
  

The Problem

● Giving away a free service –  which accidently 
gets popular

● Lots of end users to support and a day job

●



  

Example

● Squadlist.co.uk
 – An online tool for organising rowing outings

-Several 1000 end users
-Generally quite young 

-Well connected to email etc

Things which have helped...



  

Simple logins

●Make in look like something they already know 
how to use

●ie. Facebook
●

●Explain why a login failed
invalid username / password etc



  



  

Nice passwords

pwgen

OoYe3tee Liosoh8k thohvi5O Doo4iece 
IegahZe9 Shah1eev aiJ9eiTh ushohSh2
Eesooye8 oN0pheik gia7eiL0 Ohcoodu0 
Teixah1o eec1Ai8u Yuthoog0 ohNai6Oh
Mai7mili Ohv0eeVo paer0ohF Ohboo6Oh 
Iejeero1 shoo4Lao ohxie1Ie Ieg6Phee



  

Forgotten Passwords

● Needs to be easy

● Email or user name

● Prompt end users to talk to someone other than 
you
●



  



  

Divide and Delegate

● Can your users be split into groups?

● Form a relationship with one representative and 
delegate admin and support to them

- Admins create end user's account and give 
passwords to them

- Admins can reset end users passwords 



  



  

Demo as Documentation

●Documentation is hard to write and needs be 
updated

● End users can work things out for themselves

● Reset the data – but let users know your doing it
●

●



  



  

Good Email

● Automatic emails need to work

● Yahoo and Hotmail spam blocking

● Invest in getting your domain unblocked
v=spf1 mx ~all



  

Alternative

- Alternative way of talking to end users

- Submission receipts



  



  

noreply@

● People do reply to noreply@

● Lots of traffic to noreply@ can mean trouble at 
the mill

●



  

Don't scare the horses

●Always tell people before you change something
- but don't tell everyone

● Website and mailing list of admin users



  

Don't break it

● Test scripts

● Test copy in production



  

Don't break it all at once

● Incremental upgrades

● Tame users first



  

Allow data to be exported

● CSV / RSS / iCal export of user data

● Users can do things for themselves without 
asking you


