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Hello Pluralsight!
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My name is Frances Coronel and I'm a software engineer on the Customer Acquisition team at Slack — also known as the web team. My work involves creating 
delightful experiences on Slack.com that hundreds of millions of people view every year to better understand how Slack can benefit them! 
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If you're not familiar with Slack, it's basically this collaboration hub that acts like your new HQ bringing all the right people, information, and tools together to get work 
done. 
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The Unsuspecting 
Beauty & Complexity 
of Web Forms

Frances Coronel 
Software Engineer, Slack

In this talk, I'll be deep diving into the unsuspecting beauty and complexity of web forms
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Now, a form on a website may seem like a pretty trifling thing. A couple of text fields, a submit button (click), and you’re good to go, right? #lifeisgood 
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(Click) 

Wrong! 
 
Forms are beautiful and complex creatures. 

You must dive beneath the surface and explore all the beautiful features that can help create a truly powerful form/lead generator/moneymaker.
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Together, we’ll explore the must-add features I've used to build web forms that generate leads for successful deals and reflect on the impact they’ve had on helping 
generate millions of dollars in revenue.
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Overview of Forms 
on Slack.com 

The importance of 
them and what 
happens after you 
hit submit on a 
Slack.com form 

Essential Features 
for Forms 

• HTML Attributes 
• Data Analytics 
• Success State 
• i18n & Localization 
• Field Validation 
• Rate Limiting 
• Custom Routing 

The  
Aftermath 

How you can keep 
iterating on forms 
you've deployed 
and keep on 
shipping

 AGENDA

First, we'll go over how we handle forms on slack.com, then we'll dive into some must-have features for any web form, especially those meant for lead generation like 
configuring HTML attributes, i18n, field validation and more. Finally, we'll wrap up on advice on how to keep deploying small impactful improvements after shipping 
the form.
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Overview of 
Forms on 
Slack.com

Let's get started! First, I want to provide a brief overview of forms on Slack.com
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Forms are part of a bigger picture at Slack: a massive pipeline that brings in sales (click), marketing (click), customer support (click), and engineering (click) all under 
one umbrella.
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Thousands of users submit our forms every week. Thousands also try to spam us, but we’re pretty good at blocking them (more on security features later).
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After you submit a form on Slack.com, the submission gets routed to the proper channel — (click) Salesforce which is a popular CRM or (click) Zendesk, a popular 
customer support platform — depending on the info you provided. 

If it arrives in Zendesk, our support team will work to make sure you get an answer ASAP.
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If it’s a sales lead, it gets piped to Salesforce where it’s assigned to a relevant sales rep from across the world (we’re global after all!). We have a dedicated Salesforce 
team that set us up with custom workflows for these incoming leads.  

Our sales team will then work with you and if you decide to invest in Slack, that's when you're at the end of the sales funnel.
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The form that has accounted for almost half of all leads from conversational marketing efforts is the Contact Sales form which I helped initially launch back in 
December 2018 and I have since been maintaining it.
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Similarly, I worked on other forms like the partner referral and contact forms, which have driven millions in revenue from enterprise clients.
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From these efforts, I’ve become the official form expert on my team and I want to pay it forward to you all by sharing the best practices I've learned along the way.
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Essential 
Features for 
Forms

Now with that being said, let’s break down few must-have features for any web form, especially those meant for lead generation:
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HTML 
Attributes 📝

First up is HTML attributes!
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Now according to MDN, the <input> element is one of the most powerful and sophisticated in HTML due to the sheer number of input types and attributes. Much like 
Netflix, HTML elements look simple but there’s a lot going on in the background. 🎥
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Here’s a sample input field we use to capture a potential customers email address in the Contact Sales form: 

Let’s break down each of the ten attributes I’ve configured in this element to better understand them:
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The first attribute is the class. Classes define how elements are presented. In this case I'm referencing a class from Spacesuit. 



Spacesuit is Slack’s 
marketing design language.

Spacesuit is Slack's marketing design language that defines the styling and best practices for our web components. We use this language on all the different web 
properties owned by the web team, Customer Acquisition like



slack.com

We use it on Slack.com



slack.com/blog

We use it on the Slack blog



slackdemo.com

And the Slack demo page. And those are just a few!
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The second attribute is required 

Some fields are always going to be needed, others not so much. If a field is marked as required, the user can’t submit the form unless they fill out the field. 
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The 3rd attribute is type — This is the type of element to display and how the input behaves depends heavily on this. There are many options and it’s essential to 
choose the most relevant one based on the type of data you’re trying to accept. Only use text if it makes the most sense. 
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Next is the id —We use this to query the field with JavaScript. Remember, every field should have a unique id! 
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The 5th attribute is name — This attribute acts as the key for the field data we send to the server. Our Hack backend will use it to find and validate the field so it can be 
sent to the proper channel via the Salesforce & Zendesk APIs. 
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Then we have the value — This attribute lets us prefill input fields when we know something about the user already, like their email address if they’re already signed 
into Slack. 
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Next is autocomplete — Okay, so maybe they’re not logged in. We can still help users fill out the form faster by using the autocomplete feature built into the browser. 
You can test this out in Chrome using chrome://settings/addresses. 
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Here we see how in Chrome, you can set up the autofill settings 
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Here we see how the autofill data is recommended for usage. 
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Then we have placeholder — This is what we show by default to help the user understand what should be submitted, like example@acme.com. 
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The 9th attribute is data-value-missing — This is where you can define a custom error message when the value provided is missing. That way, even if you don’t have 
any frontend validation setup with JS, you can customize your error messages through HTML5. If it’s not a required field, this error message won’t appear even if 
configured because it’s not a blocker to submitting the form. 
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This is the error message if the email is missing 
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The last attribute is data-value-invalid — Similar to the previous attribute, this customizes the error messaging if the input is invalid. You can do this via JS, but HTML5 
automatically does some of this based on the type of attribute you defined earlier. Since we set the field type attribute as an email, any other kind of data like a URL 
will be marked as invalid. 
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This is the error message if the email is invalid 
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And that's summarizing one element in the form. That doesn't include the other fields or the logic in the backend to pipe the form submission to different locations. 
So more to come!
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Data 
Analytics 📊

After adding in all the relevant fields with their attributes, you're going to want to analyze the data coming in. On your team, you may have someone whose job is to 
use data collected from your forms to ideate on strategies to better the user experience and investigate potential leaks in the sales funnel. 
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The only way to have a high-level overview of the pipeline is by configuring all your form fields with your company’s data analytics platform of choice. This will pipe 
information back to you as the customer is filling in the form, not just when they’ve submitted it. At Slack, we have our own data warehouse that contains a historical 
record of events like these and supplemental information we’ve optimized for complex analytics over large amounts of data.  
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If you dive into a subset of form submissions, you can look at the data and better understand the current user experience. For example, we can look at overall visitors 
and form submission rates.
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The failed submissions can be analyzed, and we can draw conclusions to try and close the gap, such as: 

Having more intuitive error messages 
Tweaking the design to make fields easier to fill out 
Dropping a required field if many users struggle with it 
Refining customer support or sales workflows for faster response times
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Success 
State ✅

The next essential feature for any form is configuring a successful success state (pun intended!)
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Imagine submitting a form but nothing happens. That would drive me crazy! Maybe you’d try spamming the submit button ten times before giving up and forgetting 
about it.
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That’s why it’s crucial to have a success state that makes it clear to the user that we got their submission and they can move on with their day.  

For example, when someone fills out the sales form, we redirect them to a separate thank you page and even include some customized text if they have cookies 
enabled. 
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In the future, we plan to take this one step further and send customized emails to each lead after they submit. 
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i18n & 
Localization 🌎

Another key feature of forms is internationalization and localization. 

Slack is global, which means our forms need to reflect that with dedicated localization practices.  
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Internationalization, or “i18n”, is the process of building Slack.com to support multiple languages. Localization is the process of adapting Slack.com for a specific region 
or language by translating text or adding locale-specific content. Internationalization enables localization to happen.
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Because i18n is built into our web application, I can create just one form that will then be translated into all nine languages we support. We translate the text across 
the various locales that Slack.com supports and adapt our imagery and layout for specific regions: 
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For example, in Japan, we show our Japanese customer logos and also switch the first name and last name fields so that the last name or family name comes first, as 
is customary in Japan. 
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Here's the form in France
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Here's the form in Germany
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Here's the form in Latin America
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Validating 
Fields 🔎

Next up is one of my favorite things about forms — form validation.  

When you're filling out a form, maybe you get messages like “This field is required,” “Please enter a valid email,” “Please select at least one region,” “Please agree to the 
Terms and Conditions”, etc. 
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All these forms pass data to a server, but before that data can be submitted it’s vital to ensure all the necessary fields are filled out and in the correct format. Client-
side or frontend form validation comes in very handy here. 
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HackJavaScriptHTML5

Client-side validation Server side validation

The worst-case scenario is when you try to fill out a form with no validation, and there’s no error to tell you what you’ve done wrong. There are two different types of 
client-side validation you can set up: built-in form through HTML5 (like the kind we covered above) and JavaScript. 

For security measures, you shouldn’t rely on client-side validation alone. Server-side validation is important since malicious users can easily disable JavaScript and 
bypass the client. 
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We can add instant field validation so users don’t have to submit before they see potential error messages like in the Slack Partner form. 

I know it looks overwhelming but the fact that the user gets this much context is actually pretty great! 
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Things get complicated when you have to set up conditional validation, meaning you configure the JavaScript for the form to require specific fields only when others 
are selected. To handle this gracefully it’s ideal to have clean, well documented, and DRY HTML code (as in Don't repeat yourself).
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Rate  
Limiting 🚫

Now we know how to validate fields but what if a bot submit valid data but its kist spam
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So a lot of people try to spam the forms every day. To prevent that, we implement rate limiting techniques. 
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Rate limiting controls the amount of traffic to or from a network. We configure it so that any user who tries to fill out our forms more than a few times per minute 
from the same IP address will have to fill out a reCAPTCHA. 
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reCAPTCHA uses an advanced risk analysis engine and adaptive challenges to keep automated software from engaging in abusive activities. 
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There's another method we use but the security team told me Mum's the word on that one.
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Custom 
Routing 🔀

Now once you get that valid data, you need to route it to the right place. That's where custom routing comes in.
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Of course, all our form submissions pipe directly into a Slack channel (because duh), but that’s just child’s play!



#PSLIVE20

With the Contact Sales form, we go a step further and pipe the submission to Zendesk or Salesforce too, depending on the input we’ve received from the user.
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These are the field options we use to customize the routing. The answers to company size + How can our sales team help you? 
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Based on the responses, we route either to Salesforce or Zendesk. By default, we pipe form submissions to Salesforce but if the company size is 100 people or less or 
the user has a product question, we pipe to Zendesk. This is just for the US as routing is configured differently for international markets.
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Once it lands in Salesforce, it goes through what we call the Bifrost Funnel there's this whole other process that the sales handles within Salesforce.
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In case you were wondering in Norse mythology, Bifröst is a burning rainbow bridge that reaches between Midgard and Asgard, the realm of the gods



#PSLIVE20

The 
Aftermath

Okay, cool, so let's say you’ve shipped a pretty robust form with all the key features. Now what? It turns out — a lot! This year, we had a large health company fighting 
COVID-19 upgrade to Slack’s plus plan in a multi-million dollar deal. Guess where they reached out first? 



#PSLIVE20

The Contact Sales form! 

As of October 2020, this little form attracts over 20K visits in any given month and accounts for 25% to 35% of all our leads. Some months, it accounts for almost 50%! 

Now that's great and all but of course, the numbers go both ways. It’s not all sunshine and rainbows. 
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What happens if a user is struggling to submit the form or it’s broken even for a minute? How many hundreds of potential leads, and therefore thousands of potential 
dollars, have we lost? 😳  
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Clearly we need to make sure our forms are bulletproof before they go live. How do we do this? 
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Testing 🧪

The best way to quell anxiety as a developer is to test, test, and test some more.



#PSLIVE20

Become good friends with your QA team! They’re the ones with eagle eyes and they’ll be able to help you catch any nasty bugs before they hit production.
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If you don’t have a dedicated QA team, learn the basics of performing manual testing yourself across different operating systems, browsers and devices. I personally 
enjoying using Chrome DevTools, the set of web developer tools built directly into the Google Chrome browser. 
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Small 
Improvements 
💁

With great power comes great responsibility, so after you launch your form it’s time to focus on maintaining it and making small improvements that can have a 
massive impact.
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So don’t just deploy your new form, celebrate, and be done with it. Pump your fist in the air, 
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dance to Drake’s latest hit, 
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then immediately set up a triage channel so relevant stakeholders from across support, sales, marketing, and other relevant departments can provide feedback, flag 
potential bugs, and just discuss potential next iterations.
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🅰 / 🅱 
Experiments

As you maintain the form, you can also try out different things through A/B experiments to see what yields the best result. 
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After all, an improvement that makes it easier for 2% of users to submit the form faster can lead to a 2% increase in contract value generated which is can lead to 
amazing long term results.
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Such is the power of tiny gains! 
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6%+!

For example, this is an experiment we ran in Optimizely (a leading progressive delivery & experimentation platform) to test if calling out required fields with asterisks 
will help with the conversion rate. Turns out, it leads to a 6% increase in successful submission so we deployed that change! 
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📝

📊
✅

🔀

🌎

🚫
🔎

💁
🅰 / 🅱

🧪

In summary, when building million-dollar forms, you want to make sure you: 

Set up your HTML attributes to capture and validate all the necessary information you need from your users 
Analyze data to ensure a seamless user experience 
Create a useful success state 
Localize your content for different international audiences 
Validating fields so the correct data gets sent 
Prevent spam with rate-limiting 
Customize where submissions go depending on the input 
Test, test, test 
Continuously iterate 
Experiment with small improvements
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📝 💰 🌈

After all, there is no gold pot at the end of the rainbow unless you made the rainbow. 
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After you deploy your first form, you may even end up doing a little BMO jig which is what I like to think about after shipping a form on Slack.com



THANK YOU
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And that concludes my talk — thank you so much! Till the next submit (click)
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Attributions
• Twemoji Emoji Set 

• The Unsuspecting Beauty & Complexity of Web Forms | Slack 
Engineering Blog 

• Mouse Click Sound 

• How Netflix works: the (hugely simplified) complex stuff that 
happens every time you hit Play 

• MDN Input Element 

• How to conduct website localization in 7 steps 

• Don't Repeat Yourself

https://twemoji.twitter.com/
https://www.youtube.com/watch?v=FwFbwG1Amuw
https://medium.com/refraction-tech-everything/how-netflix-works-the-hugely-simplified-complex-stuff-that-happens-every-time-you-hit-play-3a40c9be254b
https://medium.com/refraction-tech-everything/how-netflix-works-the-hugely-simplified-complex-stuff-that-happens-every-time-you-hit-play-3a40c9be254b
https://developer.mozilla.org/en-US/docs/Web/HTML/Element/input
https://lokalise.com/blog/category/localization/
https://www.wikiwand.com/en/Don't_repeat_yourself

