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When asked about 
the previous record he beat,

[Kobayashi] “paid no mental allegiance 
to the old record.”- Stephen Dubner



• “We don’t profit from customer 
confusion”

• Offers fully FDIC-insured checking 
account, Shared accounts, a Visa 
Debit card, and an app with 
budgeting tools built in



• Make customers feel 
confident, not confused

• Entire customer support 
team is in-house
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• Identity confirmation on landing 
page but no follow-up email 
confirmation

S/L: Thanks for uploading your documentation
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• ~90% of customers primarily use 
mobile app

• 40% of emails are opened on 
desktop

• Must design emails for both device 
types

S/L: Step 1: Activate your Simple 
card. Step 2: 
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To learn about the customer





S/L: Rabble, rabble, rabble. (Translation: required 
legalese enclosed.)



• 55% open rate

• Nearly 200 replies to email

• Customer contact via customer 
support increased by 70%

• 8+ handwritten letter responses

• Engagement on Twitter skyrocketed



S/L: Lint, Floss, Regulation E. (Required 
legalese inside.)



• 47.59% open rate

• Twitter engagement skyrocketed

• Press: A few small stories were 
written about the email
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To learn about the customer



• Used email as a reminder to complete 
registration

• A/B tested doing a send 7 days after the 
customer began the process and 2 days 
after

S/L: Reminder: we still need more 
info!
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S/L: Save to buy an island or maybe 
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• 52% average open rate on all emails

• 15% average click rate on emails with CTAs 

• 407% increase in customer engagement



• Rally your stakeholders

• Be human

• Have fun with it!
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