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I'm a content and inbound marketing 
specialist experienced in SEO, copywriting, 
content writing, and inbound marketing 

strategies. I am currently working as an Inbound Marketing Specialist 
at UserGuiding. I'm highly interested in product management and UX 
design, which I regularly write about on different blogs and 
publications.

I am a UX and product designer who is 
passionate about designing simple 
experiences in the complex world that we live 

in. Having many work experiences with SaaS, I’ve got involved in every 
design phase from user research to final design implementation. I am 
currently working as a product designer at UserGuiding.

I’m a specialist UX engineer and writer. I’ve 
worked with many startups and individuals 

to improve and develop different products, including 
SaaS Products, Progressive Web Apps, Mobile Applications, 
Desktop & Web Application, UX writings, etc. I am currently 
working as a freelance UX specialist and writer. 
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After years of torture, burning, and freezing, I currently can adjust the 
temperature of the water without even stepping in the bathroom through 
the app. And when I get in there I’m welcomed by the calming warm 
water.

YYou see, my showering UX was awful. And even though newer models of 
manual knobs had more accuracy, the digital shower control system 
oered the perfect UX to me. Removed any pain points, eliminated 
frictions, and I was glad I had switched to their product.

YYou can, by looking at the example, notice that UX made a huge part of 
this buying decision. I quit the manual knobs because they had awful UX, 
I’ve chosen the digital shower control system because they’ve had a 
perfect UX, and if their UX remains this way, I’ll be their customer forever.

For the For the SaaS industry, where switching products is much easier because, 
well, cloud; and where the competition is getting more and more fierce 
everyday, UX can be the first thing that can make or break your 
company.

And creating the perfect UX is not as easy as introducing an app to your 
users in SaaS, there are a dozen challenges that are unique to SaaS 
products.

WeWe’ll help you define these challenges and find ways to overcome them, 
and introduce you to the popular concepts in UX and SaaS.

Designing UX for SaaS

Designing UX for SaaS
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Designing UX for SaaS

In this ebook, we’ll go over:

the basics of UX,
what the trends look like in 2021,
the value of UX to SaaS businesses,
UX design processes for SaaS products,
and tips and tools to significantly improve your processes.

Implementing a well thought UX can help you reduce customer churn rates, 
streamline the user journey, and eliminate user frustration. Achieving a 
well-balanced UX design for SaaS might be a challenge. The service needs to 
be personalised, easy to use, and appealing at the same time.

Chapter 1
UX Basics
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Designing UX for SaaS

The UX design process can be divided into four key phases: 

The UX design process typically takes place in that order. But these are 
continuous and interactive, thus, never-ending processes.

Throughout the design process, you discover new insights that lead you to 
rethink the design decisions. You are expected to review and repeat specific 
design solutions as you iteratively optimise and improve your design decisions.

4 Components of User Experience
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The rise of dark siders will likely be continuing in 2021 too. 

The look is elegant, stylish and modern. As we’re spending more time with our 
smart devices, dark mode plays a vital role in user experience. Dark mode saves 
the battery if the device uses an OLED or AMOLED screen, and also, It is better 
for reducing eye strain while using the device at night.

If someone told you sounds at the start of 2020, how significant our lives would 
change in less than 4 months, you’d call BS on the spot. 

It has been a roller coaster for real. So many things happened, and they 
happened fast. 

WWith the rise of virtual and remote working culture that came after the 
pandemic, UX/UI trends have seen a drastic change throughout the year. 
Online services are now more popular than ever, from meeting to banking and 
appointment booking. We are seeing a new wave of users transitioning from 
their regular physical services to digital services. In this chaos, UX/UI 
professionals will play a vital role in ensuring the transition is smooth and 
intuitive. 

AAs a UX/UI practitioner, it is essential to stay informed about these forever 
changing trends to build cutting edge design solutions. So now, let’s explore the 
top UX/UI design trends in 2021 in detail and see what influences the changes:
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Web typography is getting bigger and bolder, especially for landing pages 
and microsites. 

Bold typography is one of the easiest ways to grab users’ attention. 

It contrasts perfectly with the design’s intense nature, gives visual attention, 
and allows users to learn about the content.
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Admit it, everything looks better in 3D.

Except for Jaws 3...

Despite some drawbacks on memory consumption, 3D is trending in both 
mobile and web applications. In 2021, 3D elements such as icons and 
illustrations will definitely become more popular. 

Neumorphism combines flat design and skeuomorphism. It is a visual style that 
combines background colours, shapes, gradients, and shadows to ensure UI 
elements’ graphic intensity. 

All that allows achieving a soft, extruded plastic look and almost 3D styling.

Neumorphism represents very detailed and precise designs, highlights, 
shadows, glows, etc. Attention to detail is awe-inspiring in this design pattern. 

HHowever, most UX experts think just the opposite. Neumorphism doesn’t play 
nice with basic usability principles. It almost kills the intuitiveness and 
accessibility. And there aren’t lots of real-world apps built on top of this style. 
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Gradients (or colour blending) are a gradual blending of multiple colours. 

But gradients aren’t limited to two shades of colours; you can blend how much 
you want. The gradient trend is versatile; it can be both bold and subtle. One of 
the exciting sides of gradients is, they add depth and life to an otherwise flat 
design. The trend of the smooth and soft gradient is in full swing in 2021. We will 
surely see more of them this year.
  
Microsoft’s fluent design system and the new design approach by Apple in 
macOS Big Sur are two of the big pushes in gradient-based designs. Google 
also joined the party with redesigned logos of Gmail, Calendar, Drive, Docs and 
Meet. 

Companies all over the world are paying more and more attention to the 
experience they’re oering their users and how those users are interacting with 
their products.

Product owners, especially in competitive industries such as SaaS, are realizing 
that the only way to eectively grasp the attention of users and to completely 
satisfy them is through building a decent user experience without any friction 
whatsoever.

And who knAnd who knows, one of these product owners can be your main competitor, 
looking to snatch your existing and potential customers...

Chapter 2
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PaaS is a cloud-based platform that lets the customer develop, test, and 
deploy dierent applications. 

This service model simplifies the process of software development. Gartner says 
PaaS is expected to grow by 26.6% in 2021, compared to 2020.

In this model, the service provider controls the entire application, which 
customers can access using a web browser or a companion software package. 

SaaS does not require any installations or downloads in customers’ existing 
infrastructure. Best examples of SaaS include Google Workspace, Microsoft 
O ce 365, Box, Yandex for business etc.
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Software as a Service (SaaS) is booming in the internet age, as expected. 
Gartner forecasted SaaS to grow $117.7 billion in 2021. Higher than any other 
cloud-based service model.

Here is the worldwide public cloud services end-user spending forecast (millions 
of U.S. dollars)

The SaaS model is still growing thanks to many advantages that it oers both 
customers and business owners. There are tons of reasons why the SaaS model 
is the future, such as:

Regular and predictable revenues are two of the critical aspects of a business 
to survive. Vendors can track their monthly payments to get estimated revenue. 
Subscribers can quickly pay the subscription price as payment is broken into 
smaller amounts. It is a win-win for both parties.

17

https://www.statista.com/statistics/510333/worldwide-public-cloud-software-as-a-service/


Designing UX for SaaS

The SaaS pricing model is scalable with a long-term plan. The traditional 
pricing model may create problems in the competitive and constantly 
fluctuating market. SaaS provides balanced and adjustable pricing, which can 
be easier for customers to aord. The periodic billing cycle also helps users a lot.

In SaaS, the pressure of concentrating more on new ideas and perspectives is 
relieved. The fundamental rule of SaaS is to enhance the level of service quality 
for current customers and convert them into paying subscribers.

Acquiring a new customer can cost six-seven times more than retaining an 
existing customer. Also, increasing customer retention by 5% can increase profits 
from 25-95%. So the real growth hack of SaaS is to focus more on retention 
rather than acquisition. 

SaaS is all about users. 

So it’s a no-brainer that the user experience is the first thing that needs to be 
focused on. 

I just can’t stress this enough: the SaaS market is competitive. If your users don’t 
feel comfortable using your product or can’t find what they are looking for, they 
will instantly leave your product for good. 

WWithout any doubt, we can say that UX is one of the essential things in the 
SaaS industry. If you’re just getting started or planning to start a SaaS business, 
you should consider investing more in UX. There are several solid reasons for 
that, such as:
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A well-designed product always attracts users and keeps them talking about 
the product. This word-of-mouth activation is one of the most incredible ways 
to acquire new customers. On the other hand, continuously improving UX 
ensures that your existing users are happy. Hence reduces the customer churn 
rate. 

Many businesses see UX as a supplementary cost, but it isn’t. In the context of 
overall product experience, short-term investment can lead to long-term 
savings. UX designers can create an early-stage prototype for the final 
product. So that developers can accurately assess the time and eorts needed 
for implementation. As a result, there is no need for wasting time and money. 
This way, we can quickly resolve possible problems before they become real 
problems in production. 

When designing UX for a SaaS product, there is little to no room for mistakes. 

A single UX mistake can increase customer churn rate. 

People spend a concise amount of time exploring a product. So, the main 
challenge for UX designers is to make an excellent first impression within that 
small time frame. 

Increasing customer acquisition and retention means increasing revenue. There 
is an old saying; make it easy to buy something, people will buy it. So, invest a 
little more to make that navigation menu more intuitive, create a great 
onboarding experience or make the signup flow more frictionless. 

These little things will help your users do more and achieve their goals faster 
with your product, resulting in more customers and revenue for you. 

Wasting time and money is not an option for any companies. This is where UX 
solutions come into play to make the most out of your existing resources. An 
expert UX engineer can quickly detect ineciencies early in the product 
development process. They do this by working alongside the devs to prevent 
the implementation of something that will waste time and money. Instead, they 
will be able to make the most of your resources to make your product perfect 
for your target audiences.
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The SaaS market is heavily crowded, and there are tons of competitors to your 
business. 

You need to oer extraordinary service and experience to stand out from the 
crowd—this is where a great UX designs comes into play. Intuitive navigation & a 
good onboarding experience are essential things that play a vital role in 
acquiring and retaining users. 

On the other hand, a small UX mistake can make you lose ground in the market. 
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As we already discussed, SaaS is all about its user base. Unlike other product 
design, you need to take nothing but a user-centric UX approach. Embracing 
user feedback is essential when trying to design a high-quality SaaS 
application. 

The The SaaS products are ideally developed based on a comprehensive 
understanding of user goals, pain points and expectations. This approach 
ensures that rigorous testing is carried out to deal with problems that can 
trigger issues along the way. 

The UX design process in SaaS is not so dierent from a traditional one, but 
there is a little bit of spice in it that comes from the user-centric focus and the 
time limits.

In this chapter, we’ll go over what a UX design process for SaaS products 
generally looks like.

Let’s define the UX design process first:

The UX design process is an iterative process that explores the solutions to a 
particular set of design problems. 

UX designers research each set of issues thoroughly and make a dierent 
design decision on every design process stage. Additionally, they also review 
and recommend changes to current design decisions.

Chapter 3
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Following a UX design process is an essential part of designing UX for SaaS. 
Here are some critical aspects of it: 

Product experience can be more ecient and transparent by following a 
standard design process. As a result, you get a tested and refined design 
solution. 

With each iteration, designers can revalidate design decisions from 
dierent perspectives to make them more refined.

It makes collaboration with team members and stakeholders easier.

It helIt helps to find issues before they emerge into production and propose an 
eective solution. 

The UX design process helps us design a product experience that allows 
your SaaS users to achieve their goals more eciently. 

Remember, according to the team, the product, or the existing processes, the 
process might be dierent from what we’ve outlined here. But the core of the 
design process will almost always stay the same.

Typically the design process involves six stages:

In this phase, you typically define the product. 

Before you can build a product, you need to understand its context for 
existence. Like Abraham Lincoln once said:
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You move to this phase after you define your product idea. And this phase 
typically includes user and market research. 

Good research influences design decisions, and investing in research early in the 
process can save a lot of time and money. The knowledge and information you 
gather in this step will be responsible for the product fundamentals and 
functionalities. User interviews, surveys, workshops are some widely used 
research methods. 

You got data about the users, what they need, and what they expect from your 
research on stage #2. The next step is to analyse that data and verify the 
dierent ideas and concepts in your team. 

This phase usually includes:

User personas are profiles of our ideal customers. As you design your product, 
you can reference these personas as realistic representations of the target 
audience.
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A user journey map is a representation of the user’s interactions with our 
product. The user journey map is crucial for building empathy and revealing 
opportunities to optimise the product experience.  

A user story is the smallest unit of work in an agile framework. It is a short, simple 
description of a feature told from the perspective of the user. It’s usually defined 
with the following structure: “As a [user] I want to [goal to achieve] so that 
[motivation].” Example: As a business user, I want to invite all team members so 
that they can work on a shared document.

When your project goal is defined, you know the user problem and your design 
solutions; now you move on to the design phase. In this step, you build the 
actual design. 

Additionally, you also create a design system at this stage. This phase typically 
includes:

Designers connect user personas and user stories using a storyboard. A 
storyboard visually predicts and explores a user’s experience with a product. It 
involves a sequence of wireframes and is simple enough for everyone to create, 
modify and understand.

Sketching is the fastest way to visualise an idea. You can do this by hand 
drawing on paper, on a whiteboard or with a digital tool. 

Wireframes are primarily about information architecture (IA). Prototypes are 
about the actual interaction between users and the product. You create 
wireframes and prototypes in this phase to act as a blueprint of the final 
product. 

UI designs are created using sketches, wireframes, and prototypes we made 
earlier. Designers provide production-ready methods to developers and other 
resources such as icons, images, colours, specs etc., in this step. 
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After successfully implementing the designs into production, you can now move 
to the launch phase. 

In this phase, you publish the product to end-users. But the designers’ duty isn’t 
finished yet. You need to observe the real-world performance of your design 
decisions. Also, you need to gather user feedback and note down any UX issues 
they are facing. You will use this information in your next design iteration. 

The UX design process isn’t a linear process; it’s an iterative process. 

The phases overlap, and usually, there are a lot of back-and-forths. With usage 
data and information in your hand, you go back to stage 1 and restart the UX 
design process to improve your product even further. 

Chapter 4

32



Designing UX for SaaS

Collaboration is a little bit easier when you’re working with your team. 

When done correctly, collaboration has many benefits, including greater 
eciency, diverse perspectives, and better design solutions. But it takes time 
and eort for teams to learn how to collaborate. 

There are 3 main aspects of collaborating with your team: 

Tools that support remote collaboration are advancing rapidly. 

Teams can talk via video, share screens and files and engage together in 
presentations using dierent tools. While choosing and using collaboration 
tools, make sure the basics are there:

Your team needs a reliable communication platform. It is not just email but also 
a platform for them to quickly send messages and share files.

When the team comes together, everyone needs to know their team’s goals 
and everyone’s roles. 

Then everyone can work independently on their designated tasks. When 
everyone knows what they are doing, the impact on the end product and what 
needs to be done— collaboration is much easier and eective. 

There is an old saying, “United we stand, divided we fall”. 

When you’re working together, you need to face the challenges and obstacles 
together as a team. You can come up with a more ecient design decision 
when you solve the problem together. 
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Design files can be large. 

VVersioning can be painful too. It is essential to ensure that you have a proper 
solution to save files and allow people to work in real-time. Cloud storages 
come into play in this situation. Most of the business cloud providers have good 
collaboration tools and secure file storage. Also, most of them support multiple 
platforms. So the team members can access and work on their files anytime, 
anywhere.

You can also try Cloud-based design systems such as Figma, which allows 
real-time collaboration. This way, you can cooperate on your designs.

Sometimes you need to collaborate with other teams, whether it’s your 
marketing agency or your client’s internal product team. 

Here are some tips to make collaboration with other teams more ecient:

Communication should be the top focus when working with other teams. 
Well-defined communication methods, style, and cadence can solve tons of 
problems beforehand. It will also help you to be familiar with other’s team 
culture and ethics. 

Each team has their own culture. As a collaborator from another team, you 
need to know and respect their culture. Your working procedure might be 
dierent from theirs, but neither party needs to change their procedure. Instead, 
you can discuss and find a sweet spot to collaborate.  

When dealing with other teams and maybe juggling dierent time zones, things 
can sometimes get rough. If everyone agrees to some little compromises, it 
makes things easier and expected. Keep things human by recognising other 
teams’ needs, culture, work process, communication preferences etc. 
Inter-team collaboration is more eective when everyone shows a little 
empathy for everyone. 

When you start collaborating with a new team, the work is often planned by a 
weekly meeting or project meeting. These regular meetings help keep all the 
team members well informed about the project and collaborate better. So 
don’t forget to attend that Zoom meeting (or MS Teams or Google Meet or 
Skype or whatever! ) more often. 
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Sometimes (if not most of the time), as a UX designer working for SaaS, you 
need to work closely with the end-users. This way, you get to know who your 
user is and see how they’re interacting with your products.

Here are a couple of tips and tricks to collaborate with users.

The first rule for collaboration with the user is clear communication. Clear 
communication will help you to get precise and relevant information about user 
pain points and expectations. Most of the time, the user you’re collaborating 
with is not from your team. So, don’t let them feel abandoned. Make good 
relationships and let them know what you need and why you need it. You will 
always get some interesting information.  

You hate filling that long survey form, right? Your users hate it too. When 
collaborating with the user for interviews or surveys, keep things simple and 
easy to follow. Value their time and show empathy for the problem they are 
facing.

So, we went over the basics of everything: UX, SaaS, UX in SaaS, doing UX in 
SaaS…

So, for the final chapter, we’d like to go a bit more advanced. In fact, we’ll share 
the 3 tips that will instantly improve your user experience, based on our own 
experience designing various products.

You can actually implement all these tips into your design and design processes 
by the end of this week, and get quick results. 

Your users are here to teach you something, not the other way around. Your 
goal is to get as much information as possible and understand it from the users’ 
perspective. It’s counterproductive to judge users or try to educate them during 
collaboration. Keep things natural and easy for them. 

Chapter 5
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A SaaS product needs to implement a secure and flexible user authentication 
system. 

It requires a robust IAM (Identity and Access Management) system to handle 
dierent users across dierent service tiers. 

But hey, what is an IAM in the first place?

Identity and access management in SaaS products are complex, both from the 
development and UX perspectives. To reduce user churn and increase 
conversion rate, you need to keep your products’ signup/login system as 
frictionless as possible. 

AlAlso, whether it’s for an investor sales pitch or shipping a groundbreaking MVP 
(Minimum viable product), you need to develop the product faster. 3rd party 
IAM providers come into play in this scenario. IAM systems give you an easy to 
implement authentication and user management system.  

Auth0 is one of the industry-leading IAM providers that is secure and easy to 
implement. It is a flexible, drop-in solution to add authentication and 
authorization services to your SaaS applications. Your team and organisation 
can avoid the cost, time, and risk that comes with building your solution to 
authenticate and authorise users. 

IAM products provide tools and technologies for controlling user access within a 
product or organisation; typically, sign in, sign up, feature access etc. 

The core objective of IAM systems is to provide one digital identity per individual. 
The IAM system gives you an easy and secure way to handle dierent user 
permissions and roles. 
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Have you ever been in a situation where you are browsing a website, suddenly 
want to go to a particular page or find something, but you’re completely lost 
and have no idea where to click? 

We’ve all been there...

When people browse a website or use a software product, they want it easy to 
use and navigate.
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Applying the KISS principle to your SaaS product design is simple (obviously). 
You can do this by following these guidelines:  

The navigation menu is the list of links to the categories or features, typically 
presented as a set of links or icons. 
Navigation is an essential part of any application as there are many things 
associated with it like accessibility, usability etc. Simpler navigation can increase 
user retention and engagements for your SaaS application. Let’s explore some 
cool tips and tricks on how to make navigation simpler. 

Make sure your navigation menus are visually distinct from the rest of the UI. The 
navigation menu is like a lifeline when users are lost. So, keep it visible and easily 
recognisable for better UX. 

Users expect to find navigation elements where they’ve seen them before on 
other sites or apps (e.g., left side, top of the screen). Make these assumptions 
work for you; place the menus where users expect them. 

It is recommended to optimise the navigation for desktop and mobile 
separately. It may be an extra eort for devs and designers. But, it is better for 
UX as dierent devices have dierent capabilities of interaction. For example, 
hamburgers menus are well recognised on mobile but might not be suitable for 
desktop. 

Avoid images to explain the dicult task. There is a saying that “a picture is 
worth a thousand words”, but that’s the reason you need to avoid the picture 
to explain something complex wherever possible and suitable. 

When designing a consumer SaaS application, try to avoid using highly 
technical or scientific terms. Sometimes those terms can require prior 
knowledge. Instead, use simple language to explain so that everyone can 
understand.

Any complex idea can be a lot simpler when broken down into smaller parts. For 
example, you have ten input fields in a signup form and can’t skip any of them. 
Instead of putting them all on one long page, break them down into several 
small steps. 
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When users sign up for a product, they expect the product to solve a problem 
for them somehow. 

So when they use the product for the first time, they should feel comfortable 
and find the “aha!” moment fast.

So, a well-designed user onboarding helps you quickly guide your users to the 
“aha!” moment and make sure they adopt your product early on.

The “aha! moment” is when your users see the benefit they get from 
using your product, and they say to themselves, “Wow! This software is 

fantastic!”. 
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With UserGuiding, you can create and design user onboarding flows without 
any coding. This way, you can dramatically reduce your product development 
time and you can highlight your new features and create tutorial popups in 
minutes.

UserGuiding lets you design fully interactive step-by-step guides for instant and 
result-oriented customer support. Your users can get support instantly anytime 
through an interactive help center.
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With UserGuiding, you can turn the customers into power users and show them 
what they are to do next with an exciting onboarding checklist.

It is a feature that breaks complex processes into simple steps and keeps users 
motivated during onboarding. 
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Want to know how loyal your users are? 
Curious to learn if your users recommend you to others? 
Looking to make sure your clients are happy? 

Net Promoter Score(NPS) surveys help you determine the answer to the 
questions above. With NPS surveys, you’ll learn what your customers think—and 
a whole lot more. 

UUserGuiding oers comprehensive tools to run NPS surveys among your product 
users, and you can get started in minutes.

UG CTA

If you can’t measure something, you can’t improve it. 

An analytics tool helps you track and measure the success and the 
eectiveness of your products and services. UserGuiding has a powerful 
analytics tool to monitor your user onboarding performance. 
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Improve your user experience with UserGuiding, without 
coding

Join Now!

https://start.userguiding.com/meetings/userguiding/demo

