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Netflix’s aim is to

eliminate any hindrances

at every step of their

registration process.

Uncertainty

Uncertainty is a situation when

your customer has incomplete

or missing information. A

situation when their questions

and fears are not yet resolved.

And Netflix knows that

the biggest fear for its

customers at this stage

might be too much

commitment.

Uncertainties will try to

coax you into sticking

with the status quo.

Netflix manages to erase

them.

In this case study, you’ll discover:

he point is to eliminate any hindrance, to help us make seamless

decisions. Smoothless, almost no-brainer decision is the goal at each step.

From the registration process, searching and selecting what to watch, to

increasing watch time, behavioral economics and consumer psychology are at

the forefront.

From removing friction, reducing uncertainty, to utilizing social proof  – these

are just a few examples of its state-of-the-art approach to home

entertainment. 

Let’s have a look at one specific and probably the most crucial part of customer

acquisition – the registration process.

Imagine you want to sell something to

someone. What’s the first and most

important  thing to do? You’re probably

thinking “I should tell them how

amazing it is and point out all its

benefits”. 

Isn’t it surprising, then, that Netflix

doesn’t emphasise its benefits anywhere in the whole registration process?

They focus on something, which at the crucial moment of making a decision,

plays a more central role. Our uncertainties.

A worry-free signup

We all know how unbearable uncertainty is in our daily lives. Not knowing is

often worse than certain bad news – just picture the sheer anguish of having

to wait for your medical results or standing at a traffic light not sure how much

longer till the green light is back on. But when you see a countdown, somehow,

the same wait is easier to bear. 

Yet we seldom realize how bad uncertainty is

for others, and especially for our customers.

Uncertainty not only makes our personal lives

miserable, it is a true sales and customer

experience killer. And it gets worse. 

It may be the number one reason why people

leave your website, abandon shopping carts and

postpone their purchase decisions. Uncertainty is especially damaging if you

want to convince people to try something new. 

But Netflix doesn’t leave it up to chance. It’s one of few businesses that

understand the importance of the concept of uncertainty, and handles it

exceptionally well.

Uncertainty may be the number one reason why people

leave your website, abandon their shopping carts, and

postpone their purchase decisions.

Let’s now look at how they eliminate doubts and fears at each step of their

registration process. 

Step 1: Enter the registration process

Think of all your favorite features on Netflix. Is it the vast array of content,

Netflix originals, or the fact that you don’t even have to move a finger to be

taken directly to the next episode?

But when it comes to signing up for a Netflix free trial, it’s not the benefits

(we’re all aware of)  but things we’re unsure of, that play a crucial role. And

Netlifx knows that the biggest fear at this stage might be too much

commitment. And so along with the benefits – this becomes front and center. 

Let’s take the example of Linda in her

mid forties, who’s about to click on the

button “Try 30 days free”. How does

Netflix steer and prevent her from

pausing or postponing the registration

process? They answer her questions

and uncertainties in the very moment

they occur.

The first worry that might pop into

Linda’s head is: Sure, it may be nice to try. But how can I get rid of it if it’s not for

me? And so Netflix gives her the answer. CANCEL ANYTIME.

Netflix’s registration page.
Source: Netflix

After Linda clicks “Try 30 days free” on the homepage, let’s consider what other

concerns she may have, based on her past experience with similar kinds of

service. You may have experienced it too – signing up for a free service just to

realize one year later “Damn, I forgot to cancel it”. But the damage is done.

So Netflix provides answers to the 3 main concerns that Linda may have:

And they answer these in plain English:

The first step of Netflix’s registration.
Source: Netflix

Step 2: Choose your plan

At this point Linda might not be sure how many screens she will need to watch

Netflix on at the same time. Will her sister Beckie join? How about her husband

Jeff? Will 2 screens be enough or should she opt for 4? Will HD be just enough or

will she need Ultra HD? 

Since that knowledge can only come with experience she’s yet to have, she can’t

make that call easily. To make matters worse, the sheer discomfort of making a

bad choice might cause Linda to postpone the decision and leave. And Netflix

knows it. That is why they tell her not to worry because she can “Downgrade or

upgrade at any time”.

The second step of Netflix’s registration.
Source: Netflix

So during the whole month of play (and little consequence) she can try out

different plans to see what the Ultra HD looks like and whether she wants to

keep it. She can also wait and see if other people will join, whether she and Jeff

will watch together at all times or whether it would be more convenient to

sometimes split. (Read the case study about ZARA’s State-of-the-Art Approach to

Helping Customers Choose the Right Size When Shopping Online)

Step 3: Set up your payment

This is the moment when all Netflix’s efforts make or break. This is the moment

which their entire business model relies on. 

It’s time for Linda to enter her credit card information. It’s also the stage in

the process when people usually get more vigilant because in face of

impending commitment all their fears and concerns become heightened. But

Netflix handles the situation with flying colors. They address and answer the

main concerns once again. 

They assure Linda that she won’t be charged now, can cancel anytime, and

won’t forget because they will remind her to cancel 3 days before. And so she

doesn’t need to worry she might be charged an extra month or many more

months for something she doesn’t even use.

The third step of Netflix’s registration.
Source: Netflix

You too may be familiar with this almost trance-like state when you decide

“Heck, I really want this, let me fill this out.” You usually do it fast. That’s what

they aim for here. No marketing talk, no benefits, no beautiful copy. Just the

very information you need to hear at exactly the right moment.

At this point Linda hasn’t come to a halt, and has chosen to use her VISA. And

now the last and crucial step in the process ensues – confirm payment.

Checkout page in the Netflix’s registration process.
Source: Netflix

Here on the very last button she needs to press Netflix emphasizes once again

that she would only “PAY AFTER FREE MONTH” – clearing out all the doubts

and worries.

Why does it work?

What Netflix wants to achieve is that you navigate the website using your

autopilot. Because the more you think about the decisions you’re about to make

the more likely you’re to pause, postpone or abandon them altogether. 

Professor and author Jonah Berger –

who identifies Uncertainty as one of the

5 barriers preventing change in his

bestselling book Catalyst – points out

that especially when entering uncharted

territories – your uncertainties will try

to coax you into sticking with the status

quo – in this case living your life Netflix

free. (Read the case study how removing

uncertainty through a Clever Product

Description Boosted One Fashion Brand’s Conversions by 51%)

Netflix does erase these uncertainties by telling you that you can cancel

anytime, try out all the plans freely and won’t be charged unless you actually

decide you want to keep using its service. They even go as far as reassuring you

that they will remind you when your free trial is about to expire. 

And because you have all the answers you need at exactly the right time you’re

more willing to give a free trial a try. 

Netflix pushes all the right buttons in you so that you push the final one.

Key takeaways:

How to make the registration process completely convenient and distraction
free;

•

How the streaming platform makes full use of knowing behavioral patterns of its
customers; and

•

How to use simple and explicit language in a way that can be trustworthy and
persuasive.

•
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When are you going to charge me?•

I will forget to cancel and I will be charged for something I don’t want•

How can I get rid of it?•

You won’t be charged until after your free month.•

We’ll remind you three days before your trial ends.•

No commitments, cancel anytime. •

Case Study: How Zara Uses
Consumer Psychology in the
Design of Their Online Sales
Funnel

Article

Understand your customers’ uncertainties. Don’t focus just on the benefits.
Make sure to understand uncertainties your customers may experience and
address them at each step of the way  – no matter whether it is on your
webpage, sales funnel or a campaign email.

•

Be aware of customers’ previous negative experience. Even if something is
free it doesn’t mean your customers will consider it risk-free. Especially if they
have a past negative experience with a similar service (for example free trial). So
seemingly advocating against yourself – like telling people you will remind them
to cancel before they are charged – is what will actually make them more willing
to sign up. 

•

Use simple and explicit language. Netflix uses straightforward language, not
fancy words.The easier it is to understand something, the more familiar and
trustworthy it feels and thus is more likely to be persuasive.

•
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