pushing 
tags to help people 
because they're useful

Top Tags Concept Test

Info that would be helpful 
to see about your tags 
from here? 
Maybe open or click rate by 
tag -  anything she can 
figure out about click rate

Top Tags Concept Test

What would you think if 
modal appeared? Surprised 
that it would be to interact 
-  would not have guessed -  
does make dashboard easy 
to use

Top Tags Concept Test

How does this affect assigning 
multiple tags to a contact? She 
would have to make her own 
tagging rule -  uses tags now to 
identify where subs came from -  
would have to make sure things 
don't conflict -  would have to 
make sure she doesn't double 
send

Top Tags Concept Test

Thoughts on ads or postcards? 
Has looked into ads, but hadn't 
uploaded sub list because hadn't 
had luck with fb ads, but has 
closed facebook account -  more 
likely to use ad then postcard -  
worries about privacy -  postcard 
would be weird without asking 
for mailing address

Top Tags Concept Test

From tags page, would create a 
tag with cta -  asked how she 
would apply from here -  figured 
out to go back to contacts then 
would manually add -  probably 
would not make a tag from here 
since you can make from contact 
table ********

Top Tags Concept Test

If tags did more, 
she'd want to be 
able to specify 
more -  filter (like 
segments)

Top Tags Concept Test

Unless she was using a lot 
of tags she would not come 
to tags page -  would be 
interested in sending email 
from tags -  could not figure 
out how to send to her tags

Top Tags Concept Test

struggling to send to 
tags -  its not obvious 
in the contact table 
unless you filter by a 
tag

Top Tags Concept Test

Always had one 
list -  imported 
from old blog, 
grown since 

then

Any info you would want to 
know about tagged 

contacts? Other than open 
rates, geography is helpful, 
a lot is Kansas City, so that 
lets know how much of an 
audience she could get in a 
certain area if she wanted 

to put on an event

Info she would 
want is weird, are 
you friends with 

book store owner 
etc... not 

generalized

Owns a 
macaron 
business
Background

Ships macarons via 
online orders, but 
most of her 
business comes 
from pop up shops

Background

Goal with MC "I 
really want to 
grow my 
subscriber base."

Background

Has issue with POS integration. 
"when someone buys something 
from me, I want them to join my 
newsletter. But their email gets 
through square but then square 
charges you money to get the 
email. So I have a little notebook 
and people write it, but 25% of 
the time I can't read what Part1

Background

people are writing. 
And most of the 
time they don't put 
their full 
information." Part2

Background

I wish there was like some 
way to do it like venmo. 
when you're linking with 
someone to scan 
something Like I have 
Mailchimp's app but there's 
not an easy way to get 
people's information.

Audience Organization

Has multiple lists 
in Mailchimp but 
primarily uses 
newsletter list.

Audience Organization

Doesn't send anything 
out to specific groups, 
but "I'm thinking about 
it because I've thought 
about doing business 
coaching."

Audience Organization

She sends the 
same messaging 
to everyone in her 
newsletter list.

Audience Organization

Would create a 
different list to 
talk to different 
audiences

Audience Organization

Because I wouldn't 
want to risk sending 
out the coaching stuff 
to anyone within that 
because there's no 
parallel really."

Audience Organization

#1 tag is no longer 
relevant to her 
because she 
stopped pursuing 
that specific venture

Top Tags Concept Test

Used last tag to 
send FU emails, but 
realized shopify 
automatically sends 
FU emails after 
purchase

Top Tags Concept Test

What would do with this 
info? "I probably wouldn't 
have an action for it 
because they are events I 
met people at and it's not 
going to drive the business 
really."

Top Tags Concept Test

"It's just an 
identifier, there's 
nothing for me to 
really do with 
that."

Top Tags Concept Test

"I still think it might be 
helpful to remind me to 
use tags, but it's not really 
a top thing for me. Like I 
think other things might be 
more helpful."

Top Tags Concept Test

Like integration for 
adding emails 
(customer info into 
MC) because it's a 
very manual 
process.

Top Tags Concept Test

So anything that 
makes it less 
manual for me is 
probably better.

Top Tags Concept Test

Has not used 
a segment or 
group

Audience Organization

"Like I want to collect 
their birthday so they 
get the birthday email, 
but most people don't 
even put that down."

Background

Also issue with 
shopify pop- up 
form on website 
to join newsletter

Background

She takes the emails 
entered into pop up forms 
and manually enters them 
in MC account. Can't collect 
their FN/or birthday with 
this form. Used to require 
these fields, but changed it 
to just email.

Background

"I like to sound 
personal when I'm 
emailing people. I 
always address my 
email to a name"

Background

Manually enters 
contacts from 
notebook to 
Mailchimp

Background

Two lists: Parents 
who've purchased 
photos, and 
directors of 
childcare centers

Background

Sending to 
tagged contacts 
“just makes it 
really quick”

Background

Found out about 
tags through an 
email or a tutorial 
when learning about 
best practices

Background

Hasn't had 
any major 
problems 
using tags yet
Background

Imports 
contacts as CSVs 
from their 
ordering system

Background

“I notice the contact 
and subscriber 
numbers are 
different…not sure I 
know what that 
means, though“

Audience Overview

Top tags: “The 
most contacts 
have either one 
of those tags”

Top Tags Concept Test

“To me, it means 
you can come up 
with a campaign 
quickly and blast 
them out to that 
tag”

Top Tags Concept Test

“I like the postcard 
and email more 
than the ad since I 
haven't had much 
luck with Facebook 
and Instagram ads”

Take Action Modal

”[This might be 
useful if] there 
was more of a 
call- to- action 
there.”

Top Tags Concept Test

“I might click on “View 
Contacts” first since it's 
in a different color, 
then come back and do 
one of the other 
actions”

Take Action Modal

Would be interested in 
seeing gender info about 
contacts, but I don't get 
that detailed in my 
marketing and I don't think 
I have a big enough base to 
start going down to that 
level."

Audience Organization

The only time she cares 
about tags is like if 
someone ordered from her 
and she's trying to figure 
out who they are and how 
they found out about her.

Audience Organization

Sometimes people order 
from her but she doesn't 
know how she met them or 
they found out about her 
and it's nice to know how 
they heard about her.

Audience Organization

Uses Pixieset and 
17hats. Pixieset is 
source of truth 
where contacts are 
exported from.

Background



11:00 AM -  Francesco Bonadiman 3:00 PM -  Jessica Conoley1:30 PM -  Carrie Mumford

Has not heard of 
tags, but has not 
tried -  does not 
explore tags 
because has lack 
of man power

President of non- profit 
foundation in Brussels
 -  mostly in Europe
-  members are alumni and 
former students
-  private but public funded

Background

First impression of AO? would 
already know growth of business 
from his website -  suppose 
knowing where contacts came 
from in Recent growth -  
understand this is telling him 
where his contacts came from

Top Tags Concept Test

4:00 PM -  Nicole Edelstein

For new subscribers 
from promo tagged 
on import then 
figured out how to 
send to a specific 
segment

Used mc in two 
capacities -  used to use 
to send out internal 
newsletters and blog -  
now uses it for her 
business as a writer - 

Background

Really 
interested in 
where contacts 
came from- 

Top Tags Concept Test

How do you use tags vs 
segments?

Confusion on terms -  uses 
tags or the segment -  what 
info would you like to hear 
from me? to split contacts 

up

Author, editor, 
does coaching 
service for 
other writers

Background

Likes AO better 
than old version -  

made sense 
seemed more 
user friendly

Top Tags Concept Test

Organization of 
contacts in MC: "I try 
to do tag, like if I do 
an event in a certain 
place or it has a 
name."

Audience Organization

1:30 PM -  Heather Carlson

Owns school 
photography and 
family 
photography 
businesses

Background

Th
ur

sd
ay

Send average of 10- 
15 emails to 
members per year -  
send when they 
have content or 
specific events

Background

Work as 
volunteer, 
not full time 
job
Background

MC is funnel for 
newsletter also 
uses social 
media and crm

Background

Audience? has alumni, 
members, online learners, 
potential members, funnels 
everyone inside the same 
list -  does have other lists 
for former members - 

Background

visibility criteria 
is helpful 
through 
newsletter

Background

All different groups/members 
are in same list -  ideally would 
like to talk to these different 
groups in different ways but 
drawback is having to produce 
different content etc...

Background

Uses crm to organize 
contacts -  has website on 
drupal that he uses as crm 
-  and another host site in 
another country because of 
GDPR

Background

Sends same 
content to all of 
list -  50% open 
rate click rate of 
15%

Background

Biggest pain point right 
now is connection 
/integration -  different 
tools are not 
communicating 
together

Background

Problem right now 
that emails are 
going into spam 
folder because of 
gmail filter

Background

Does not do too much 
segmenting or targeting of 
contacts -  good to see 
subscribe or unsubscribe -  
hard to figure out who to 
follow up with

Background

Biggest reason for not 
targeting is time -  also 
connected to frequency of 
emails -  members are 
mobile -  hard to replicate 
content for different 
locations

Background

Being volunteer based its 
hard to send enough 
emails, they can only send 
once a month  so they try 
to get their messaging out 
with other tools

Background

also has hard time 
generating 
content because 
of lack of man 
power

Background

Thinks tags could be 
applied to attributes 
of customers -  a 
specific user could 
have multiple tags 
then be filterable

heard of seg or groups? 
has heard of, tried 
groups, not sure about 
segments -  thinks 
groups and segments 
seem to be the same 
on first look

Email Engagement -  
seems like a new 
metric -  usually only 
looks at open rate

Top Tags Concept Test

location makes sense, but 
being from europe is 
biased because he believes 
that most of his openers 
are using VPN so it appears 
they're opening from US

Top Tags Concept Test

Does not understand 
plane? maybe its clickable 
and could send something 
to someone -  maybe its 
something you can share 
to other account users to 
share data or KPIs

Top Tags Concept Test

Understands 
contacts and 
subscribers -  what 
accounts for the 
different

Top Tags Concept Test

What do you think of top 
tags? Number of tags 
within your audience -  sees 
the examples and how they 
could apply to whatever 
type of audience you have 
-  machine learning, 
mechanics,

Top Tags Concept Test

Are these tags you might use for 
your list?
Yes, could be 
Ex: within community members 
come from master school, based 
on several different majors, 
could use tags to filter the 
different majors - 

Top Tags Concept Test

sees tags list and 
groups as 
overlapping-  
could be 
interchangeable

Top Tags Concept Test

what would you do after 
you filtered through 
contacts with tags? 
Would use for specific 
campaigns or lists, would 
narrow down list for a 
targeted campaign

Top Tags Concept Test

Would you expect to see 
metrics tied to tagged 
people? You get metrics 
connected to list, so if you 
filter by tags, you could 
create list and get specific 
metrics

Top Tags Concept Test

What kind of metrics do you 
want to see around your list?
Open and click rate, what he 
does when he send, he generally 
goes to the reports and checks 
who opens most, who 
unsubscribed -  finds surprising 
because he knows people 
personally -  checks bounces

Top Tags Concept Test

How would you 
create a tag from 
this page? Would 
use cta -  creates 
tag pretty quickly

Top Tags Concept Test

How would you apply-  
would probably have to to 
full list to be able to add 
the tag -  comfortably 
checked boxes and added 
tag (quick)

Top Tags Concept Test

how would send campaign from 
tags you just created -  trouble 
truning the check off -  had 
trouble creating campaign from 
tags he applied in contact table -  
doesn't seem like its saving so he 
can't tell if they've been tagged 
or if he can send to these tags

Top Tags Concept Test

filtered by tags after figuring out 
that they were saved -  then 
quickly saw he could send 
campaign -  after he struggled 
with understanding if his 
contacts were saved -  BIG ISSUE 
TO UNCHECK AFTER TAGGING

Top Tags Concept Test

Back to AO with one tag applied -  
what can you tell? 
Understand he has number of 
tags applied to this tag -  thinks it 
could behave as a list itself, or a 
sub section of your list -  notices 
your deliberately restructuring 
concept of list ot audience

Top Tags Concept Test

Thoughts on list to audience?
In my case, treats members and 
contacts as lists, in this case of 
having lists and tags it could 
make sense -  at the end of the 
day its the people you reach, 
your audience -  in case of 
members rather than external 
audience, its less useful,

Top Tags Concept Test

thinks audience 
makes sense for 
businesses with 
outside contacts 
etc...

Top Tags Concept Test

What would expect 
from slat? Would 
expect to go to 
contact list with info 
and stats on these 
contacts

Top Tags Concept Test

This means 
landing for first 
time user, 
wouldn't expect 
normal behavior

Top Tags Concept Test

Would expect to go 
to tags list or view 
contacts -  not to 
send -  because of 
the way he sees tags 
behaving-  as a list

Top Tags Concept Test

Sees the clear cta 
to send campaign 
to these contacts -  
also be able to 
add contacts

Top Tags Concept Test

What would happen 
from manage 
tags?would go to 
tags page, maybe be 
able to add rename, 
arrange, nest

Top Tags Concept Test

What list are you 
looking at now? 
Drawn to the 
color bar or the 
recent growth

Top Tags Concept Test

If you had to rank sections:
Recent growth 
Top tags
email marketing
top locations

email marketing or top tags 
could be most important

Top Tags Concept Test

Scale 1- 5 how would you rank 
the top tags section? 
would rank as a 3 -  a medium, its 
there but could live without -  if I 
would drive people to use tags -  
would put at top intead of lists -  
to be sure that people don't 
mismatch the two -  even though 
wouldn't probably do it

Top Tags Concept Test

Time as an issue, staff is small, 
would seeing tags here or 
segments already created for 
your audience, could you see 
yourself sending specific 
messaging to specific segments? 
Thinks it would be cool -  place 
where people open email - 

Top Tags Concept Test

Would love to know 
best timing for 
sending-  
suggestions from 
mailchimp would be 
very helpful

Top Tags Concept Test

What does top 
tags mean? Is it 
engagement or 
tags used most 
often?

Top Tags Concept Test

Not subscribed? 
Is that 
unsubscribed or 
something else?

Top Tags Concept Test

Email engagement -  What 
is often? Is that always? Is 
that an industry measure? 
What is rarely? Is that 
never? wants more 
specifics

Top Tags Concept Test

Remind her 
where her 
users are 
coming from

Do you send different 
messaging? 

I have -  ran promotion on 
book funnel then added 

subscribers manually and 
tagged them as book 

funnel etc... sent email just 
for them

How did you find 
out about tags?
Think I got an 

email when there 
was an update

has small subscriber 
list of people 
interested in 
reading her books, 
sends to those 
people monthly

Background

Goal with mc is to 
onboard new readers -  
has welcome series of 
3 emails introducing 
herself and engaging 
them in her writing

Background

second goal 
is to stay in 
touch with 
users
Background

Has one list but is thinking 
about breaking it into two 
lists because she has 
different styles of writing -  
wants to send different 
communications 
depending on waht they're 
interested in

Background

Promo las year brought 
in new subscribers so 
she sent impromptu 
welcome email instead 
of her normal welcome 
series

Background

For new subscribers 
from promo tagged 
on import then 
figured out how to 
send to a specific 
segment

Background

Challenges with organizing 
contacts? 
Onboarded ppl using a reader 
magnet to get people to sign up 
for her mailing list -  at time she 
assumed people who like short 
stories would like novels-  
learned that these people like 
different things

Background

Her list is not specific 
because users interests 
vary -  wishes she realized 
this when onboarding so 
she could send more 
targeted messages

Background

Not sure what here 
audience is 
interested in and 
has made her opens 
and clicks lower

Background

Going to create two 
new lists -  one to 
onboard ppl for short 
stories -  then one for 
people interested in 
her novel

Background

How did you learn 
to use them?
Just started using, 
saw option to tag 
when importing 
one day

Familiar with segments or 
groups?

Have used segments, use them 
for sign up forms -  got bot sign 

ups -  used segment to 
unsubscribe them all -  also uses 

segments to create an 
unengaged group so she knew 

she had people she could unsub

Segments based on 
behavior -  uses to filter her 

list -  how did her 
campaigns do? how are 
people behaving? were 

they just trying to get a free 
book, or are they actually 
engaging with content?

No 
experience 
with groups

Thought about using tags 
instead of creating more 
lists? 
Yes, not sure of difference -  
using tags to identify 
different audiences, if were 
to switch

Wondering, Can you apply more 
than one tag? If you could, then 
she would probably use the tags 
instead of more lists -  would be 
easier when she wants to send 
content to all of her audience, 

rather than breaking it up across 
different lists

Her list is pretty 
small, so tags 

make sense, but if 
she had a larger 

list, she might not 
use tags

Tags and segments 
can get confusing 
too, comes from 
market research
-  thinks of segments 
as type of person, in 
mc its a way to filter

Way using tags right now to 
indicate source ex. 
imported csv then tagged 
book funnel, probably not 
using them way they were 
intended -  would like to be 
able to update source

If could update source -  would 
use them to give people certain 
attributes, she would probably 
tag her engaged people, but 
then that would be the same as 
what she uses segments for now 
-  not sure if its better for her to 
use segments or tags for this

People with bigger 
lists probably don't 
go through lists the 
same way she does -  
more manageable

What are you looking for in 
your list?
looking to see if subscribed 
or unsubscribed -  service 
she was using let people 
get a free book then not 
engage with her content

Wants to know source of 
contacts, as list is growing wants 
to know more about audience, in 
one place would like to see 
segments -  these are people 
engaging in a dashboard -  
segmenting her existing list do a 
survey then tag people based on 
survey so she could easily target

Top location is 
interesting-  I don't 
know if I care about 
location, but maybe 
I should?

Top Tags Concept Test

For email marketing 
engagement -  would want 
to know how you compare 
to others in the industry -  
nothing catering to author 
in the MC onboarding -  
wants to be able to 
compare

Top Tags Concept Test

Author open rates 
are much higher 
than for her day job, 
which is to be 
expected from the 
different industries

Top Tags Concept Test

Would be interested in time of 
engagement -  at what point 
should she start cleaning her list? 
if she has a lot of people in 
rarely, what would MC suggest 
she do? Is it her email, her 
subject lines or should her list be 
cleaned?

Top Tags Concept Test

If you ranked what's most 
valuable:
1 recent growth
2 email marketing engagement
3 where contacts came from
4 tags
5 locations

Top Tags Concept Test

What are we showing you 
in the top tags section?
Not sure -  if I had more 
maybe the top ones would 
show, but not sure what 
top means - 

Top Tags Concept Test

Not sure what would 
happen if I clicked add a 
tag -  would that be like the 
segment feature -  thinks if 
clicked it would come up 
with filter options to create 
a new tag -  maybe with info 
coming from the page

Top Tags Concept Test

What would happen 
if you clicked on a 
tag? Think I would 
see a tag with all the 
contacts in that tag

Top Tags Concept Test

Contacts and 
subscribers confuses 
me -  either subscribed 
or unsubsrcibed -  
contacts reminds me of 
gmail or something

Top Tags Concept Test

Tags are different 
numbers -  if they're 
the same number 
that's totally 
random -  should be 
mutually exclusive

Top Tags Concept Test

If top meant engagement -  
I would want to click into 
tags slat and see what 
made them engagement -  I 
dont know if I would click it 
if top meant size, then I 
would already know how 
I'm using

Top Tags Concept Test

If tags were novel or short 
story -  she would click in 
and see how people's 
rating are and what the 
click rate is -  maybe 
compare why one is doing 
better than the other

Top Tags Concept Test

Why would tags be here?
I notice mc is pushing tags -  
obviously I'm confused, 
thinks others probably are 
too, thinks MC is pushing 
tags to help people 
because they're useful

Top Tags Concept Test

Info that would be helpful 
to see about your tags 
from here? 
Maybe open or click rate by 
tag -  anything she can 
figure out about click rate

Top Tags Concept Test

What would you think if 
modal appeared? Surprised 
that it would be to interact 
-  would not have guessed -  
does make dashboard easy 
to use

Top Tags Concept Test

WHat would 
you do from 
here? probably 
send an email

Top Tags Concept Test

Can you invision yourself 
sending a campaign from here? 
The way using tags now it would 
be a one time thing based on 
how groups came in -  if I was 
using tags how she plans, then 
she would use the send from 
here

Top Tags Concept Test

Sometimes when sending 
campaign she's worried 
she's made a mistake, so 
sending from here would 
give her more confidence 
she's sending to the right 
people -  if she's tagging 
people in the right way

Top Tags Concept Test

How does this affect assigning 
multiple tags to a contact? She 
would have to make her own 
tagging rule -  uses tags now to 
identify where subs came from -  
would have to make sure things 
don't conflict -  would have to 
make sure she doesn't double 
send

Top Tags Concept Test

Thoughts on ads or postcards? 
Has looked into ads, but hadn't 
uploaded sub list because hadn't 
had luck with fb ads, but has 
closed facebook account -  more 
likely to use ad then postcard -  
worries about privacy -  postcard 
would be weird without asking 
for mailing address

Top Tags Concept Test

How would you 
create a new tag 
from here -  would 
go to add a tag

Top Tags Concept Test

What would you 
expect from 
manage tags-  
would expect to 
see my list of tags

Top Tags Concept Test

Did not know 
there was a 
tags page - 

Top Tags Concept Test

How do you create 
tags? Goes to contact 
table after an upload, 
then adds a tag after 
selecting her uploads

Top Tags Concept Test

From tags page, would create a 
tag with cta -  asked how she 
would apply from here -  figured 
out to go back to contacts then 
would manually add -  probably 
would not make a tag from here 
since you can make from contact 
table ********

Top Tags Concept Test

If tags did more, 
she'd want to be 
able to specify 
more -  filter (like 
segments)

Top Tags Concept Test

Unless she was using a lot 
of tags she would not come 
to tags page -  would be 
interested in sending email 
from tags -  could not figure 
out how to send to her tags

Top Tags Concept Test

struggling to send to 
tags -  its not obvious 
in the contact table 
unless you filter by a 
tag

Top Tags Concept Test

Uses sign up 
form on 

website -  that 
segments her 

writers

Looks at reports and data 
on phone because more 

convenient, never on 
desktop -  only uses 

desktop to prep/send 
content or import contacts

Top Tags Concept Test

Tags classes and 
conferences she's 
done so she can 

remind herself what 
class that user has 

been through

Goals with MC -  
connect with 
readers and create 
an established 
relationship - 

Background

Not sure 
if data is 
accurate

Top Tags Concept Test

Challenges with organizing? 
Pretty easy, at first 

struggled with making too 
complicated, then it 

became easier when she 
simplified -  likes tags that 

help her see where a 
person came from or what 

they've done

how do you communicate with 
different audiences? Readers 
every tuesday-  sneak peaks, 
career etc.. Editorial is contacted 
less frequently, at least quarterly, 
more about updating events or 
running a special on edit letters

Background

Top Tags-  
Interprets as how 

people made  
connections with 

her

Top Tags Concept Test

For readers its 
all about her 
for writers its 
all about them

Background

How do you make sure 
they get correct 
messaging? Uses 
segmenting -  uses tags as 
well segmenting between 
readers and writers

Background

how many lists? 
One list broken 
down into two 
segments

Background Background

ANything you wish you could do 
with segmenting or tagging?

Setting up welcome automation -  
had trouble with the filter by 
segment or tag conditions -  

confusing if she did right way 
(second user to not feel good 
about sending campaign from 

campaigns)

Template for 
import would 

be helpful 
because CSV is 

complicated

Found out 
about tags 
from old 

beta

Learned how 
to use tags 

from trial and 
error

Recent growth 
makes sense -  

likes seeing where 
contacts came 

from

Top Tags Concept Test

likes email 
engagement 
as well as top 

locations
Top Tags Concept Test

How do you think 
top tags are ranked? 

Assume its by 
number of ppl 

tagged with a label

Top Tags Concept Test

Why showing top 
tags?Everyone personalizes 
tags to way its important -  

if its important to 
customize, its something 

they would want easy 
access to

Top Tags Concept Test

How would you interact 
with top tags? Helps 

choose who to send her 
content to, in the future 

she could maybe see who's 
on the list and get more 
info like where they are

Top Tags Concept Test

Would like to 
be able to 

drill into her 
tags

Top Tags Concept Test

See her self using 
tags to get even 

more specific 
within her larger 
tagged segments

Top Tags Concept Test

Any additional info you'd 
be interested in about 

tags? Would like to see five 
star rated contacts -  can 

reach out to specifically for 
their level of engagement

Top Tags Concept Test

When she gets to 
higher numbers, 

would want to pull 
her list and get rid of 

contacts that are 
engaging with her

Top Tags Concept Test

If you had to rank how valuable 
top tags are 1- 5: 4 as not very 
valuable with these particular 

tags -  these tags are carry over 
from before the beta test -  it 

would make more sense to her 
to delete the everything tag 
because its for her author 

newsletter

Top Tags Concept Test

these tags don't 
serve the same 

purpose as they did 
from under the old 
way of tagging (the 

older beta)

Top Tags Concept Test

What you expect from 
clicking into these tags -  
would take to list section 

and show individual data -  
like the view contacts -  

from there would maybe 
send an email

Top Tags Concept Test

Thoughts on modal? Likes that 
provides option to easily send 

email, ad or postcard -  only uses 
email for now, but brings 

attention to other features 
mailchimp has which could make 

sense for future marketing 
needs

Top Tags Concept Test

Likes the modal better than 
going to contacts -  forces 

her to think about what she 
wants to do -  forces her to 
think about other things 

she could do -  brings back 
to her awareness that its 

an option

Top Tags Concept Test

From top tags how 
would you create a 

new tag? with 
manage tag -  never 
seen the tags page

Top Tags Concept Test

Where do you 
usually create tags 
from? Would do it 

from the Add 
subscriber -  adds 

tags on import

Top Tags Concept Test

Goal last time you 
created a tag? Did a 
conference in Nov, 

imported a bunch of 
people manually, 
and added tag as 

she imported

Different 
messaging 
to tagged 
contacts

Tags bookers that 
she'll send a very 

personalized 
email to (uses 

with multiple tags)

Always had one 
list -  imported 
from old blog, 
grown since 

then

Why not 
create more 

lists? In a how 
to it said not to

Has one list worked 
for you? Yes, when 

she makes new 
campaign, then 

chooses segments 
and then puts in  

segment she wants

Any info you would want to 
know about tagged 

contacts?Other than open 
rates, geography is helpful, 
a lot is Kansas City, so that 
lets know how much of an 
audience she could get in a 
certain area if she wanted 

to put on an event

Info she would 
want is weird, are 
you friends with 

book store owner 
etc... not 

generalized

Likes AO better 
than old version 

-  made sense 
seemed more 
user friendly

Or does it from 
view contacts -  

checks the boxes 
she wanted then 

adds the tag

Top Tags Concept Test

A couple of the tags had 
the same number -  applies 
multiple tags to the same 
group of contacts -  would 

have been after a 
conference

Top Tags Concept Test

"I try to tag it so I know where 
the email was added. So I can 
locate where I'm getting my 
subscribers from. But I kind of 
know of the top of my head 
because I'm the one manually 
entering them from my 
notebook."

Audience Organization

Uses MC to get 
to people that 
aren't on social 
media as much

Background

"And the tags don't 
really mean 
anything to me 
because I haven't 
maintained it well 
enough."

Audience Organization

Owns a 
macaron 
business
Background

Ships macarons via 
online orders, but 
most of her 
business comes 
from pop up shops

Background

Uses MC to communicate 
with online customers, not 
pop up shop customers 
because online customers 
may not be where she'll be 
hosting her next pop up 
shop

Background

Goal with MC "I 
really want to 
grow my 
subscriber base."

Background

Has issue with POS integration. 
"when someone buys something 
from me, I want them to join my 
newsletter. But their email gets 
through square but then square 
charges you money to get the 
email. So I have a little notebook 
and people write it, but 25% of 
the time I can't read what Part1

Background

people are writing. 
And most of the 
time they don't put 
their full 
information." Part2

Background

So it's all 
just super 
manual.
Audience Organization

I wish there was like some 
way to do it like venmo. 
when you're linking with 
someone to scan 
something Like I have 
Mailchimp's app but there's 
not an easy way to get 
people's information.

Audience Organization

Has multiple lists 
in Mailchimp but 
primarily uses 
newsletter list.

Audience Organization

Doesn't send anything 
out to specific groups, 
but "I'm thinking about 
it because I've thought 
about doing business 
coaching."

Audience Organization

She sends the 
same messaging 
to everyone in her 
newsletter list.

Audience Organization

Would create a 
different list to 
talk to different 
audiences

Audience Organization

Because I wouldn't 
want to risk sending 
out the coaching stuff 
to anyone within that 
because there's no 
parallel really."

Audience Organization

Adds tags 
when she 
adds a new 
subscriber.
Creating Tags

Learned to 
use tags by 
just doing it

Creating Tags

#1 tag is no longer 
relevant to her 
because she 
stopped pursuing 
that specific venture

Top Tags Concept Test

Used last tag to 
send FU emails, but 
realized shopify 
automatically sends 
FU emails after 
purchase

Top Tags Concept Test

What would do with this 
info? "I probably wouldn't 
have an action for it 
because they are events I 
met people at and it's not 
going to drive the business 
really."

Top Tags Concept Test

"It's just an 
identifier, there's 
nothing for me to 
really do with 
that."

Top Tags Concept Test

"I still think it might be 
helpful to remind me to 
use tags, but it's not really 
a top thing for me. Like I 
think other things might be 
more helpful."

Top Tags Concept Test

Like integration for 
adding emails 
(customer info into 
MC) because it's a 
very manual 
process.

Top Tags Concept Test

So anything that 
makes it less 
manual for me is 
probably better.

Top Tags Concept Test

Value of seeing 
top tags. 5 (least 
important) 
because I don't 
really use tags.

Top Tags Concept Test

Has not used 
a segment or 
group

Audience Organization

"Like I want to collect 
their birthday so they 
get the birthday email, 
but most people don't 
even put that down."

Background

Also issue with 
shopify pop- up 
form on website 
to join newsletter

Background

She takes the emails 
entered into pop up forms 
and manually enters them 
in MC account. Can't collect 
their FN/or birthday with 
this form. Used to require 
these fields, but changed it 
to just email.

Background

"I like to sound 
personal when I'm 
emailing people. I 
always address my 
email to a name"

Background

Manually enters 
contacts from 
notebook to 
Mailchimp

Background

Uses MC to send 
email to daycares, 
etc. for scheduling 
photography 
sessions

Background

Two lists: Parents 
who've purchased 
photos, and 
directors of 
childcare centers

Background

Segments: “Does 
that have  to do 
with the hashtags 
in Mailchimp?”

Background

Uses tags for 
daycare center list 
(specifically, “fall” 
and “spring”)

Background

Sending to 
tagged contacts 
“just makes it 
really quick”

Background

“Marketing's one 
of the most 
important things, 
and it's difficult to 
make time for it”

Background

Found out about 
tags through an 
email or a tutorial 
when learning about 
best practices

Background

Found tags 
tutorials on 
YouTube

Background

Hasn't had 
any major 
problems 
using tags yet
Background

Creates tags 
from the 
contact table

Background

Imports 
contacts as CSVs 
from their 
ordering system

Background

“It'd be helpful if I 
could  tag people 
that I bring in 
through my 
ordering system”

Background

“We manually enter 
over 2K names. I just 
discovered you 
could import a CSV 
list”

Background

“I notice the contact 
and subscriber 
numbers are 
different…not sure I 
know what that 
means, though“

Audience Overview

“Top tags 
doesn't do a 
whole lot for 
me”
Top Tags Concept Test

“I guess I don't 
have enough tags 
for [top tags] to 
be applicable”

Top Tags Concept Test

“It's not 
something that's 
super important 
for my business 
right now”

Top Tags Concept Test

Top tags: “The 
most contacts 
have either one 
of those tags”

Top Tags Concept Test

“I'm not sure 
[why top tags 
is being 
shown]”
Top Tags Concept Test

“To me, it means 
you can come up 
with a campaign 
quickly and blast 
them out to that 
tag”

Top Tags Concept Test

“I like the postcard 
and email more 
than the ad since I 
haven't had much 
luck with Facebook 
and Instagram ads”

Take Action Modal

”[This might be 
useful if] there 
was more of a 
call- to- action 
there.”

Top Tags Concept Test

“I might click on “View 
Contacts” first since it's 
in a different color, 
then come back and do 
one of the other 
actions”

Take Action Modal

“At first I didn't 
notice the little 
paper airplane 
there”

Top Tags Concept Test

Manage tags: 
“Maybe that's where 
you could enter tags 
you'd use in the 
future, then apply 
those tags later on”

Top Tags Concept Test Top Tags Concept Test Top Tags Concept Test Top Tags Concept Test

Not familiar 
with Tags 
page

Creating Tags

“I'd create tags 
from my contacts” 
(referring to 
contact table)

Creating Tags

Would be interested in 
seeing gender info about 
contacts, but I don't get 
that detailed in my 
marketing and I don't think 
I have a big enough base to 
start going down to that 
level."

Audience Organization

"Creating tags is 
easy to do, you just 
manually do it. I 
don't really do much 
with it though."

Audience Organization

The only time she cares 
about tags is like if 
someone ordered from her 
and she's trying to figure 
out who they are and how 
they found out about her.

Audience Organization

Sometimes people order 
from her but she doesn't 
know how she met them or 
they found out about her 
and it's nice to know how 
they heard about her.

Audience Organization

Uses Pixieset and 
17hats. Pixieset is 
source of truth 
where contacts are 
exported from.

Background

Connects with fans and 
keeps updated with writing 
-  as she expanded into 
editing started segmenting 
between readers and 
writers -  more targeting 
marketing for services she 
provides

Background



9:00 AM -  Molly Fargotstein 10:00 AM -  Tonia McArthur

why tags instead of lists? I 
know that I'll get billed 
more if I have duplicates -  
trying to use mc as CRM as 
a recruitment database -  
see when they were last 
contacted to see if they are 
safe to contact again

Uses MC to recruit for UX 
researchers -  does a data pull for 
right participants from a csv file -  
imports users into mc for the 
data pull into one list -  tags bulk 
recruit import according to what 
the interview was for -  if double 
tagged she can tell this is 
someone she doesn't want to 
contact again

other 
challenges 
with 
tagging?

Used to create 
brand new lists to 
segment -  now tags 
and untags people 
to get out the right 
communication

In network 
marketing industry -  
runs a winery -  uses 
mailchimp for that 
company as well

learned about 
tagging from 
email -  has 
been using a 
few weeks

3:00 PM -  Alan Chen

Has 2 lists -  first 
list is for everyone 
-  second list is for 
students from his 
class

writes a blog for 
personal finance 
and retirement -  
for friends family 
and students

4:00 PM -  Eleanor Stainsby

Sent an email 
campaign about 
her pop- up store 
and had a good 
conversion rate

Pottery business 
that uses MC to 
communicate 
with customers

Spent a lot of 
time cleaning up 
Gmail contacts 
in Excel before 
importing

12:30 PM -  Brendan O'keefe

Plan on 
targeting 
campers and 
hunters in the 
near future

Works at a 
green energy 
company 
called 
WaterLily

4 different 
email 
audiences:

Second way she uses mc is for 
newsletter -  has a separate list 
for this -  sign- ups for newsletter -  
relies on tagging to know who to 
send to -  builds segment based 
on tag that has not had emails 
sent to recently -  helps her 
double check that she's not 
double recruiting

she has two 
list -  she share 
an account 
with several 
other lists

to add people she 
imports contacts -  
typically imports 
csv -  gets csv from 
data pull -  outside 
of mc

checks to make 
sure tag is there 
by going to 
contact table 
and filtering

when sending from 
contact table or outside 
of campaigns -  wants to 
be able to use 
duplicate or draft -  not 
just start something 
new

wants to be able 
to pick top tags -  
largest group isn't 
going to be the 
one she's 
emailing the most

need ability to modify 
tags -  can people be in 
multiple tags -  will the 
same person be 
contacted twice? 
doesn't help you filter 
out for htis

clicking into 
tag thinks 
you would be 
able to send

Network Marketing has 
different teams -  4 to 5 
different teams she has to 
reach out to -  has those 
teams tagged separately -  
within those groups have 
different types of people so 
tags people into different 
teams

sends weekly 
newsletters to 
personal team and 
two monthly 
newsletters to wine 
club at winery

learned how 
to use 
through trial 
and error

large audience with 
winery -  more niche 
market with 
personal business -  
uses MC differently 
for each

why transition from lists to 
tags? lists are harder to 
organize, tags are easier to 
organize -  uses tags like 
segments -  before was 
transferring people 
between lists which was a 
lot harder than just tagging

audience set up? just 
started using tags recently -  
likes them for her business 
because its not all the time 
she needs to reach out to 
everyone -  so its helpful to 
reach out to these 
segments

Have you ever 
combined lists 
in mailchimp? I 
have not

Not subscribed 
would people that 
unsubscribed? 
What is that 
exactly?

More lists in 
beginning before 
tags, how did you 
consolidate? 
Manually added 
people back in

I like that you can 
see top locations -  
international 
company so neat 
to see where 
everyone is from

Initial thoughts on beta? 
Really likes knowing where 
her contacts came from, 
manually adds a lot, but 
also uses landing page -  
would be helpful to know 
where people are coming 
from - 

Likes to see how many people 
are engaged in the content -  
would want to click into the 
rarely and have it show her list of 
who isn't opening -  would likely 
see if those are people she 
knows and would try to reach 
out to them on a different 
platform - 

Likes top tags -  only has 5 
tags now, but will be 
helpful in the future when 
she has thousands of 
people and all kinds of tags 
she needs to streamline -  
whats most popular for her 
people - 

rarely would encourage her to 
change things up on her end -  
how would you determine which 
other channel you would reach 
out through? if connected would 
see what platforms they are both 
on -  if not -  then likely try to 
change up content and tag lines - 

Likes that she can see number of 
contacts within top tags -  as her 
list grows she thinks tags will 
become more filtered -  will help 
her create more specific content 
for people rather than just 
making content and seeing who 
might be interested from her list

how would you 
reach out to one of 
your tags? would 
start a new 
campaign then try 
to figure out how 
she did before :)

in response to 
modal "Awesome, 
this is very helpful" 
likes the 
suggestions, likes 
that she can check 
the contacts

Is there any 
additional 
information you 
would prefer to 
see about your 
tags?

as list size grows, 
will you continue 
to individually add 
tags? no hopefully 
you'll teach me 
how to do it

Mentions video as 
her best way to 
learn -  also learns 
by just going in 
and clicking 
around

mc seems 
complicated -  but 
I've figured out 
how to make it 
work for me - 

Uses MC for 
ecomm 
automations

Moved to 
Shopify for 
their 
website

Plan on 
ramping up 
abandoned 
cart 
automations

Goal: Leverage as 
many 
automations as 
possible to free 
up marketing time

Goal: As soon as 
people sign up, 
have the right 
content to send 
per segment

Running 
Facebook 
and IG ads to 
capture leads

1. Campers
2. Hunters and 
fishers
3. Off- grid living
4. Boaters

”Initially we had a 
terribly low 
conversion rate 
because we didn't 
target specific 
audiences”

First impression: 
This graphic, any 
sort of visual 
(referring to 
recent growth)

Any sort of 
visualization of 
where data is 
coming from is 
great for us

Top locations 
would be valuable 
since they sell to 
different markets 
during different 
seasons

Anything that's 
actionable that 
doesn't make 
me figure things 
out is good

Top tags: 
Assuming we can 
tag customers in 
our list, this would 
be really valuable

“Brand champions 
would be a 
valuable tag we 
could use” (loyal 
customers)

Empty state 
“would inspire 
me to leverage 
tags more in 
MC”

Top Tags Empty 
State "isn't telling 
me a lot" and 
“doesn't offer a lot 
of value”

“It's more visual 
and is directly 
next to another 
piece of data, 
which I find 
interesting”

What are tags? “I 
would read this 
line first. Different 
segments of my 
audience”

“Kayakers could 
be one, sailors 
could be another” 
if we wanted to 
break down our 
segments further

Tag examples: “They're 
not really relevant to 
our business, but if 
they could somehow 
be relevant to the 
business that's using 
Mailchimp…”

If there was some 
way you knew 
Waterlily is an 
ecomm business, if 
that could get pulled 
into tags, that would 
add a lot more value

If we knew the name 
of a couple of 
contacts, and that 
was used as part of 
the [tag] prompt, 
that would help me

Suggested 
showing data 
from frequently 
accessed 
contacts as tags

Take action 
modal: I would 
probably think I 
did something 
wrong and go 
back

I could see 
myself taking 
one of these 
send actions in 
the future

How do you make 
sure right audience 
gets right info? Its a 
very manual process 
-  selects list he 
wants to send to

writes bi- weekly 
and uses mc to 
send out and 
analyze who 
opens and clicks

changes his 
content 
depending on 
audience he's 
reaching out to

MC is central area for 
him to communicate 
with his users -  email is 
more trustworthy than 
social media -  
algorithm isn't going to 
effect communication

any challenges with 
organizing in mc? not right 
now -  maybe when he has 
more people on the list -  
can only look at so many 
emails manually before it 
becomes an issue

Organized?
Separated between 
class and anyone who 
subscribes through the 
website -  class requires 
different 
communication

would like to 
differentiate 
students on what 
their level debt or 
wealth might be

AO Impressions: similar to 
what he sees currently -  

seems straight forward in 
terms of info he's getting -  
see where ppl come from, 
how often they;re opening 

and where they are

found about tags from 
a modal or from an 
email -  evident that 
tags would be useful 
because tags column 
was in contact list

wants to be able to 
identify student college 

and class -  every 
student will have tag 

from class -  then wants 
to have a tag for where 

they came from

Would like to know 
more info about the 
tags -  which are 
more 
valuable/respond 
more? just top tags 
doesn't tell me a lot

He could see 
himself send a 

campaign 
from the 

modal

expects 
modal to take 
him to build a 

campaign

has a primary 
tag then a 
secondary 
tag (to filter?)

expects modal 
to be 

personalized -  
maybe even 

per tag

what would you 
do with top tags? 
assuming button 
would allow him 
to quickly send to 
new campaign

feels like he has 
seen the tag 
page before -  
has not created 
tags here before

what would you 
expect to happen 
from add a tag 
under top tags? 
would expect a form 
to create a tag and 
add it to contacts

Uses Shopify for 
online store, 
and Square for 
payment 
processing

Working 
with 1 list 
right now

Some of MC's 
existing tools 
“made it not 
necessary to 
use tags”

Has a landing 
page and an 
automated email 
when new people 
are added

Exports 
contacts from 
Gmail into 
Mailchimp

”The things I do 
with Mailchimp 
have been due 
to MC's 
prompting”

“There's more 
power in 
existing tools 
to segment 
than in tags”

AO: Recent 
growth is 
useful

 “In a very basic 
way, [Top Tags] 
are saying these 
are the attributes 
you assigned to 
your list”

“If I were using 
tags, top tags 
might be 
useful”

“I'm most interested 
in knowing how 
frequently I've 
touched that tag, 
not just the number 
of people 
associated”

My most applied 
tag doesn't 

necessarily mean 
my most 

valuable/engaged 
tag

“I've learned a lot 
from the existing 
dashboard, and 
I've found it very, 
very useful”

“Email marketing 
engagement and 
recent growth are 
helpful for me”

Uses 
segmentation 
to segment

Taking a course 
from Shopify 
called 
“Ecommerce 
email marketing”

Segments her list 
based on people 
who receive her 
emails, and 
people who are 
local

With segments, 
“I could see 
what portion of 
the list got the 
last email”

There's a lot 
more power in 
how you can 
segment your 
list

“I'm not sure what 
the best tool is to 
characterize 
different facets of 
my list”

“How much 
action does 
this tag 
see?”

“[first_email] is 
never going to 
be of use to 
me again”

AO: “You can slice 
and dice your 
mailing list, and 
here's how you've 
sliced it so far”

(Basically, 
creating tags 
based on 
criteria, like 
segmentation)

I would not want my tags to 
be automatically expired -  
if tags were stripped after a 
period of dormancy I 
wouldn't use them -  too 
much work to create them

Maybe if you haven't 
used a tag in a while 
mc provides a 
reminder, "you 
haven't used this tag 
for x amount of 
time"

In MC, “The 
value of tags 
isn't clear in 
comparison to 
segmentation”

☝ BACKGROUND
☝ BACKGROUND ☝ BACKGROUND ☝ BACKGROUND ☝ BACKGROUND

More power in 
using the 
prebuilt 
segments than 
in tags.

Not sure how 
she started 
using 
tags...they just 
popped up.



For new subscribers 
from promo tagged 
on import then 
figured out how to 
send to a specific 
segment

Uses MC to 
send out 
discounts, and 
EOY updates

Background

Remind her 
where her 
users are 
coming from

Do you send different 
messaging? 

I have -  ran promotion on 
book funnel then added 

subscribers manually and 
tagged them as book 

funnel etc... sent email just 
for them

Connects with fans and 
keeps updated with writing 
-  as she expanded into 
editing started segmenting 
between readers and 
writers -  more targeting 
marketing for services she 
provides

Background

Uses tags for 
daycare center list 
(specifically, “fall” 
and “spring”)

Background

How people 
use Mailchimp

MC is funnel for 
newsletter also 
uses social 
media and crm

Background

Used mc in two 
capacities -  used to use 
to send out internal 
newsletters and blog -  
now uses it for her 
business as a writer - 

Background

Uses MC to communicate 
with online customers, not 
pop up shop customers 
because online customers 
may not be where she'll be 
hosting her next pop up 
shop

Background

Goals with MC -  
connect with 
readers and create 
an established 
relationship - 

Background

Uses MC to send 
email to daycares, 
etc. for scheduling 
photography 
sessions

Background

Uses MC to get 
to people that 
aren't on social 
media as much

Background

Challenges with 
organizing lists

Challenges with organizing? 
Pretty easy, at first 

struggled with making too 
complicated, then it 

became easier when she 
simplified -  likes tags that 

help her see where a 
person came from or what 

they've done

Biggest reason for not 
targeting is time -  also 
connected to frequency of 
emails -  members are 
mobile -  hard to replicate 
content for different 
locations

Background

Challenges with 
segmenting and 

targeting specific parts 
of audience

How do you use tags vs 
segments?

Confusion on terms -  uses 
tags or the segment -  what 
info would you like to hear 
from me? to split contacts 

up

“Marketing's one 
of the most 
important things, 
and it's difficult to 
make time for it”

Background

Challenges with 
uploading 
contacts

Uses crm to organize 
contacts -  has website on 
drupal that he uses as crm 
-  and another host site in 
another country because of 
GDPR

Background

“We manually enter 
over 2K names. I just 
discovered you 
could import a CSV 
list”

Background

Has one list but is thinking 
about breaking it into two 
lists because she has 
different styles of writing -  
wants to send different 
communications 
depending on waht they're 
interested in

Background

Template for 
import would 

be helpful 
because CSV is 

complicated

So it's all 
just super 
manual.
Audience Organization

How tags are used to 
organize (source, 

interests, purchasing 
timing)

Tags classes and 
conferences she's 
done so she can 

remind herself what 
class that user has 

been through

Tags bookers that 
she'll send a very 

personalized 
email to (uses 

with multiple tags)

Organization of 
contacts in MC: "I try 
to do tag, like if I do 
an event in a certain 
place or it has a 
name."

Audience Organization

Goal last time you 
created a tag? Did a 
conference in Nov, 

imported a bunch of 
people manually, 
and added tag as 

she imported

Different 
messaging 
to tagged 
contacts

Has not heard of 
tags, but has not 
tried -  does not 
explore tags 
because has lack 
of man power

Thinks tags could be 
applied to attributes 
of customers -  a 
specific user could 
have multiple tags 
then be filterable

Last time you 
created a tag, what 

was your 
goal/process? 

Wouldve been in 
november, manually 

added contacts

how do you communicate with 
different audiences? Readers 
every tuesday-  sneak peaks, 
career etc.. Editorial is contacted 
less frequently, at least quarterly, 
more about updating events or 
running a special on edit letters

Background

How tags are used to 
organize (source, 

interests, purchasing 
timing)

How did you find 
out about tags?
Think I got an 

email when there 
was an update

Discovery of tags 
(usage & 

existence)

Found out 
about tags 
from old 

beta

Learned how 
to use tags 

from trial and 
error

How did you learn 
to use them?
Just started using, 
saw option to tag 
when importing 
one day

Learned to 
use tags by 
just doing it

Creating Tags

Found out about 
tags through an 
email or a tutorial 
when learning about 
best practices

Background

Way using tags right now to 
indicate source ex. 
imported csv then tagged 
book funnel, probably not 
using them way they were 
intended -  would like to be 
able to update source

If could update source -  would 
use them to give people certain 
attributes, she would probably 
tag her engaged people, but 
then that would be the same as 
what she uses segments for now 
-  not sure if its better for her to 
use segments or tags for this

Found tags 
tutorials on 
YouTube

Background

Find out 
about tags?

I don't 
know.

People create tags 
upon import or 

from contact table

Did not know 
there was a 
tags page - 

Top Tags Concept Test

How do you create 
tags? Goes to contact 
table after an upload, 
then adds a tag after 
selecting her uploads

Top Tags Concept Test

Creates tags 
from the 
contact table

Background

From top tags how 
would you create a 

new tag? with 
manage tag -  never 
seen the tags page

Top Tags Concept Test

Where do you 
usually create tags 
from? Would do it 

from the Add 
subscriber -  adds 

tags on import

Top Tags Concept Test

"Creating tags is 
easy to do, you just 
manually do it. I 
don't really do much 
with it though."

Audience Organization

Not familiar 
with Tags 
page

Creating Tags

“I'd create tags 
from my contacts” 
(referring to 
contact table)

Creating Tags

Adds tags 
when she 
adds a new 
subscriber.
Creating Tags

Tags and segments 
can get confusing 
too, comes from 
market research
-  thinks of segments 
as type of person, in 
mc its a way to filter

Organization of 
contacts in MC: "I try 
to do tag, like if I do 
an event in a certain 
place or it has a 
name."

Audience Organization

"I try to tag it so I know where 
the email was added. So I can 
locate where I'm getting my 
subscribers from. But I kind of 
know of the top of my head 
because I'm the one manually 
entering them from my 
notebook."

Audience Organization

"And the tags don't 
really mean 
anything to me 
because I haven't 
maintained it well 
enough."

Audience Organization

Why not 
create more 

lists? In a how 
to it said not to

Has one list worked 
for you? Yes, when 

she makes new 
campaign, then 

chooses segments 
and then puts in  

segment she wants

ANything you wish you could do 
with segmenting or tagging?

Setting up welcome automation -  
had trouble with the filter by 
segment or tag conditions -  

confusing if she did right way 
(second user to not feel good 
about sending campaign from 

campaigns)

"Creating tags is 
easy to do, you just 
manually do it. I 
don't really do much 
with it though."

Audience Organization

“It'd be helpful if I 
could  tag people 
that I bring in 
through my 
ordering system”

Background

Hasn't had 
any major 
problems 
using tags yet
Background

Does not do too much 
segmenting or targeting of 
contacts -  good to see 
subscribe or unsubscribe -  
hard to figure out who to 
follow up with

Background

heard of seg or groups? 
has heard of, tried 
groups, not sure about 
segments -  thinks 
groups and segments 
seem to be the same 
on first look

Tags vs. 
segments vs. 

groups

Familiar with segments or 
groups?

Have used segments, use them 
for sign up forms -  got bot sign 

ups -  used segment to 
unsubscribe them all -  also uses 

segments to create an 
unengaged group so she knew 

she had people she could unsub

Segments based on 
behavior -  uses to filter her 

list -  how did her 
campaigns do? how are 
people behaving? were 

they just trying to get a free 
book, or are they actually 
engaging with content?

No 
experience 
with groups

how many lists? 
One list broken 
down into two 
segments

Background

Segments: “Does 
that have  to do 
with the hashtags 
in Mailchimp?”

Background

For readers its 
all about her 
for writers its 
all about them

Background

How do you make sure 
they get correct 
messaging? Uses 
segmenting -  uses tags as 
well segmenting between 
readers and writers

Background

Has not used 
a segment or 
group

Audience Organization

Uses sign up 
form on 

website -  that 
segments her 

writers

Top tags 
impressions

Likes AO better 
than old version -  

made sense 
seemed more 
user friendly

Top Tags Concept Test

likes email 
engagement 
as well as top 

locations
Top Tags Concept Test

“Top tags 
doesn't do a 
whole lot for 
me”
Top Tags Concept Test

“I guess I don't 
have enough tags 
for [top tags] to 
be applicable”

Top Tags Concept Test

“It's not 
something that's 
super important 
for my business 
right now”

Top Tags Concept Test

“I'm not sure 
[why top tags 
is being 
shown]”
Top Tags Concept Test

What do you think of top 
tags? Number of tags 
within your audience -  sees 
the examples and how they 
could apply to whatever 
type of audience you have 
-  machine learning, 
mechanics,

Top Tags Concept Test

Recent growth 
makes sense -  

likes seeing where 
contacts came 

from

Top Tags Concept Test

See her self using 
tags to get even 

more specific 
within her larger 
tagged segments

Top Tags Concept Test

What are we showing you 
in the top tags section?
Not sure -  if I had more 
maybe the top ones would 
show, but not sure what 
top means - 

Top Tags Concept Test

Tags are different 
numbers -  if they're 
the same number 
that's totally 
random -  should be 
mutually exclusive

Top Tags Concept Test

If top meant engagement -  
I would want to click into 
tags slat and see what 
made them engagement -  I 
dont know if I would click it 
if top meant size, then I 
would already know how 
I'm using

Top Tags Concept Test

Not sure 
if data is 
accurate

Top Tags Concept Test

sees tags list and 
groups as 
overlapping-  
could be 
interchangeable

Top Tags Concept Test

#1 tag is no longer 
relevant to her 
because she 
stopped pursuing 
that specific venture

Top Tags Concept Test

If you had to rank how valuable 
top tags are 1- 5: 4 as not very 
valuable with these particular 

tags -  these tags are carry over 
from before the beta test -  it 

would make more sense to her 
to delete the everything tag 
because its for her author 

newsletter

Top Tags Concept Test

If you ranked what's most 
valuable:
1 recent growth
2 email marketing engagement
3 where contacts came from
4 tags
5 locations

Top Tags Concept Test

Scale 1- 5 how would you rank 
the top tags section? 
would rank as a 3 -  a medium, its 
there but could live without -  if I 
would drive people to use tags -  
would put at top intead of lists -  
to be sure that people don't 
mismatch the two -  even though 
wouldn't probably do it

Top Tags Concept Test

How would you interact 
with top tags? Helps 

choose who to send her 
content to, in the future 

she could maybe see who's 
on the list and get more 
info like where they are

Top Tags Concept Test

How do you think 
top tags are ranked? 

Assume its by 
number of ppl 

tagged with a label

Top Tags Concept Test

Value of seeing 
top tags. 5 (least 
important) 
because I don't 
really use tags.

Top Tags Concept Test

Would like to 
be able to 

drill into her 
tags

Top Tags Concept Test

“At first I didn't 
notice the little 
paper airplane 
there”

Top Tags Concept Test

”[This might be 
useful if] there 
was more of a 
call- to- action 
there.”

Top Tags Concept Test

Can you invision yourself 
sending a campaign from here? 
The way using tags now it would 
be a one time thing based on 
how groups came in -  if I was 
using tags how she plans, then 
she would use the send from 
here

Top Tags Concept Test

Sometimes when sending 
campaign she's worried 
she's made a mistake, so 
sending from here would 
give her more confidence 
she's sending to the right 
people -  if she's tagging 
people in the right way

Top Tags Concept Test

Tags Interactions 
expectations

If you had to rank sections:
Recent growth 
Top tags
email marketing
top locations

email marketing or top tags 
could be most important

Top Tags Concept Test

Thoughts on modal? Likes that 
provides option to easily send 

email, ad or postcard -  only uses 
email for now, but brings 

attention to other features 
mailchimp has which could make 

sense for future marketing 
needs

Top Tags Concept Test

What you expect from 
clicking into these tags -  
would take to list section 

and show individual data -  
like the view contacts -  

from there would maybe 
send an email

Top Tags Concept Test

Manage tags: 
“Maybe that's where 
you could enter tags 
you'd use in the 
future, then apply 
those tags later on”

Top Tags Concept Test

Feature 
requests

"I still think it might be 
helpful to remind me to 
use tags, but it's not really 
a top thing for me. Like I 
think other things might be 
more helpful."

Top Tags Concept Test

Would expect to go 
to tags list or view 
contacts -  not to 
send -  because of 
the way he sees tags 
behaving-  as a list

Top Tags Concept Test

Or does it from 
view contacts -  

checks the boxes 
she wanted then 

adds the tag

Top Tags Concept Test

What would 
you do from 
here? probably 
send an email

Top Tags Concept Test

Top Tags-  
Interprets as how 

people made  
connections with 

her

Top Tags Concept Test

What would happen 
from manage 
tags?would go to 
tags page, maybe be 
able to add rename, 
arrange, nest

Top Tags Concept Test

Likes the modal better than 
going to contacts -  forces 

her to think about what she 
wants to do -  forces her to 
think about other things 

she could do -  brings back 
to her awareness that its 

an option

Top Tags Concept Test

How would you 
create a new tag 
from here -  would 
go to add a tag

Top Tags Concept Test

What would you 
expect from 
manage tags-  
would expect to 
see my list of tags

Top Tags Concept Test

When she gets to 
higher numbers, 

would want to pull 
her list and get rid of 

contacts that are 
engaging with her

Top Tags Concept Test

If tags did more, 
she'd want to be 
able to specify 
more -  filter (like 
segments)

Top Tags Concept Test

Any additional info you'd 
be interested in about 

tags? Would like to see five 
star rated contacts -  can 

reach out to specifically for 
their level of engagement

Top Tags Concept Test

Why would tags be here?
I notice mc is pushing tags -  
obviously I'm confused, 
thinks others probably are 
too, thinks MC is pushing 
tags to help people 
because they're useful

Top Tags Concept Test


