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[00:00:00] Paul Adams
English:

This is a meteor coming towards you. This is going to radically transform society. And I think if people
don't explore Al properly, it will leave them behind. I'd start with the thing your product does. "What's the
core premise behind it? Why do people use it? What problem does it solve for them?" That kind of thing.
So, go back to basics. And then ask, "Can Al do that?" And for a lot, the answer is going to be, "Yes, it can."
For some it might be, "It can partially do it." And then, maybe for others, "It can't do that, at least not
yet." And then, for some of it'll be replacement, Al would replace, it'll just do it. And, in other places, it'll
be augmentation. It'll augment. It'll help people. But yeah, | think that you've got to match your product,
and what Al can do, and what it will be able to do, and then ask yourself, "Okay, what are we going to
do?"

AR ERIE:

X ERR—FUERIRPRIRA. ERRSNELS. TIANNRANFERMRE A, RIWFARFT. &K
SMIRE = RFAMBYER IR, “ENZORIRENA? AMAFABRRE? EAMITRBRT tARE? 7
SN, PR, [EVAERB. PAFR: Al BEMEREFEE? 7 WFREFEFKR, ERRKE: “BH, BEFR”
MNFRLES R, AR “ERUSMaTEM.” MYFHR—L, AgE: “eMFE, EVDRNEEFRT.” &
&, ERLEGE, A BSEREANN, EcEENRATIREMRES. MEHEHMMS, EREEREEN. ERH
BNHEBIAL, BR2Z, HINAMBIBMINTRS Al WIUIRRARRENBLE, AFRED: “4F, &Kilz
SV C

[00:00:52] Lenny
English:

Today my guest is Paul Adams. Paul is chief product officer at Intercom, a role that he's held for over 10
years. Prior to this role, he was global head of brand design at Facebook, a user researcher at Google, a
product designer at Dyson, and his first job was an automotive interior designer. In our conversation, Paul
shares some amazing stories of failure, including the story of him giving a huge presentation where he
froze on stage and had to walk off. And what he learned from these experiences of failure. We then get
deep into how to think about Al as a part of your product strategy, including a ton of great examples from
Intercom's experience going all in on Al. Paul also shares some of his favorite frameworks, and product
lessons, and so much more.
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[00:01:34] Lenny (Continued)
English:

This is the first recording I've ever done not from my home studio, instead from a hotel room. So, this is a
fun experiment for us all. With that, | bring you Paul Adams after a short word from our sponsors. This
episode is brought to you by Eppo. Eppo is a next generation A/B testing and feature management
platform built by alums of Airbnb and Snowflake for modern growth teams. Companies like Twitch, Miro,
ClickUp and DraftKings rely on Eppo to power their experiments. Experimentation is increasingly
essential for driving growth and for understanding the performance of new features. And Eppo helps you
increase experimentation velocity while unlocking rigorous deep analysis in a way that no other
commercial tool does. When | was at Airbnb, one of the things that | loved most was our experimentation
platform, where | could set up experiments easily, troubleshoot issues, and analyze performance all on
my own. Eppo does all that and more with advanced statistical methods that can help you shave weeks
off experiment time and accessible Ul for diving deeper into performance and out-of-the box reporting
that helps you avoid annoying prolonged analytic cycles.
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[00:02:40] Lenny (Continued)
English:

Eppo also makes it easy for you to share experiment insights with your team, sparking new ideas for the
A/B testing flywheel. Eppo powers experimentation across every use case, including product, growth,
machine learning, monetization, and email marketing. Check out Eppo at geteppo.com/lenny and 10X
your experiment velocity. That's getE-P-P-O.com/lenny. This episode is brought to you by Hex. If you're a
data person, you probably have to jump between different tools to run queries, build visualizations, write
Python, and send around a lot of screenshots and CSV files. Hex brings everything together. Its powerful
notebook Ul lets you analyze data in SQL, Python, or no-code in any combination and work together with
live multiplayer and version control.
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[00:03:29] Lenny (Continued)
English:

And now, Hex's Al tools can generate queries and code, create visualizations, and even kickstart a whole
analysis for you all from natural language prompts. It's like having an analytics copilot built right into
where you're already doing your work. Then, when you're ready to share, you can use Hex's drag and
drop app builder to configure beautiful reports or dashboards that anyone can use. Join the hundreds of
data teams like Notion, AllTrails, Loom, Mixpanel, and Algolia using Hex every day to make their work
more impactful. Sign up today at hex.tech/lenny to get a 60-day free trial of the Hex team plan. That's
hex.tech/lenny. Paul, thank you so much for being here and welcome to the podcast.
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[00:04:14] Paul Adams
English:

Thanks, Lenny. Nice to be here.
R EE:
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[00:04:15] Lenny
English:

It's nice to have you here. I've heard so many good things about you from so many different people, so
I'm really happy that we're finally doing this. Also, you have an Irish accent, which is always a boost for
ratings in my experience, so thank you for bringing that with you here.
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[00:04:26] Paul Adams
English:
Yeah, that's nice to hear.

FRsCERF:
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[00:04:28] Lenny
English:

| wanted to start with a couple stories. So the first is your story of giving a keynote at Cannes. Can you
share what happened there?

FROCERIR:
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[00:04:38] Paul Adams
English:

Yeah, some things that happened in work are very memorable at the time and they don't really scar you.
This goes in the book that have scarred for life. Yeah, it's good. Long story short, | was at Facebook just
over a decade ago. Loved it at the time. | think it was a great place to be at the time. And, basically San
Francisco, | did a lot of talks for Facebook internally and externally. Facebook had a keynote slot, always
had a keynote slot at Cannes, the world's biggest advertising festival. And, the year prior, Zuck had been
interviewed. He was the speaker, he'd been interviewed. He'd gotten a hard time on privacy. It didn't go

well as well as they'd hoped.
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[00:05:14] Paul Adams (Continued)
English:

So, the next year they asked me to do it. Maybe it was the Irish accent that made the offer come my way.
And, yeah, | got out and spun a stage, the world's biggest advertising stage. And, I'd say, | was three, four
minutes into the talk, a very similar talk when I'd given lots of times. And, | just froze. | couldn't remember
what | was supposed to say. It was the first ever time in my life I'd rehearsed the talk word for word.
Usually, | have talking points, and things get mixed around, and it's informal. This was media trained, "Do
not say the wrong thing." Kind of talk. And I just could not remember what to say. | had some version of a
panic attack, walked off-stage, | was still mic'd up, cursed. Everyone started laughing. | was like, "Geez,
are they laughing at me? Oh my God, this is..."
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[00:06:06] Paul Adams (Continued)
English:

But, | managed to turn it around, | walked back out. I'd been disarmed internally in my head. And, the
most of it went well. And | was famous that night. Out in Cannes afterwards on whatever the sea front, it's
just like rose everywhere. And yeah, | was famous and infamous for my performance.
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[00:06:26] Lenny
English:

| feel like you lived the worst nightmare that everybody has when they're thinking about giving a talk.
And, | think what's interesting is you survived. And, | think that's a really interesting lesson is you could

freeze in front of thousands of people, walk off-stage, and then it works out okay.
FZERiE:
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[00:06:43] Paul Adams
English:

Yeah. And it all happened organically, | guess, or very naturally. But yeah, ever since then, every time |
walk out onto a conference talk stage, still today, | have this tiny doubt in the back of my head. It's never
happened since. But yeah, | think you have to go with it with these things, when life throws you these,
whatever, curveballs you have got to adapt and it's not that big a deal. None of these things are that big a
deal, at the end of the day. You move on and live and learn. So yeah, but I still hope it doesn't happen
again.
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[00:07:15] Lenny
English:

| also hate public speaking and | always fear this is exactly what's going to happen to me. And so, | think
this is nice to hear, that even when the worst possible thing basically happens, things can survive.

FROCERIR:
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[00:07:27] Paul Adams
English:

You can turn it around. Yeah.
R EE:
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[00:07:29] Lenny
English:

A second area | wanted to hear from is your time at Google. And, there's a couple products you worked on
at Google. Both of them were not what you'd call big successes. And then, there's a transition to
Facebook, which was also messy. Can you just share a couple stories from that time?

FRCERIR:
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[00:07:45] Paul Adams
English:

Yeah. Similar to the walking on stage thing, you live and learn. And, | was at Google for four years now and
| was at Facebook for two and a half years or so. And, in both of those companies, this is at the height of...
The social tech wave was at its peak. Google were very afraid of the existential threat posed by Facebook.
Facebook were very confident they could pull off some new social advertising unit that would be an
AdWords or something like that, that would destroy Google's revenue, eat them from the inside out. And
so, being there at the time was fascinating and moving to the new companies. At Google, | worked on a
lot of failed social projects, like you mentioned. Google Buzz, Google Ventilator, Google Plus. | think, a lot
of the motivation for those projects came from a place of fear. It didn't come from a place of, "Let's make
a great product for people. Let's really understand the things people struggle with when communicating
with family and friends. Let's really, really try and create something wonderful." It came from a place of
fear.
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[00:08:47] Paul Adams (Continued)
English:

And so, during those times, | learned | think how not to lead in places. And by the way, | should say, at the
time in Google, there was other things happening that were amazing, like Google were building Google
Maps, an incredible product. One of my favorite products. | think one of the best products ever made.
They were building Android. | was in the mobile team and the mobile apps team at the time, the Android
came out. So, they can make an incredibly good product. So, | just happened to be in the social side,
which wasn't as good. And, yeah, Google Buzz is a privacy disaster, and Google Plus is similar.
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[00:09:24] Paul Adams (Continued)
English:

And so, halfway through I'd published research about groups and I'd done a ton of research. An
interesting side note there is, at the time, | was working in the UX team as a researcher, | was been asked
to do a lot of tactical research, like usability study type stuff, like can people use these products? And, |
ended up doing a lot of formative research as well in the same session. So, I'd say to the team, "Hey, I'll
do the research. I'll answer your questions. But also, I'm going to do this other thing, and I'm going to
take 20 minutes doing that." And so, what we used to do is, what | used to do with people was map out
their social network, all the people in it, their family, their friends, how they communicate. We'd map on
all the channels, we'd talk about what worked well, what didn't. And, we did this with dozens and dozens
of people over the course of maybe 18 months. And the same pattern emerged every single time, which
was, people need way better ways to communicate with small groups of family and friends.
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[00:10:17] Paul Adams (Continued)
English:

And | look back now and go like, "WhatsApp." Or it may be iMessage if everyone's on Apple. But, really
obvious in hindsight. But at the time, not obvious. And so, we tried to build a product around that called
Google Plus. But, again, it came from the wrong place. And so, halfway through, the research that I've
done, all this research had been made public through a conference talk. And, Facebook noticed, got in
touch, one thing led to another, and | left and joined Facebook, which was an amazing thing for me,



personally. Facebook was an amazing place at the time and exciting. And they were trying to do things for
the other reasons, the good reasons. "Okay, let's build an amazing product for people."
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[00:11:01] Lenny
English:
And this was during Google Plus being built, you basically shifted.
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[00:11:04] Paul Adams
English:

Yeah, midway, I'm stressed to even tell you about it. The project hadn't been launched, it was still under
wraps. It was highly confidential. Google had done a lot of things at the time that were the first for them. |
don't know if they've done them since. But things like, everyone worked in Google Plus was sent to a
different building. That building had a different key card. If you didn't work in Google Plus you could not
get in. All sorts of counter-cultural things at the time. And, as a result, there was a lot of antagonism
internally for Google Plus. And so, when | left in the middle of the project, leaving with all of the plans in
my head to the enemy, some people saw me as a traitor, understandably. Other people thought | was
enlightened, too fancy you talked to. But it was the right thing for me to do. But at the time, it was a hard
thing to do.
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[00:11:56] Lenny

English:

| know there's also a lot of scrutiny in what you took with you and the process.
R EIE:
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[00:12:01] Paul Adams
English:

Yeah, when | left, Google assumed that | was one of the spies. | was quarantined. | told them | was leaving.
They forensically analyzed my laptop, all sorts of stuff like that. So, it was pretty intense. Looking back, |
can understand why that happened. But the root cause for me is that the project has been run from a
place of competitive fear, which I don't think leads to good things.

AR ERIE:

R, HIEFE, Google RIRFEREIFZ—. HWIRET. HEIFMNKEE, I FKEVEICABRET
TEUES M, WIS, FRUSNIRIEE R, EIEER, KEEBATAZIE, BXRKR, RERE
ETBNERETREFTIEMEIF, FOANZAZHRTFER,

[00:12:32] Lenny
English:

So one of the themes through the stories you just shared is, let's say, failure is... | don't want to make it
that harsh, but just things not working out. And, I'm curious as a product leader, how important you think
that is for people to go through, if you think that's something that is almost a good thing? And, | guess just
is there anything there that you find helpful as a coach, as a mentor, as two people that are trying to
become basically you?
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[00:12:58] Paul Adams
English:

Very, very. It still is. It still is. I've personally failed so many times. There are two stories and the Google
one is long deep tentacles. They're two stories. | failed a ton of times. | remember, when | was at
Facebook | was very happy. And, | knew Eoghan and Des, the co-founders of Intercom. And, they were
trying to persuade me to join Intercom. We were like, it was a 10-person company at the time. But,
Eoghan said something to me at that time which has stuck with me ever since. He said, "At Facebook, you
can design the product. But at Intercom, you can design the company." And, that was extremely
appealing to me, a great pitch. He's like, "Just design the company with us that you want to work in."

FRERIE:
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[00:13:41] Paul Adams (Continued)



English:

And so, part of that was a company that embraces failure, that says it's okay to try things. I'm a big
believer in big bets, high risk, high reward. | don't get as excited about incremental things. No, | haven't
said that. There's of course a place for that too, especially as companies get bigger. But, | get excited
about big bets. And if you make big bets, you're going to get a lot of it wrong. So a lot of the principles
that we built here at Intercom are in building software.
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[00:14:09] Paul Adams (Continued)
English:

We have a principle called Ship to Learn. And, we've actually changed it since. It's over on the wall here.
Ship fast, ship early, ship often is what it says now. You say Ship to Learn. Ship fast, ship early, ship often.
So, in that idea is the idea of failure. It's not going to go right. And, it's going to go wrong more often than
not. But if you ship early, and fast, and learn fast, you can change fast, and you can improve fast. And,
that's the culture that we, as much as possible, try to embrace and teach people. But it's much easier said
than done.
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[00:14:43] Lenny
English:

Yeah. Especially when you're in the moment like, "God dammit. Everything's going to fall apart. | really

messed this one up."
FR3CERiE:
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[00:14:48] Paul Adams
English:

Yeah. And there's a trade-off with quality that people really struggle with. We've high standards of
ourselves. A lot of Intercom comes from a design founder background. We value the craft a lot. We never
want to be embarrassed by what we ship. So there's a real tension there, a real trade-off, where people
have these high standards, which we encourage. We encourage them to ship fast, and learn, and make
mistakes. It's a constant tension that we're navigating.
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[00:15:17] Lenny
English:

Speaking of taking big bets and going all in, | know there's been a huge shift at Intercom to move towards
Al and embrace Al. And so, maybe just to start broadly, I'm curious just what are some of your broader
insights or surprises so far in how you've thought about Al and how you think Al will integrate into
product and product strategy?

FRCERIR:

WEITAMCEN 274N, FAE Intercom BEAET BEANEME, 2EMABIE Al FILL, STMALHENE, &
RAELEZIBAI AL, XFRIOFEZBE Al URIRIAA Al RIEIRN = Al = ik, (REMLER TR ARSI
ARG R ?

[00:15:39] Paul Adams
English:

What day that ChatGPT launch? November 29th, | think, last year. Ever since that day, | literally wake up
every day thinking about Al pretty much. And, | read as much as possible and still feel like I'm way behind
in it. | think, for me, when | talk to you about Al, people typically fall into one of two camps. You're either
allin, really truly all in. This is a meteor coming towards you. This is bigger than mobile as a technology
shift, as big as the internet. Maybe it's bigger than the internet itself as a technology shift, the way it'll
shape society. So I'm all in. I've gone over the hill or whatever. I'm over the other side. And so, there's
people in that camp.

AR ERIE:

ChatGPT MR A7HY? FBEEF 11 B 29 Ho MIBRE, FH/LFESREERETEERE Al, FRFTRES IR
BXHER, BNREESERRS. WEKR, HBKILAIR, AMIBESARINEE. BAFEHRAN, B
EMENRN. XE—FERIMRPRNGEG, FARAREE, EHBHEENEER, MERNES—#FE
Ko BEEFBEMSHNASRN L, EAERLERKNASEEZER, FIUKEIRAN, ZELEI THBEL, T
75—, XRHP—1EE,

[00:16:23] Paul Adams (Continued)
English:

And then, | think there's people in another camp, which is, "I've heard this before. It's hype. Last year was
crypto. It was Web3. None of those things worked out. There was the metaverse." So, there's definitely |
think a lot of skepticism or maybe cynicism around it. And | don't understand why. The other things
didn't really pan out. The metaverse is coming back. And, I'm trying to remember, there's the law where
you have the hype, and then the trough of disillusionment, and then you come out the other side.

FRsCERF:



RE, WIANEES—IHEENA, 1155 “BRUBIFEXMHEE, XI2NWE EE2MBET, 2
Web3, &ER&EEM. EBETFH. FTl, KINNEEFERESFREEZHHHRANELE. HEFHEENTA.
HABLERAERLTEEALN, TFHEELF, RABEE—T, BIERUFARE, MBLEENE, A
[ERLIKMES (trough of disillusionment) , REMB—IBEHRK,

[00:16:54] Lenny

English:

Yeah, that little curve.

FRCEIE:

T, MFRHLE (FERAMRERZ).

[00:16:55] Paul Adams
English:

Yeah. And | think that's where a lot of people might be, where there was so much hype, it was so noisy,
and still is a little bit so noisy that you tune it out a little bit. And, | think, some people have fallen into
that camp. I'm all in in the other camp. This is going to radically transform society and it blows my mind
even seeing new types of things that come out, like ChatGPT Vision just came out recently, and just seeing

the things that people can do with it. And we're just scratching the surface still. So, we're all in, for sure.
R EiE:

Bl HIANRSATRELTBNE, HAZABIERS. XERT, REKABRESR, UETRR
TRIRMERE. HRSEEAMEETRNEE, MEATEBTHZ—ITEE, Al FRRZELS, BEHSE
ML B AFFRR, LLINRIAL R ChatGPT Vision, BEIAMAEEMNERE, GEARATRIN. mEi]
MEERZMN T RE. L, HTEESEILLE,

[00:17:31] Lenny
English:

Awesome. | want to unpack that. But, | think there's also this camp of people that like, "Yes, something
big is happening. | just don't have the time to understand, to build, to play around." What have you found
and/or what advice would you share to people that are just like, "I want to go deeper down this rabbit
hole. I just don't know where to start, because | have so much work to do already and this isn't a side
thing."

FROCERIR:

KET . HERANERW—T. BRBEEFEE—XA, #REE: “BH, REERERE, BRI REEE
2. 2. A" MRIATHA, HEMILBERYR “TERNHAR, ERFMEMBEFE, BN
RELARSILEEMN, MXXAR—HAILUERIRAINE" BAFAEIN?

[00:17:53] Paul Adams

English:



The advice | have for people, and the advice | have for myself, I'm in that too, | wake up every day to too
many emails, and Slack chats, and people knocking on my door, and my desk, and all things. So, thisis a
challenge for me too. You just have to take the time. There's just no other way for me. And that to me
doesn't mean... It's about priorities. It doesn't mean that you need to work crazy hours. | don't believe in
working crazy hours. | don't know what hours | work. | don't know, 50 hours a week maybe. | think,
beyond that, you start to make bad decisions and things like that. You get tired. And you need to live the
rest of your life. You got to put it into your day. Whether that's setting aside dedicated time to read.

FRERIE:

BANANEY, HERARECHEYN (RtUEIGEHENRZR), RERERBEIDN KLV, Slack B
X, BIIE. DR EWBESSE, AU, XMERFHE Nk ROAFFHE. XHREEE 387D
Eo RHRBEKE - XXFMER, XHFBREMREEZRIIM. KFEERIEMMEIT—E, ZFMER
SATIEZ NS, K#E50 /B0, FHINHBEXNMRE, FRESFTBHEEZNRAE. FEHE. TERE
EEFRITHAEE, ROTUEERAIMRMBES, ikt T IR ERIE%,

[00:18:33] Paul Adams (Continued)
English:

Reading is the thing. You got to read. You got to stay up to date, and you got to play with things, and try
things. If you don't have ChatGPT... If you don't have a... | can't remember if it's a pro licenser, whatever,
but if you haven't upgraded to get access to things like GPT for Vision, where you can take photos and you
have the mobile app. And | was going out for dinner last Friday night with my wife. | try not to take work
to dinner with my wife. But, | wanted to try it. And, | took some photos of her food. And, you can do all
sorts of crazy stuff, like tell you how healthy the meal is or whatever.

AR ERIE:

FREXH, MBI, DARFSREE, BAELR. EFH. WMRIREKE ChatGPT- MIRIRER
BAL (HASRTEM Pro B2 4A), WMRIMELEEA L GPT Vision, sZARFRE] LIEIRRYIHEE, MARE
BEFH App. LEAMR ERMEFHELCERR, RREFENZFIZIREGKXIIE, EHRRBHR. FRTILK
SR BRYIRERA. (RAIUMETRIENSE, it EHIFRXTIRE SR £/,

[00:19:07] Lenny
English:

Oh, wow.

R EE:

MR,

[00:19:07] Paul Adams
English:

Anyway. You got to try it. You just got to try it. So, my advice people is, you've got to try it. You've got to
set aside the time, or it'll pass you by. It does remind me the mobile wave about a decade ago. Again, |
was at Google at the time, | was working on the mobile team. So | guess, it was my job to stay on top of
things. But, at that time, some companies like Facebook went all in on it, maybe a bit late, but they
eventually made the brave decision. | think if people don't explore Al properly, it will leave them behind.



AR ERIE:

Bz, MRERE. MEIEBRR. FMURNENZ, MERER, dIktiE, SNERSRERM
To XiLHAEE T +ERINBINIR. HBIKE Google BIIETHHIPATE, FrLARIFMARIKMERS. BABEY,
& Facebook XM QB2 NN T Hohiln, BARREBRT —=, EMIIRAMET BHAVAE. FINNWR
AIRESIRE Al, EMSIBHIIBESE.

[00:19:38] Lenny
English:

It reminds me, | think, at Facebook, Zuck, and also Airbnb, Brian did this, is he said, "Any mocks you show
me for new product designs have to be in a mobile app or on a mobile web. They can no longer be
desktop for now."

AR ERIE:

XiLFAREE, £ Facebook, L32fAH&, &H Airbnb By Brian B XA, fbin: “(RAFRBNERFH~mIL
THERE (mocks) #MMZBTETSEN App STEEIMTI LR, BT REBRARERRE "

[00:19:50] Paul Adams

English:

Right. Yeah. Same with Facebook. Yeah, that's right.
FROCERIR:

%, Facebook H@X#F, XK.

[00:19:54] Lenny
English:

| guess, do you think that that's the way to approach this is as a leader, just, "Everything you bring me
needs to have some Al component." That sounds probably not like a good idea, but is there something
that you're thinking about, or have done of just convincing people this is where you want to spend your

time?
Fh>CERIE:

B, RANAERTSE, XEREXHFENAAG? LEINER REAERNEARETLAES AAH .
XITERAT R MFER, BRERAEERY, HEEBLMIN A, KiLANBEXMEIRNIZRNIERY
h75?

[00:20:05] Paul Adams

English:

Yeah, it's harder, for sure. It's harder, because-
FRCERIE:

=N, XEEEMH, EfRERAN—



[00:20:08] Lenny
English:
You don't want to force it.

FRCERIR:
{RAAHERIE,

[00:20:09] Paul Adams
English:

... Yeah, a lot of the tech is invisible. We have a machine learning team we've had on here for a long time,
so we've been working in this space for quite some time. But, it's funny, even if you go back 18 months, |
think if | was on your podcast 18 months ago and you said to me like, "Hey, what do you think about AI?" |
would've said something like, "It's not real. Machine learning's real, let's talk about that." So, things
change, and my perception of it's changed. But a lot of the improvements are behind the scenes. They're
with large language models or different types of things people are building in the background of

infrastructure.
FRSCERIF:

------ 2, RERABTALN, HIREMBIVRFEIENT , FRUEX N TUAELHIE T KBIESE],
BEBHNZ, BMEEE 18 MAR], MRIANBSMREES, M. IR, REAFA? 7 RAgIR:
BAZBED, NBFIFZER, FIEIRNE" PR, BRER, RNANEER. BREZJERER
[EHY, BRAESEE (LLM) ARG S WEZNE R,

[00:20:43] Paul Adams (Continued)

English:

So I don't know what it looks like to design mobile mock-ups that are Al mock-ups. But | do think that
people need to start really thinking strategically. Maybe it's just not a mock-up stage, but start to think
really strategically about their product and whether it's in the line of the media, or it's coming or not. It's

not everything is. And if so, for some | think they require a foundational strategic change. Others, it might
be less so. But, | think that's actually the head space that | think people need to be in.

FRCERIR:

FRASRARIEFMER “AlRE” K4, ERBIANANEEFEHTHEENSREEZ, UIFFRERER
BIER, MEFHEMNEERSEREMIINS G, BEERELTHRM “Ma” NiEGTRE L. HAEMARA
MEELRL L, ORZEHE, NN TEE @R, ENFTEEMMENSEREE; WTF5—%, JEiEER
—L, BHIANXA BANFEHNBEZ RS

[00:21:17] Lenny
English:

Can you impact that further? What does that look like to really think deeply about whether your product
is in the way of the meteor?

FRCERIR:



frREeH—T BAG? RARZMI~mESHEMRANR L, BEARHA?

[00:21:25] Paul Adams
English:

You can get sidetracked by the technology, for sure. And | do. | just mentioned, hey, going out for dinner
and taking a photo of my food. You can get sidetracked by the tech and some of it's really cool. | wouldn't
start there. I'd start with the thing your product does. What's the core premise behind it? Why do people
use it? What problem does it solve for them? That kind of thing. And then, ask the question. So go back to
basics. "Okay, what is my product for? And why do people love it?' And then ask, "Can Al do that?" And for
a lot the answer's going to be, "Yes, it can." For some, it might be, "It can partially do it." And then, maybe
for others, "It can't do that, at least not yet."

FRCERIR:

MEESHEEATR. Ftz. MEZNA RN, HEZRIRBRMIER. (RERKRAKS], BLERHLR
fo BHERASMIBEFIR. HREMFRTRFAEIEREFR. ENROARETA? MIATAERE? EF
RT A AlRER? EMSE, AREBNEF [@3AER:  “9F, BNF@EFHAR? AtaAfERe? ”
AR Al BEEERHEES? T WTFRZEMM, BERZE. B, ERR WTFERES”M, AR “tF
LB D TER.” WFE—L, AR “EMAE, EVIWEERT.”

[00:22:07] Paul Adams (Continued)
English:

So you're going to need to map what your product does against what Al can do. And Al can do a lot. It can
write. I'll give you a list. It can write, it can summarize, it can summarize text, it can write text, it can
answer queries, it can find facts, it can scan text, it can scan images. It can listen to your voice and repeat
it. It can take actions. That's the next big thing coming. It can take actions, actually do things. It could like,

I mean, "Hey Al. Whatever the Al is called. "Change my flight to Tuesday." Right? It can do things like that.
FZERiE:

FrLURBER R mINEES Al BUBEI#HITIREY, Al BEITRZFH. EFUEE. RAEMRIINER: ©AUE
E. AURE. JUESENAE. AALES XA, JUEEER. JUEREE. FTUEEXAE. aTUEEE
B ERLURMMNESTHESR, ERIURERITH. XBETRNERLN. SRIUXRIRITH, BEEH#ME.
g, “TRAI (REEMHA), BERAOMUIAEIRE " WE? EaUMXEER,

[00:22:46] Paul Adams (Continued)
English:

And so, it can do a lot of things. It can build rules. So, I think any product that has any workflow in it,
which is almost all B2B Saa$S products, any product that has multimedia in it, they're in the media line or
whatever. | don't don't know if this metaphor is working. But, the media is coming and they're in its path.
And so, for a lot of these products that you just need to look at what Al can do. And then, for some of it'll
be replacement. Al would replace, it'll just do it. And, in other places it'll be augmentation. It'll augment.
It'll help people as the copilot ideas that are going around. But yeah, | think that you've got to map your
product, and what Al can do, and what it will be able to do, and then ask yourself, "Okay, what are we
going to do?"



AR ERIE:

FRLL, EREMRZE. BRI UMEMRN, R, FTANEAEEITERIN~S (JLFFRER B2B SaaS = m#R
BUO0M), FREESEENTE, ENBERANETREZ L, RFNEX M ERESERY, ERAEER
¥, MeEMERBRRZL ¥FXE~R, MRABEEE Al M4, AR, ¥TEF—&7, EFEENN
B Al ZEXVUCAL, EESTAES. MEHMMS, SRF2EREN. EREFLRER, GMERTH “B
1" (Copilot) EZAFABIAL, BL22Z, FIANMBABRGIRE~mm. Al RAERVRESI LUIRAKRES,
REEBES: 9, BMHTREEAM? ”

[00:23:33] Lenny
English:

Is there an example of that at Intercom or a different company of, "Here's a problem we're trying to solve?
Oh, Al can actually do this fully for us."

FRCERIR:
7E Intercom SEMABERXEXHFNFIF, bl “XE2HNBAREED, R, Al KR EATUT2ER]%T
” ?

[00:23:40] Paul Adams
English:

Oh, yeah. I'll give you Intercom first. Again, this date, | think it was November 29th, etched in our head. We
have Fergal who was our head of machine learning. And, Fergal just turns around that day and he's like...
Okay, | think he tweeted something actually. He had a tweet that day that was like, "This is it. This is the
time. This is the moment. This is the before after." | actually often talk about people... because this is a
framework | have, before, after moments. This is a before after moment. That was before. And that is
after. And everything has changed. So, we literally ripped up our strategy almost entirely, and started
again, from first principles and said, "Okay, why do people use Intercom?" Intercom is a customer
support product. And then, very soon after that, Sam Altman, who's the founder and head of OpenAl,
said, "Hey, one of the first industries that's going to be disrupted is customer service." We're like, "Yep."

FRCERIR:

MR, HrY. FLZ Intercom Z6l, BIRGE, 11 A 29 AXMNHFRRENERNNREE, HIRINBFES 5
A Fergal BRI H R FBMIRELL T HIEER, AER: “MEUE. IMERTIL. XFE
‘ZE’ 5 2R MAKIK.” MEBWEXD - FHAXERN—MER, “ZAI/ZET X, XmE—
PRKIE. BR “ZE” , RE “ZF" , —UEET. FrL, N LFR2MR T RERHEE, ME—IER
BHABEHAR, BBE2: ‘W, AMATAEH Intercom? ” Intercom B— M &EFP X R™m. BEE,
OpenAl BYEI95 AFRTAZIA Sam Altman 3. IR, BEHRBEEENTILZ —MEFFRS.” HMOE: K%

H »
Ho

[00:24:35] Paul Adams (Continued)
English:

So we did. We totally changed how we think, how we work, and we just went heads down and built a
product called Fin. We built other things first actually. Fin came later, now that | think about it. But we

went all in on it. It was a little bit of a bet the farm mindset. So we've done it. | think other companies like



Google and Bard have to do it, and maybe they're a little bit slow, but it's so early in this tech cycle that, |
think, they're fine. So yeah, we did. It was hard, but we had to do it.

AR ERIE:

FRUAFRAITEN T o BANWIRLZE T BEAXMIMEAI, BAET, ST 1R Fin 897 m. HEHA%E
7 RIBAREE, IAEMRER, Fin BERAEN. BRMNHURT. XERE E—F BOS. (1K
2T, AN Google # Bard XEFHI AT HATX M, BIFMINET —=, EEXMABRAPIREER
B, TN FRLUERY, FAMT. XRXE, BRI,

[00:25:13] Lenny
English:

Can you share briefly what Finn is just for folks that aren't familiar?

FRSCERIE:
REENA BRI AR B BENALE—T Fin 2+ 4m3?

[00:25:16] Paul Adams
English:

Fin, first and foremost, is an Al chatbot. So, if you think about customer service, people have questions for
a business, and historically, that was mostly email, and phone, and mostly ticketing based. You'd file a
ticket, a lot of do not reply email, and so on. And then, came along conversational customer support,
which is just basic messaging, like WhatsApp or iMessage, like | mentioned earlier. Now, there's bot first
experiences and Fin is an Al chatbot, Al first, chatbot first. So the first line of defense for a customer
support team is Finn, not a person. And so, it fundamentally changes. The results we've seen with Fin are
mind blowing. Our biggest challenge is actually trying to help customer support teams think about
organizational change.

FRCERIR:

Fin 52— AIBIREA. MRMBE-—TEFRS, AMIXNELZERR, HELEXFEIRIEMEF.
BiE, BAZETIRRAR. FIRX—IMIE, WEIRSZ “B7EE" EitEFE. ARERTHERER
%1, UHMEEMIVERMESE, GHEZAIRTIA WhatsApp 5 iMessage. I7E, HIT “N2BAMAE" BYE
3o, m Fin 22— AIBIRVBEA, ALK, A%k, Eit, FTPFENE—EHLR Fin, MAZ
Ao RRETIRAEMNEW. FKE Fin LERNER S ANER. HMEARHKEIF LRE BT
FABEBRLTE,

[00:26:05] Paul Adams (Continued)
English:

The tech is way ahead. It's actually people wrapping their heads around what this means for the role, the
teams, loads of cool stuff, like new types of jobs for people, like conversation designers, a job we have
where you design the conversations that Fin does or managers. So anyway, that's what Fin is. Fin has
expanded. So, Fin is now also in our Intercom inbox. They've placed a people answer queries, customers
support queries, and now Fin's in there too, helping the support reps. Suggesting answers for them to
use, or helping them rephrase things. So, it's now augmenting people as well as answering questions by
itself.



AR ERIE:

RABZEEMN . NENXBZANNNAEEINABE. ANEKRENFA, XEPERSEIZIFRA, b
AMNBFHFBE TR U —ERITA EITMEX DR, AR Fin #1700341E) HEEHR. 22, X
Z Fino Fin BRY BT . W Fin WEIMERNH Intercom HHFEF. BREAIEZEH. BEFZHEEN
#7, WMIE Fin BERE, EHPXFHAR. EIBNMINVERNEER, NEBMINERAREE. AU, N
TEERREIRIZ[E R, thAetEam A TRIBES .

[00:26:46] Lenny
English:

I think you're one of the few companies that has pivoted fully into Al. And, | think there's a lot of lessons
here about how team structures might change, product strategy, priorities, things like that. So I'm curious
just to unpack a couple more things here. First of all, what impact have you seen after going all in and
going in this direction?

FROCERIR:

BIANINRVEILRT2H M Al AR Z— HIAARXBBREXTHNEWATENFAEN. i,
FEEFENHE. FIURREFSBEXEZER/LGF. B, EE2NRAAFEXINTRAEG, REE
Tragm?

[00:27:05] Paul Adams
English:

It's very early, honestly, to be able to answer that properly. And it depends what you measure as success.
So, again, there's a lot of hype and buzz with Al. So, if you're measuring it by interest, it's a huge success.
Our target customer is customer support. Our customer support manager leader. And so, they're very
curious. They're like, "Does it actually work?" Again, back to the earlier thing of there's so much hype,
there's a bit of skepticism around it. "Does it actually work? Is it as good as a person?" And in customer
support, people who tend to work in that role are typically very high empathy, care a lot about people.
And so, they're like, "But is it as good as a person? Is it nice, friendly? Does it understand humanity?" And
S0, a lot of curiosity, and a lot of interests, and a lot of people trying it.

FRCERIR:

ELY, NEBELEBYEREANITR, XERTFIRNAEEMI. Al TURERSWIEMNHRE. WRIRA
REE" REGE, BRERHAL. RITNENTEFRELAXFFN], IEAXFERENGASE. ti1EE
FE5. fil=k: “EENBNE? 7 BROEIZERN, RARERS, AMIsBEFE. “EENER
13? EMA—FFE? 7 EEPFNN, MEXXTFHAEEAERSHEEDS, FEBEXROA. AL
A EBEEMA—FFE? SRUIRIFES? EEEAME? 7 FIUIEERSEHO. REXNE, BERS
AERR

[00:27:57] Paul Adams (Continued)
English:

We have some customers who are hugely successful with it. They can answer up to 50, 60, 70% of their
inbound questions with Fin. So we've some customers who see huge success. But it's early. And so, has it
transformed our business financially? Not yet. | think, all fast-growing startups... If you think of Al



Intercom as, | guess, a new startup, even though we're 900 people, the growth curve, you're looking for
this exponential curve, as opposed to big public company linear growth curve. With the exponential one,
it takes a while. The first year or two years is the bottom of that. And so, | think we're still in the trying to
figure out exactly what's going on, trying to talk to educate people. But, we have enough evidence to
believe it's the future for sure.

FROCERIR:

KNE—LERFERTCIEERI. MITRILA Fin BIZ&IA 50%. 60% &= 70% BIANGE)@,. FRUEITEE
T—ERBEARINEF. BMEERER. B4, EEMS EXTTERNMNNWLSE? &8, FiAk, JF
Fra RIEE KA AT SR IRIE Al BHRHY Intercom BE—RHILIAT (REZKIIE 900 A), ffre
EBRIEHRIL KL, MARAE LT ATNEMIE K, IEHHETE—KNE, si—mELFRES. Fr
L, BIAABNDATFERME, HEFERIRLAET 4, HEABETT. B2, Hi1EEBHIEEE
SXEIBAR,

[00:28:53] Lenny
English:

Are there any examples of either this product or other instances of Al just blowing your mind where you're
just like, "Wow, | never imagined it would be this good"?

FRSCERIE:
BREXTXNEMEEM Al EHRLRAE—IREFF, LIRS “E, BMAREKRIESXAE ?

[00:29:02] Paul Adams
English:

| go back to that before after thing. So, the first version of ChatGPT was a before, after, where we we've
been working, like I said, in this space, we've had a machine learning team for a long time. The way our
machine learning thing worked before ChatGPT was that there was not a manual setup. A customer
support manager would have to orchestrate the bot, and teach it what to say, and just a lot of
orchestration, a lot of teaching it. And then, ChatGPT showed up and it's like, "Oh, it can do it by itself." It
gets it wrong sometimes. So, do people get the question wrong too? It's as good as a person nearly for a
lot of these basic things. So that blew my mind. And then, that was, "Oh, it can answer questions." But
then, you're like, it can reason.

FROCERIR:

HEREEIA “Zal/ZE" BE. ChatGPT BB —MhRAETME— N2k, EMFFAR, FHITTEX DK
RHEA, REMENBFEIE. £ ChatGPT I ZF], HITHNNBEISELARFTEREATLIRE. BF
SFERBEGTRAEA, BeERfta, FERENREHNAT, AR ChatGPTHILT, m&=E: ‘B, ©F
UBECRM.” EANSHE, EAXTHSZHRAL? FREEMES L, S/LFMA—FITF. XiIEEKAHN
B, HRREE: R, eoUEFRR" BRERIAN, CEEHE,

[00:29:45] Paul Adams (Continued)
English:

There's actually a debate about whether is this reasoning or deduction. But, it can work things out. And,
I'm not one for going down into these really philosophical things. I'm like, "We just need to build. Let's go



back, build the product." Or whatever. But it can work things out. And that blew my mind. And, we fed
ChatGPT and other companies too, we played with other LLMs, like Entropik and so on, it can work things
out. And that was mind-blowing. Then you can see it doing things, like writing code. And | was like, "Wow,
it's really good at writing code. What does that mean?" And then, you start thinking, here at Intercom we
have a one to five ratio. So a PM has about five engineers on a team. And you're looking at this thing
writing code and you're like, "What happens next? Do we need as many engineers or will their role
change? And they'll start doing different types of things like reviewing code instead of writing code?"

FRSCERIE:
LFLEXFXE WIE” T2 “BE BFESIC. BEaLBREE, RFASHRMENMEAEESTINA, &K
Wig: “BRIIFEWE, ILRIEEMZRB,” BEHIAEMRRDER, XitHRERTF, BITULT ChatGPT

UREHMATRER, FHM=A T H M LLM, Ebi0 Anthropic %, EREERRM,. XARATRBINT . REIMR
BHEH—LE, LNERE. ol ‘H, eEABRENRES. XRKREFA? ” ARMRAKREE, &
Intercom, FE{IHIELHIE 1EE 5, BI—1 PM MEHEAEKRL 5~ TiE)H. HRBHZXHE)LESHE, =
B “BTIRIREAA? HMNEFTEXASZTRENG? E2HMITNABESHE? IS FHRETAENSE
&, LLNEAEEREmMARRERED? ”

[00:30:41] Paul Adams (Continued)
English:

So that blew my mind. And then, the visual stuff, like | mentioned earlier, | think the visual thing was
bigger than the original one. It can parse imagery, and it can help you see the world. You take a photo of
your bike and say, "Hey, what's wrong?" And It'll tell you what's wrong, how to fix it. You can be traveling,
take photos of stuff. It's in a different language. It's etched in stone on a 12th century cathedral. You're
like, "What does that say?" And it'll tell you what it says. It's just like how to do that. This is what I'm
actually repeating most to people these days, here in Ireland, if you want to be a radiologist, so study X-
rays and tell people what's wrong, and so on, and forth, it's seven years training to learn that skill. So,
seven years to be a radiologist, and then you're just into the job. Al, it seems it's already better at it. So,
it's already better at it, and it can ingest every X-ray ever made. No human can ever read, and think about,
and synthesize every X-ray ever made.

AR ERIE:

HIEHAFRR. ARRMALEBTIE, MEKXRZAREN, FIANMENENEX ERTBRIEES
Ko CRILIETEG, FENIFMRER, (ME—KBTENRRR: IR, BEFT? ” ExHFFEWESRR
A, URIAEE, RERTIE-—ERAENRE, BEREZF—MES, 2T RUELAHENGX L. fRid):
XEEETHA? 7 EMESIFR. XEEMHT, XRHRFENATRERSNIE: ERR=, WRIERK
A—BRHMEE, FIBXIAHASFANBEL T RE, FREICENE)IFREEEXTUREE tFF
RERCAIEIRIEELE, ARAFHEIIE. A MFELBISENFT. EELEHET, MECAURIELUX
HERNE—KXth. REEMALRERR. BEASEELURRER XS H,.

[00:31:45] Paul Adams (Continued)
English:

So, of course it's better. And then, you're like, "Okay, what happens now?" | guess, the whole job changes.
Radiologists will not take x-ray. Well, | guess they might take them. But, they won't analyze them, for sure.
They'll look at what Al says, check that it's right, and then it's bedside manner time. Tell the patient,
maybe tell them what course. So the job just fundamentally changes. And by the way, that could be
amazing. Here in Ireland, we have long queues for hospitals, epic waiting lists for people getting X-rays.



So, this is a really good thing possibly for people. Here's the craziest one | have. Al can listen to your voice
and copy it, so it can say things and it sounds exactly like you and it's really, really good. Almost in
distinguishable. You're like, "That sounds like Paul." And so, | mentioned the Metaverse earlier. | don't
know if you saw Zuck talks to Lex [inaudible 00:32:35]. See that?

FRCERIR:

FREL, EZAER, ARMSA: W, HESREFA? 7 78, BIRUVESSRE. REREESTBH
BXAH—E, BiFrt(lEsih, BRMEEREBEDINT. IZEE AINGL, KERTER, A
RIENERE “WAXE” L SFRBEBR, SFMWIETHER. FIUXOIELZETIRAENEL. RE
W—a, XAgE—HTFE. AER=, ERAARK, AMFEE X AFPZREKEIRA FrLUXIFANIFE
HARR—HIEBEFNER. BEE—I&KIENGF. A TURMFHNESHESE, EithaERERMR
—E—1%, MEMRIEEEEL, LFLEZD M. (REERF: “IFERME Paul.” HZEHREIT TFH,
MEREREELZMEREM Lex I3F1E? FEITM3?

[00:32:35] Lenny
English:

Yep.

FRCERIE:

&7,

[00:32:35] Paul Adams
English:

So that was my first, "Oh." For people who haven't seen it, they met in the Metaverse, | think, or some
virtual world.

BEHE—RBE B (BIR)” . WFLEINA, MIEETFE, HEREMEMNERENEN,

[00:32:42] Lenny
English:

It was a black room.
R EE:
RE—TRENEEE,

[00:32:44] Paul Adams
English:

In a black room. Yeah. And, the tech has come on so they can analyze your face and build a 3D model. It's
really good, really, really close. So, you can imagine, that's going to get better. Based on the trajectory of
that technology, it's going to get better. And so, the voice thing and the face thing means both of those
things are almost indistinguishable from a real person. And, Al will be able to ingest all the things people



say and do. And, when people die, it'll be able to replicate that person. And so, there's an afterlife, hey,
your parent dies and you can still talk to them. And, that could be the weirdest thing. Maybe it's not good
for people. | don't know. But, that tech is just around the corner. And the Al can answer your questions,
mind-blowing. It's mind-blowing.

FRCERIR:

E—TRENERER. 2. RABEEHD BRI UDIRBRHRET 3D 58, MRIEEY, FEHEH. (RAIL
PR, XERERFEH. REXDMRANEKRNT, EXERMER, I, SENEBRATKREXIRELF
58ATLR. ABREBRIANFIRFHEE—T]. SAMNEHER, SHEBEFBIA. FAIUMET “Rit”
— %, MBIRBEMT, RIOATUMMBIIRK. XAgRRBRIER, WIFNAEHRLE, HAE.
BB AMEIRAT, Al EEERIZEIRAVRLR, KEET

[00:33:35] Lenny

English:

There's actually a Black Mirror episode with that same premise, where-
FRCEE:

LR EBE—5 (258) (Black Mirror) si2XMNaig, TEEE—

[00:33:38] Paul Adams
English:

That's right.

FREiE:

R o

[00:33:39] Lenny

English:

... Yeah. And I don't think it ended well.
A EiE:

----- 8. MERRFLERHTIT.

[00:33:41] Paul Adams
English:

No.

FCERE:

Mo

[00:33:43] Lenny



English:
Be careful.
FEiE:
2/l

[00:33:44] Paul Adams
English:

For sure. For sure. Yeah, | think, the [inaudible 00:33:48] and the voice translation thing is another one. |
can't remember. Maybe it's in Mission Impossible, where it can take a voice, translate it, and translate it in
real-time. And this tech is, again, just here, where if | was a native Spanish speaker and couldn't speak
English, you and | could still have this podcast. Your voice would be translated in Spanish in real-time for

me. It's, again, mind-blowing.
FRERIE:

R BH, BANEBFBERES—1TER. HNERT, UIFEE (KPiK) B, edIRB—REE, A
[ESERSERIR R, XMKAMALEZLNT, NRKBERAMFIEERTWRIE, (RANBAIAR LUMXHER
BE. FNEERKNARENRMAETIE. XBRILAREIER,

[00:34:10] Lenny
English:

We're actually working on dubbing/translating podcast episodes, which is all done through Al, where it
figures out what you're saying, makes it Spanish, and then also changes your lips to match. And, we're
trying to launch a couple of those. And that's actually very Al-based. Yeah.

FRZERIE:

BAEM L EERRBETENRSENE, 238 Al T BIRAGRERTA, BETREMNTFE, ARG
ERBARRARRIE, HATEZRAB/IEXIFNTH, XHBLRIEEET A,

[00:34:25] Paul Adams
English:

That's cool. That's really cool.
R EE:

BAEET . ENVIEEER

[00:34:27] Lenny
English:

You mentioned that your ENG team might change your thinking, because Al can make them much more
efficient and work differently. I'm curious what you've seen actually change on your team, either using Al-
ish tools, or just building Al products. What do you think is most different? And I'm curious from the



perspective of a team that's trying to think about integrating Al and starting to lean into Al, what have you

seen most change and should change?
R EIE:

RREMRHN TRRF A AT RS A RAVARE, ER A FTLULTREER, TEARERR, REFSFEMNE
PAFR, FTICEEA Al RTRRZWE Al ™, REETPLESSFRRIZEWN? MIANRANARZTA? A—Mid
ERE Al HAER AERNEMNNAERE, MEINEUEANETA, URNZHRENZETA?

[00:34:52] Paul Adams
English:

Ultimately, you need really great machine learning engineers. That's where it starts. And if you don't have
that, then you're going to find it hard to build truly, really, truly great things. So, what OpenAl provide,
and what Entropik provide, and Claude, they provide an amazing technology, but you got to build on top
of it. If you really want something brilliant, you got to build on top of it. So, we adapted what they build
for customer support. Maybe someday we need to go build our own LLM that's just for customer support.
Maybe. | don't know where that will all go. And maybe everyone will have their own LLM for every single
business. | don't really know, to be honest. Maybe these companies will provide specialized LLMs. But
anyway, that's the first thing. And, of course, these people are in high demand. So, you need to invest in

building out that function, | think. Really invest in building out the function.
R EIE:

JARER, (REBRFEBMFHNBFIIREM. XB—UHER. NRIRKEXFNALT, FIMRESEELE
HRHEIRPE, OpenAl. Anthropic #l Claude 2t TIRABIRA, EBRBAFEENZ LHITWE, WRIRER
BEHEIRENRAE, MATHTZRAK. FILL, MBI RNAREERR T B IE. MifE—
RENBEHME—NEATEAZINAS LLM, 18, RFMERRSEF, EXH, BIFS N R
2BHCH LM, BIFXEARNTSRMIEIIN LLM, BXRICINA, XBE—=. HA, XEXATERER
Ko FREL, FOANRFEBERFRIIXDIRGES], BERAFRERR.

[00:35:46] Paul Adams (Continued)
English:

So that's what we've been doing. Our ML team's way bigger than it was and way bigger than it ever has
been at Intercom. And then, it forks. So, some projects are very heavy on that ML team and it needs them.
But other projects are more front end, like the inbox stuff | mentioned earlier, where we have Fin and Fin
is working, we've built the underlying technology. Now it's a question of if you have a human support
person answering questions in the inbox, that's a natural chat conversational interface, pretty
straightforward. What happens when there's now an Al assistant in there? How do they talk? And what do
they do? And when do they interject? And how do you represent that in the user experience that feels
natural? So that's a really hard design problem.

FROCERIR:

XMERN—EEME. FHMHHEFS (ML) BEBALLLIEIARIEZ, Z Intercom AEEMERAN. ARFE
DRRTRNER. BLEHEIFEEKM MLER, GREMITES. EEMTNBERRARR, bR ZaREIBK
r¥aThEE. Fin IEFEIETT, BIIEEWETRERAR, UENEZE, NRFE—MALIXFARTEWRAEER
ZHEE, BR2—TBEANIRMNERE, IFEEW. ENRATEEMAT —AIBIFR? EflNfAxE? €
Mgt 4? et arEiEE? RIOAZERPARRU—MEZANARA2NX—R? XE— M IFEEMENIRIT

[A]E,



[00:36:32] Paul Adams (Continued)
English:

So, saying back into like, okay, we've a product team that's a product manager, a product designer,
maybe three, four, maybe five engineers, and they're getting help from the machine learning team. So, we
now have both setups. And increasingly, we can do more with the latter, more teams who can build on
the foundational technology that we've been building over the last 12 months or so. So that's one thing. |
think a second thing that comes to mind is not to think about it as bolted on. | think some people are still
in that camp.

FROCERIR:

FREL, EEIERAERL: HNBE— T mE, 8EF—8FmEE, —27migit)i, Jgfe=m%. EE4
BT, ISRV ZEIRANER. FUARMNREERME. MBS, RTLLEZEEM

BZEE, LESHNEBERIITE 12 MR EEWENEMRARZ L#ITH R, XEH— FBFNE-_R
=, FEBEEER “IME LENKRE. RANEEANAFEXMHRN .

[00:37:08] Paul Adams (Continued)
English:

Again, I'll go back to the mobile thing. There's just so many direct parallels with it. Like | said earlier, at
Google, | worked in the mobile apps team. | worked on mobile Gmail, mobile docs, and it was the mobile
team. And we were in London. We're like, "Hey, we're the mobile team in London." And meanwhile, over
in Mountainview in California, no one cared. It's was like, "You're 20 people. We're 200. No one uses this
stuff on a phone." And again, a lot of skepticism. "No one's going to write docs on the phone. Seriously?
They're going to write a full document on a phone, are you crazy?" So, don't do that. We're trying not to
do that. Don't bolt it on. Don't be like, "Oh, we'll have a bunch of Al people..." And we do have some
specialists. But generally speaking, we're trying to have everyone learn about it.

FROCERIR:

HBREEZHEEMB . MEZEBARSERNEMZL, [ENFKZAIFINR, 7 Google BY, FKTEWSED
MR IE, 155 ahk Gmail. BEphiR>CHE, BMIBEHNB “BhE” . JNELCH, HEMNRERF:
IR, RMNZEHBIBEEI" SRS, EMMUKREESEE, "AXOEKNT ®MN%ES: “fri14 20t
A BA1E 200 Ao RASEFNLAXERA” EFEREZME: “RAZEFNLEXHE. INENE? £
FNLEE—BHXE, (RRTE? 7 B, REBEM. HNESHBEEEE. FEIECHMIMNE FER:
M, ZMNSEBA TR 7 BARNHLE-LELTR, BL209KE, HMNESHULESMIABEFIE,

[00:37:57] Lenny
English:

Interesting. So, I'm curious just specifically what that looks like, don't bolt it on. The idea there is don't
just have a site team that's like, "They're the Al team. They're going to add Al to all this stuff." You're
finding and lesson is integrated into every product team.

AR ERIE:

RE®. RRIFF “FEIMNE BBREAHARFH. MUBRREFAERRI—MEEEMN, % “tilE Al F
A, fOAIASLAFREREMAI o RARMBBNZRRIZEHE SIS mEH,.



[00:38:10] Paul Adams
English:

And we're still early there. We're still early. So, what we're trying not to do is have the Al inbox team, and
they're the only people who work on Al features in the inbox. | think it's much better to have everyone
learn about it. By the way, I'm a big believer in generalists, a big, big believer in... | guess, my background
is jack of all trades master of none. That's probably how | describe myself. I've worked as a researcher,
designer, PM. And so, | believe in generalists, and so | believe in setting teams up that way. And, yes,
specialists matters at times. Machine learning for sure is a deep specialism. And in Intercom, we generally,
in engineering too, much prefer people who learn new things, whether it's a new coding language, or
framework, or how to design Al interfaces, or whatever, get more people being able to do it.

FROCERIR:

BINEXAEEL T RN, HMNBMEENZIRI— “AlWRHEHFREEN" , ARREMNATWERERN
Al TfEE. FIANILBPABEZICEFESZ, IMER—T, HIFEHER “EHAEAL" (generalists), FE
FEESR. HRHENERME “RMARE , BABSXFEREC. HEIHARAR. &M PM. FrlAFAE
SEREAT, WEGENEUXMANAREN, S, ERERZEHEEREE, NBFIFTER—TRR
BIZ LSS, {B7E Intercom, BHEETIZHN], HIVEEESNALERBFZIMEYNAN, TIEEMHRIZE
=, 1BR, RRWMLH Al REFE, LESHARSEXMEEN.

[00:39:05] Lenny
English:

| feel like, again, your company is a little bit of living in the future, where a lot of companies are going to
get to once they realize, "Oh shit. We really need to get big here." Or they're already working on it. I'm
curious if there's other maybe pitfalls you ran into that you think people should try to avoid and
something you could share there, or just any other lessons about making this transition that you think
might be useful to other people.

FRCERIR:

BRBIMMIABERBRERETEREK, REATNEEIRE B, RNENFEEXERT—7" Z2E, &
ELEEFMXMHEN, MXEFRNAEORS. RREFMHRESEEE T H—EMRIUANAANLZR S8
FRBEMH? EXTEMER, FEAINAMNMAERBREMME)ID?

[00:39:27] Paul Adams
English:

Yeah, what I've mentioned so far, don't bolt it on. Stay up-to-date. | mentioned earlier, read, read. | feel
like I'm behind all the time. It's moving so fast.

FRCERIR:

=0, MERERIN. FERIETHMIMNE. RIFSHEARH, RZRET, [k, FEER HEEED
—BHRTFEERS, ANERRISART

[00:39:36] Lenny

English:



What are you reading? What do you find is most interesting and informative for reading about what's
happeningin Al?

RS ERIE:
{RERIEIRA A? IRBEIEXT Al ShSHIEIEME T, HLREE. ERERA?

[00:39:42] Paul Adams
English:

I'd love to tell you that it's incredibly structured. | have a great reading list that | got to read every Sunday
morning. It's pretty random. I'm on Twitter, which is now called X, of course, a lot. | follow some people
on Twitter. | actually use the recommended feed in Twitter a lot. | think, because | interact and look at a
lot of Al, | get to see a lot more. So | do that and | do it deliberately to try and generate more stuff. I'll
search Twitter as well. There's loads of cool stuff there. There's some newsletters as well and some

people | follow.
FRCERIE:

BREBHFFENDREEERE, BE—HRENDRESR, SABRLBRFE, BETEMIN, BEE
£ Twitter (HZAMEM X)o FKTE Twitter EXFT —L AN, KFLEFRLEFR Twitter WHEFEER. HFEE
AANBEEENHEERS AlNE, FMUKEEIEZEXER. BERERXAMN, ATHAEZATHE
Fo HURTE Twitter LR, MEBRIHEZNARA, BB —LHEEN (newsletters) MFEFZFHIA

[00:40:12] Lenny

English:

Any newsletters you could call out that you think are most interesting?
FZERiE:

BERAEMONEENZMESRER. ERFHEERN?

[00:40:16] Paul Adams
English:

Yeah, Matt Rickard is one guy who talks a lot about Al. The blogs of companies too. OpenAl have a pretty
good blog, and they write papers, and summarize them.

FRSCERIF:
A1, Matt Rickard 82— &% Al AN, TERALTIMNEE, OpenAl WIBEEEEELT, MI1aFiEX
HHITRL,

[00:40:27] Lenny
English:

Cool. If there's any other ones you think of, either people on Twitter to follow or newsletters, email me
after, and then we'll add them to the show notes.

FRCERIR:



X8F 7. MNBIMAEEIEMAY, TieR Twitter EEBXEMAZTENEEN, BELAMEAE, Hi=BE(]
AMEITENSE (show notes) £,

[00:40:34] Paul Adams
English:

Yeah, perfect. Yeah, yeah, there definitely is. I'll dig them out. Your question earlier, how do you do it? You
just try. Try book out half an hour and just go deep for half an hour, and then bookmark a few things,
come back to them. Like everyone, you could be so busy, so many distractions, you just got to have to set

aside time.
AR ERIE:

K. SELEHEME, Ttk XFHRZANENE “EAl” , MEERRH. HEMEF/NE, RN
R+, RARWE—LERA, BXEE. MAABEA—#, (RAURIEBIL, BRZSTIN, BROTRH
8o

[00:40:50] Lenny
English:

Are there any other tools or apps that you find really helpful? Sounds like ChatGPT is at the center of how

you play around with it. Is there anything else that you find really interesting?
R EiE:

HHEEMIRGSIEEEANIAS App '5? IFEER ChatGPT ZIFRREMNZ L. BEHMILIRESIEEEBIR
7arg?

[00:40:59] Paul Adams
English:

I'll try other things like Bard. For example, Bard is Google's Al search engine. Rewind is another
fascinating company. | think it's rewind.ai. Rewind is basically augmented Al for your memory. So, install
it on your local machine, and it captures everything, and remembers everything. It's all local, so there's
no privacy issues. And, you got to try these things to understand whether it's any good, or useful, or
where's the boundaries, and how does it work, and so on. So, I'm a believer in that type of thing.

AR ERIE:

(== EMAY, b4l Bard, Bard @ Google Y Al &R 5|%, Rewind 25 —XHKZEANAE, WAL iZE
rewind.ai. Rewind B4t HIRIZIZIRMEAIIERE Al, FIBEREFAMYIE L, EEEHIcE—Y. FiIE
IR EARM, FRLUSBRFARIE, REM=AXLERTE, TREBEREERTFR. BE56H, UNENURE
ME. ERMMEENESE, RIFBHEXMES LK,

[00:41:35] Lenny
English:

This episode is brought to you by HelpBar by Chameleon, the free in-app universal search solution built
for SaaS. Your help content lives outside your app and is scattered in many places forcing users to waste



time hunting for answers. HelpBar solves this, it delivers answers directly inside your app and eliminates
context switching. Users can search or ask questions to get Al generated answers and lists of the most
relevant documentation from all of your help sources, including your knowledge base, docs, blog, and
video libraries. You can also use HelpBar to navigate your app and launch actions, such as scheduling a

meeting or viewing an interactive demo.
FROCERIR:

AETIEH Chameleon BY HelpBar %58, HelpBar @79 SaaS {TiEM G BN B RIERMR SR, (REVEEED
NEBEFEETNAZSN, BERmErEts, BEAFRENEIFINESRE, HelpBar RT XN, EE
BRENARREESR, ERT LT3R, BRALUERMIRR, MRMFIEERNR (B1F5FIRE. X4, @
EFSAE) PIREL Al £ E RN HRAEXNAETIR, (RIERILUER HelpBar TERZ AR SMMHBEHR(E, I
MEZHRNHEERERERo

[00:42:13] Lenny (Continued)
English:

The best products today use Command K for in-app search and navigation. HelpBar makes that readily
available within your app without engineering or new code. Give users a faster and more delightful self-
serve experience that reduces friction and increases in-app engagement. Upgrade your user experience
with this modern component and supercharge your product-LED motion. Sign up for HelpBar today. It's
free and easy to set up in minutes. Check it out at helpbar.ai/lenny, that's helpbar.ai/lenny. When you
started rolling out Al and leaning into this direction, did you run into any big challenges or hurdles
organizationally, or personal interests, or opinions? | don't know. Is there anything you ran into that was a
big stumbling block and something you had to get over?

AR ERIE:

NS RIFH il ER Command K #1TR AR ZRMSM. HelpBar iLRAIN AFLH TIEF R SRS ANA]
BMERIX—IEE. NAPRMHER. EMIXBRSAERE, HOERHEMNARES5E, BdX—IAAH
HABIRAF &L, HAMRN=REMNEK (PLG) RGN, IIBNEM HelpBar, ®REZBHAITE/LHHAT
FXigE. 151717 helpbar.ai/lenny &, ZHfRFAGEHEL Al HEXPNHGEGRE, REARE. PAFM DR
EBEIHAEARRLTIERT? B8 T ARNAMAE R RN T ARRY?

[00:43:00] Paul Adams
English:

Yeah, Intercom is full of diverse opinions about things. And, | think with Al, I'm all in. I'm leaning forward.
The media is coming. I'm sold. I'm way past that point. Also, no one knows. No one knows. And so, a lot of
the time, when we talk internally, the strong buy-in from Eoghan, our co-founder and CEO, Des co-
founder, like me, like a lot of the senior leadership team we're in all in camp. And so, that helps a lot. Of
course, if you're senior leadership team in the company are all in, of course, then it trickles down. But
equally, some of the hurdles have been like, "Why are you all in?" And I'm like, "An educated guess. A
hunch."

AR ERIE:

EHY, Intercom AENEMHEVEHERSFTEANTRN. WTF A, RERE2NRAN, KESFERTEEE. Ra
BRT, WREAE, FEITINEME. MH, RAMERKZEF. PRURZHE, SFNAIMITICH,
FANBEX S €198 A3k CEO Eoghan. BXG S48 A Des, EBEHRUNRZERASHEAKS, HIHBEFT “=71



BN g, XREFER. S5, MIRRAFANSEATHLALULL, XMTSERZE TEE. BEF, —LLE
BETEAZR: “RAftazsHiAN? 7 HReEZE: “BFARAEN, —MHEY.”

[00:43:51] Paul Adams (Continued)
English:

The part of business strategy and product strategy that, it's just hard. It's like taste. People talk about
product taste, "Who has product taste?" And a lot of it is, it's judgment based on experience. That's all |
can say. | don't know. For me, personally, | don't know, | lived through the mobile thing pretty closely,
having worked at Google on mobile. | lived through that phase. So, | can see the same type of thing
happening now with bigger. So I'm using that experience to go all in.

FRCERIR:

b RS AN~ i B P A LB D LR R YRR, XMk, A%e “Fammik” , #EE~mmik? RXIE
EL, XE—METRENAE, RREXAR. HEPIAMS, ENKE Google BrpHLIET, HEEE
AT BohiRiE. RERIMWIMER. PRUKEBINMEEETREXMNES, MEMREKR, FrAZF BIBE
ZINEFET 218N

[00:44:23] Paul Adams (Continued)
English:

But it's a challenge for some people, because they don't have that context, or they disagree with it. We
have a lot of debate here about the future. Fergal, | mentioned earlier, gave myself and a few other
product leaders and Des he gave us a... | don't know, is it a pitch or what? A play? | don't know, about how
maybe all of our roadmap with Al is wrong. | don't know if you are familiar with the Horizons framework
of Horizon 1, 2, and 3.

AR ERIE:

ENREEARTIZ— M, BAMITLERENESR, HEMNFARAEXMEEZ RIIXEXTRRER
ZFiL. WZAREIM Fergal, ft4aFk. HM/LAI~mMFE MUK Des 7 —1 - HANBE X EHHELE
fta, XFHFRNAEN Al BREZEHZHIRN. RAMBIREEHE Horizon 1. 2. 3 (ZMEREK) 1E

2%

[00:44:54] Lenny
English:
Mm-hmm. Yeah. Amazon.

R EE:

iR, &, ITSEERBIART.

[00:44:56] Paul Adams
English:

Yeah. So, Horizon 1 is the medium short to medium term, next 12 months, 12 to 18 months. Horizon 2
being like, "Hey, what's happening?" Whatever, 18 to 36 months out. Or, | think, people use different



timeframes, different Horizons. Anyway. We're in Horizon 1 land. We're like, "Yeah, and the next year
we're going to do this." And he's like, "Yeah, but two years from now, if this path plays out, everything
we're doing now is going to be irrelevant and useless." And you're like, "Oh, okay." And so, those
discussions happen. And, the level of ambiguity is off the charts. So, a lot of the challenges have been
navigating that ambiguity and helping people get the conviction | have without drying out voices of
alternative voices and opinions, which are often valid too.

FROCERIR:

EM. Horizon 1 2H42HA, BIR3K 12 % 18 ™A, Horizon 2 MZE*kK 18 £ 36 ™A, REMARIREFERRR
BRI E. 22, JIHEATF Horizon 1 BB 4EHR, 57 X, BEHMNEBFXD.” Mbzik: “2
B, BREFERE, MIRXFREME, RIMNATEH—BBEESTXREAZTAL.” MI5ER[F: &, ¥
IB.” XEPICEERE, Bt (ambiguity) #him. FILL, REMEHEFIRITEXMERIEPIIT, HEEB
MPBREER—HNES, BNXAERBEETEHREEENFEEZNEL,

[00:45:53] Lenny
English:

What does help people get that conviction? Is it just showing them examples of, "Here's something."
"Wow, look at this thing. This is unreal." And, | think, partly what helps, | imagine, is the market you're in

seems like such a clear opportunity for Al, feels like an easier pitch than maybe a lot of other markets.
FRERIE:

AR ATRERMES? BRAMINBREIFL, il “BX4, &, XXFARNT” ? MARE, &
D RAFETIRFAABTHZN T Al KR 2— M FEBRRIIS, XAELEMRZSHIZERZiRRA.

[00:46:09] Paul Adams
English:

Yeah, that's true. For sure. That's true. Yeah, showing people is definitely the easiest way. | think customer
support is definitely... Like | said, [inaudible 00:46:20], number one, customer support. So you're like,
"Okay, | guess we should adapt." Adapt or die is our mantra. Adapt or die. | think that there are other
industries where they're on the same journey, it's just not as obvious. So for example, reporting software,
Tableau or any reporting product, how do they work? Well, they're the typical read, write app, build
dashboards, filtering, querying, hardcore querying, query database, get some numbers, show it in a Ul. A
lot of thought and care goes into how you present that data to people. The different types of charts that
are appropriate help people make good decisions ultimately.

AR ERIE:

2, ", BRAAMIBENERERNG E. HAABRZFENZ - MERHN, HR2E—HMER
P32 FRLMRRDES: 998, BNV IZEN.” “ENILT" BRMNHIELAR. FINAEMITIEE
ZHRFRNRIE, RARKIARE, B, RKRRMHE, & Tableau HAEMBERS~m, EIIRITIEER? EA)
HARRENA, WRNIER. I8 B, EREEHIERE. REEEHTE Ul FET. EHARAIIRSR
HEAERNT AEBNEENE], SENERLEERAZERLAIML ERBRE.

[00:47:04] Paul Adams (Continued)

English:



| think, again, this is hand wave, who knows. Maybe that's all done dead now. And, the reporting product
of the future is just a box, and the box just goes to the database, and the box is just, "Who was our best
salesman last year January? Okay. Who was our top performing representative in January? Lenny." The
report product to the future might look like that. And so, project management tools is another one.
There's a bunch of products that | think are just outside the most obvious customer support one. And yet,
equally ripe for a newcomer to come with a completely different paradigm and potentially take over.

FROCERIR:

A, XREBHAGHEN, wAER, HIFRERANEELIN T, KRRVBRERTRATEIZ—IIIEE, 3
EEEREREIERE, (RRATENR: "ZF-AERRNRIAKRIFNEER? iF, —BHKRIAKREFHAERE
H? Lenny,” KRR~ MATAERKXE, MEEETAMENLL. RIUNE—RI=RMERERNEFX
ARz sh, eNEFERTAR, FHEMRETFETE2FRNEXLIHAT MR Z,

[00:47:45] Lenny

English:

| like that this connects back to your very first point about trying to think about where Al integrates is.
Think about what problem are you solving as a company. For example, Tableau, helping people visualize

data. And then, the question is, can Al just do this for you? And in that case, oh, and maybe you can. And

that gives you basically a whole strategy of like, "Okay, how do we actually do that with AI?"
R EIE:

RENX—R, EOETHREVNNUR: BF A NZBEEBE, BEMREN—KQBEEBRT AR, 5
g0 Tableau, FBIAIAIALIKERIE. ARRERE, Al EERAMRMXHELD? EXMERT, @, HFER
Mo XEAREMMMEET BB “0F, ROTWMEERFAAE A RERX—<? 7

[00:48:06] Paul Adams
English:

Yeah. And, | don't know if the reporting thing will play out that way. But, if you're a Tableau type
company, you've tons of designers who design dashboards, and filters, and querying type workflow. What
do they do? The Ul is the box. So, it's really hard to get into your head like, "We must..." If you have
conviction that we must change really hard.

FRCERIR:

=M. EFMEBRRMAREIMELRE. BURIRZ Tableau XEHAF], RBERMEAIEITHITEIRITNER
R RSB EIE TR, MR Ul BT —NIEE, 1247 Frll, BibFNFERES “HI40EL
—n_” S\<-$':I:l1|:|l|_,\l_‘~EE”El%IREE’E-JO

[00:48:33] Lenny
English:

Maybe one last question here. For team members learning and starting to work within this realm, is there
anything you find helpful to get them ramped up, other than the advice you've already shared, which is
just read a lot of stuff, watch Twitter/X, subscribe to these newsletters, and then just try it?

FRCERIR:



KFRXMEERE—NRE. WHFREEEFIHFREXNMURATENEAMNSS, BFRTIREZDZMEN
(ZiE%R. X Twitter/X. ITHREER. FHZR) 25, RESEEFAREBMITRELF?

[00:48:49] Paul Adams
English:

| also try and read things that say it's all a load of crap. So, it's very easy... I've been guilty of this many
times. Back to the mistakes you've made. I've been guilty of this many times, where I've jumped on a
bandwagon and it was all wrong. And the older | get... The Web3 thing, I'm like, "I don't even know what
Web3 is." Crypto, | never bought crypto. Maybe I'm wrong about that. But, I'm not a bandwagon jumper.
But, maybe might've been when | was earlier. And | try these days to read the alternative opinion. People
who are skeptical or think it's bad. A lot of people think this is terrible for humanity. This technology is
going to eat us alive. So, | try and balance my optimism. I'm a delusively optimistic thinker, so | try and
balance that with a negativity, | guess.

AR ERIE:

HESIRE R LR “XeRIEX” OIXE. BAARES - FZUAZXIEIXME, EEIRIEIHHEIR:
BEREBRK, ER2ET. BEFELRIGK bl Web3, EIiT: “WEEFRHE Web3 B+4.” &
B, MARED, BIFHET, ERFEPHERRNIA. FIFENAER. RERHEEZR—ERE
B, BEBRLEFTRSEIINAZREENANRR. RENAAZHALRGEKAET , XTERASIEE]
FFEX FIUKIAETFEHERNEMNEE. RE—MEFRBNFMENE, FIUKRRER—EHEMRRKT
#E,

[00:49:50] Lenny
English:

That's really good advice.
FRCEIE:
XENZRFVEN

[00:49:51] Paul Adams
English:

Yeah.

R EE:

=0

[00:49:52] Lenny
English:

Is there anything else in this realm that you think might be useful to share before we shift to a different

topic?

AR ERIE:



FRmF—MERZE, EXNTREE T ARIANERSZH3?

[00:49:58] Paul Adams
English:

Oh, yeah. The other thing is, don't be afraid. | think people are a bit afraid of it. And, for example, if |
started walking around our office here saying, "Hey, | think we need two engineers per team going
forward." That's probably not really a good idea to do that. And | think in reality that's not going to be
how it plays out. | just feel like there's loads of great studies over the years about how people don't end
up losing jobs, the jobs get moved around. And also, for customer support, for example, it's a high
attrition job. So, people saying, "Hey, everyone's going to lose their job. A bot's going to take over." It's
like, maybe some of that will happen. But probably to attrition, as in someone quit and just didn't get
back-filled. So, the doomsday scenarios that | don't think would play out as much. But, for sure, it's easy
to be afraid of it. And, | think you have to lean into it.

AR ERIE:

B, 8. Z—HFE: FEFNR. ANV EERBIE, FlN, IREFBEDLEEEREERR:
IR, HUNAURETEHMRFERDLREM” XEMATERRT. MEAFTIANNAELFERFIPELR. K
ARREZEREREFEANMAREA, MIREATIKELE, RBILFERUAET RS, LI, UEF
SEA, FR—TERRENIE. AL, AR 9B, FIBEABERLT, NSBABZET.” iFsk
£, EAgESERBIBARKEAYN, WMBEAFRT, AERFBME. AURIAARBIRAZE
ER/W4Z, BHEL, ABREZREENR. BIANMROIRIRIBEE.

[00:50:54] Lenny
English:

| love that. Okay, | want to chat about frameworks. You have a lot of interesting frameworks you've put
out there. So, maybe we do a rapid fire through a number of frameworks that you've worked with and
find useful. And, you actually mentioned this before and after, which | hadn't heard about. What's the
general idea to that concept?

FROCERIR:

HERX M=o F, HBMIESR, MREIRESEBIELSR. PR, BIFRITAIRES —TIRERIH
SERNJLMER. RRIZARET “Zri/2RF" , FEEFRE. XMISHARTRBREFA?

fEvs
2

[00:51:14] Paul Adams
English:

Before, after is literally that simple, | think. We've a rebrand at the moment happening, and that'll be a
before, after moment. We're redesigning our pricing. And then, the day that pricing goes live, that would
be a before, after, because nothing's the same. And so, we need to go back out and talk to people again.
I'm a big believer in talking. You got to talk to customers, it's the only way. You've got to talk, talk, talk,
learn, learn, learn. Don't take with the safe face value, go deeper. And so, a lot of these before, after
moments, once you've passed, yeah, into the after you got to start learning, "Were we right? Were we
wrong? What happened? What do people think?"

AR ERIE:



HiAA “ZR/ZE" FERLMBAES, BMNERETHITRHEES, BRE— “Za1/Z2E" %l F{E
TEEMLITEN, ENLEANBRUZB— “Zr1/Z2E" W2, BA—8F—#T. I, RITEEME
HESAMIR%. HIFEHRE KK . MBASELRIK, XEH—HER. MOATEIK. TEHFE,
FEIBERENME, BRNER. FILl, BEHTXE “ZHi/ZE" NZ#HN “ZF" MG, RETFFRT
30 BN TE? FHNETD? KETHA? AMIEAE? 7

[00:51:54] Lenny
English:

Can you talk more about this pricing learning/mistake you shared? What do you think you did wrong?
What happened there?

FRCERIR:
REEZKRIF D ZRXNEN 77 EAVBO/ISEIRTG? RRESHERET? SRAETHA?

[00:52:00] Paul Adams
English:

We had a principle called align price to value. By the way, | think, pricing is incredibly difficult. A lot of the
design team who work in pricing here, | say to them, it's one of the hardest design problems | know. |
think onboarding is another one. Onboarding people into a product is also. People are like, "Oh hey, you
just design a few steps and it's pretty easy. People will follow the steps." Again, deceptively difficult to
design great onboarding.

FRCERIR:

HE—TRERUN “MESNENTT . IRER—T, HINAENRERME, FHTXERTENBIIZITE
W, XERFAMENRMENZITREZ— FINA “FF31]” (onboarding) BF—1o 3IFAMNENTmMm
R, AMNRERF: “1RE, MRAFERI/LINTE, RER, AMIIREN.” BRGERE, RITHEBNHF
5| SR EERIR LRI E X

[00:52:30] Paul Adams (Continued)
English:

So, | think pricing is deceptively difficult. But we had a principle around allowing price to value. People
should pay based on the amount of value they get in the product, easy to say and incredibly hard to do.
Value is subjective. The price, for some person they get 10 units of value. | think that's about $5. Someone
else is like, "I'd pay $5,000 for those 10 units of value." So, the biggest mistake was a lot of mistakes
compounded. And, this is an area where | think we were risk averse. We've ended up with too many
pricing models. We've built on top of old competitive mistakes. And, it took a brave decision to say,
"We're going to start again."

AR ERIE:

FREL, BOANENBRREMIRIERgE, BHNE—TIXTNRSMHMEXNTTHIRN: AR RIEMIES
mPRBIMEERTE, XRERSS, MERRE. NMEREW. WFELA, #I1RET 10 MR
hiE, HEEBESET; MAB—TAIERR: “HEEAA 10 MEAINMNES (T 5000 E5T.” FIL, &K
MEIREIFZHIRENM. EXNE, FIANFNIES FAEENL, ERBNHBE T RASHNENRE, K
MTERNRSHRZ EHITHE, &%, FNEET-TERRE: “RNESEHMAR.”



[00:53:18] Lenny
English:

Wow, this feels like it could be a solo episode, just talking through your pricing lessons and journey.
Maybe just is there a nugget of wisdom you could share for someone that's trying to think about pricing
right now based on your experience?

AR ERIE:

HE, XREEAMUBMBE—ETE, TITHMRENBIMBE. RIBMRNEE, X TREEEREENHIA,
MBEFARUSENERERD?

[00:53:31] Paul Adams
English:

Number one thing | would say is keep it simple. Keep it simple. It's so tempting to... With us, for example,
a lot of SaaS products have add-ons, where you're like, "Hey, we built X and that's 10 bucks." Or 100,000,
depends on what product you're selling. "We built X and that's the price of X. Hey, we've just built Y. Y is
awesome and it's a new thing you can do, and it unlocks all these new capabilities. People shouldn't get
that for free, because it's a new thing that didn't have. So let's charge more for Y, but that doesn't really
work with the other... Okay, let's look at an add-on. Oh yeah, cool. People just add on." But then, later,
now you've got people who have the add-on, and people who don't, and then you're like, "Add another
thing." And so, we've added tiers, with products, tears, add-ons, tearing in the add-on. Oh my god. People
can't understand their bill. So, my advice is keep it simple. Fight so hard to resist the temptation to add

extra ways in which you price.
FZERiE:

HERNE—RE. RFER, ®RFHE, BFREFELXKRT - URNTAF), RS SaaS =m#EEHEHSF (add-
ons), fRETEE: 1R, BAUKTINAEX, L 10%5T.” =& 10 HET, BURFMEMFA. “HiMHT X, X
X BN IR, JANBT Y, YXIET, B—NHIhEE, @B THREXENEN. AMITNZEERFEE,
EAXBMNNAREBEOF AT, PREGLENTN Y SRk, EXMZABENTRE - FE, itHIEE
i, WER, XEET, AMNERMWBT.” BE, McERBENBAEHEG, BrRE, ARMXY
B “BINERA” FERIMEMTESR (ters). mmBER. . BHENER. XMW, AMIREEFE
W&, FRLL, FRBVBINZMRIFE R, HraniRHlEmEsMT A NEER.

[00:54:43] Lenny

English:

Amazing. | didn't think about going into this topic, but I'm glad that we touched on it.
FROCERIR:

AHET, FREBIZWEXMNER, BRRESHENXETE,

[00:54:49] Paul Adams
English:

Think | was talking about scars for life earlier. That's another scar for life.



FRSCERIE:
BRBRZARIT “RBEE , XMES—

[00:54:54] Lenny
English:

All right. Let's keep talking about some frameworks. Another that | found that I loved is something that
you call differentiation versus table stakes. What's that about?

FROCERIR:

o EFNTHLEIEIELRR, RAMHERN B —MEREMRITZA “ERMK vs. BRI (differentiation
versus table stakes) BI&RFE, BEXTFMH4?

[00:55:03] Paul Adams
English:

It's like the Kano model, if you're familiar with that. But, it's very simple. | guess, we took the Kano model
and just tried to make this really crazy simple version of it. Again, I'm a little bit allergic to things like this. |
even hate myself for bringing up the Kano model. I'm allergic to people over intellectualizing frameworks.
And like, "Oh, well if you've seen the new different law..." Of whatever. I'm like, "Keep things simple,
practical, and pragmatic. And then, let's all, again, go back to work and start building the product, so that
customers can benefit, because that's actually all that matters." And so, difference versus table stakes,
very simple. | think people who adopt a product, or buy a product, or switch to a product, there's two
driving forces. One is the attraction of the new solution, and that's basically differentiation. So what's
different and better? But critically, what's different and better in ways that customers care about?

FRCERIR:

INRIRAERIERE (Kano model) BiE, EAREGIT. BEIFERR. FEMNELET FERE, HidE
BEMMR—MEEEBRE. BXEE, RNXXRAERIHN. FEFVRESREFHERE, RREA
ITIERERMIA. tban: “IR, MRMEEIRNFHER -7 ZEN. ZERF: “RIEFEHE. LA, 5
Ko AEERNFAEARZ IERAEWE~ M, LtEFRm, BAXTRE—EENER.” I, “EFRNK
vs. B FEE S, FTIANANRA. WX~ @S, ERMIEEN. —BWERLRENRSI, X
BEXLMRERN. BMTARTEEEFR? EXRE, EXFXONAHE, tARFTREEFHN?

[00:56:00] Paul Adams (Continued)
English:

Again, back to all the failed projects, my lesson for a lot of these was, we were different and better in
these Google projects in ways people didn't care about. All sorts of Google projects, like Google Wave was
an amazingly innovative product that no one really cared about. So, be different and better in ways
people care about. So that's the attraction that's like, "Oh, | want to check out that. That looks cool. |
want to check that out. That looks better than what | have today." But, on the other side, there's a entry
requirement or table stakes. To play the game, you got to have a certain amount of things. And so, they're
table stake features. They're often very boring. They're real basic stuff, boring stuff, and easy to ignore,
and easy to not build.

AR ERIE:



FEOREIFFRLRMHITE, HMPFINEGIIZ: THBL Google B, ENTEAMMBERTFRIMAMET
FEEEYF, & Google HH, kil Google Wave, B—MRABGIF~m, ERAENTF. L, BE
AMIXOWAEBEFEEEF. XpER577, ILARRE: 1R, FRRHAEBD, FERRE. FHERLI
T, BERCENEANG.” B5—FHE, TEENERFEALME (table stakes)e BSE5RSF, RYUAA
BE-EHENEMINGE, XERIEANINE. ENERRLH, BEENEMME. HIRNAA, RESK
B, WREZWILITE.

[00:56:44] Paul Adams (Continued)
English:

And again, a mistake with Intercom maybe over the years is that we were much more attracted to the
differentiation and built a lot of that. So we went through different iterations of our roadmap, sometimes
changing over the course of a year or two, where we were all the differentiation to realize that everyone
loved it and really wanted to buy, but they couldn't, because we didn't have the basic report that they
needed or we didn't have the basic permission feature that they needed. And then, the robot is built
based on those... Trading off why do we need more differentiation or trading off why do we need to invest
more table stakes? And so, these days, the basic Intercom today is we're 50/50 probably in terms of
resources, but it has swung 70/30 in both directions at times.

FRCERIR:

[Etf, Intercom ZERN—PHEIRFIERRINTIERERUFARS], HERTREXELINE. KIHNREES
AT IVRER, BRE-MFRREZNL, BRIMNENRAERL, ERRARKEBERE, EHREE, Bt
MNEART, BARITSBEMITENEMIRRINE, HELBUINFTENEMNRINE. AR, BEERET
XEHTHE - 7E “NFABRMNFEESZERNK M “DATARNFERAESZSER ML ZEFHITNE.
FREL, 30% Intercom MERLZRDECABEE 50/50, BENEEEER—NAMEIZERDE 70/300

[00:57:26] Paul Adams (Continued)
English:

The last piece about it is, | think it's really powerful to look at a roadmap or look at a proposed roadmap
and ask yourself, which of these do things matters more to us, not to us actually to our customers right
now? The other thing that we've talked a lot about here internally is if you're a startup and you're
entering any established category, customer support for us, big established category, massive, a lot of
table stakes, built up over years, decades. ServiceNow, Service Cloud, Salesforce, Zendesk, decades of
table stake feature building. So to play the game, you need a lot of the table stakes, unless you have
incredible differentiation. So from the early years of Intercom, people just buy us alongside Service Cloud
or Zendesk. They just buy us alongside. They're like, "This Intercom thing..." We were like first modern
messaging and modern UX. They were like, "We want that for our customers, alongside the big giant bag

of table stakes." Because Intercom doesn't have any of those.
R EIE:

RE—RE, WANENREZEIINNHNBREZEHRES “UERENHVES (MABHHEN) Fit, BH—3%
EEE BEEENN. BRIANBEEITHEHNE—HGER: NRMRE—RVCIRE, FENEA—NERANTIR
(FHENMKABREF LT, X2—TNEANRATE, HEHTERENAEEAINRINEGE) . ServiceNow.
Service Cloud. Salesforce. Zendesk, B 1E/I+ENEMINEERIL. FIUESS5RS, REERENEM
Inge, BRIFMPBIRANERK. FTLUTE Intercom BH, ATRZFLIEATH Service Cloud 5 Zendesk —i#L
L, il “XA Intercom HTrE) L HATHUN2EQIIAHEBEBMIMA UX. 55 “Fi1E

IEFPALXD, RNEEER—RBREMTINEE.” EA L Intercom iF&HA BRLEALINRE,



[00:58:26] Paul Adams (Continued)
English:

Then over the years, we've built the table stakes to a point where, okay, now we can fully play the game
and people can switch, so they can swap Zendesk for Intercom. But it took us years to get there. And
hence, if you're a startup, you need to invest a lot more in differentiation. And then, over the years, | think
you start to balance the books a bit.

FRCERIR:

EREFIZELES, BITBEEMINEENERT —NKFE, FERITTUTEESE57FS, AMITLUETUHE, b
W38 Zendesk X Intercomo BEANE T/ LERBINKFE, Hitb, MNRIRE—FKVCIAE, (FEEES
MG AT ERN. AERENEINER, HIANRETFIBTEXHEE,

[00:58:47] Lenny
English:

| think what's interesting about this is one, it just gives you a way to think about looking at your roadmap.
How much are we actually doing? And are we doing too much table stakes? Are we doing too much
differentiation? So it gives you a awareness of what's happening. And | think, it's an interesting strategy
as a startup like, "Do we spend years doing table stakes and then launch? Or is it go the way Intercom
went, like differentiate first we'll build everything else later?" Wonder when it makes sense to go one or
the other.

AR ERIE:

BREFEBN—RE, ENRRERET —MEHEAREZENSN. HMKEFLMTZ0? BINNBFREMT XZSHE
MiThEE? BT AZHERNK? EILRZIREIR. FTIAAFERNLIQE, XR—MEBRMERIER: T
MNE2ETVEN B ERThEEATEA? E2H4 Intercom B, LMERK, UEHBHTFTHMAFE? 7 HEBH
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[00:59:13] Paul Adams

English:

Yeah. And it probably depends on the market, different categories, and all sorts of things. Yeah.
R EE:

M. XATREEURT ™. RRERI AR EHAER.

[00:59:20] Lenny
English:

Yeah. Awesome. Okay. The next framework is something that you call swinging the pendulum. What is
that about?

FR3CERiE:
FHY, KHET., T—MERZMFRIFZA “EshEE” (swinging the pendulum) BIFRFE, BEXTFHAR?



[00:59:28] Paul Adams
English:

I actually mentioned an example a bit earlier. Differentiation in table stakes was swinging the pendulum.
So, swinging the pendulum means, you take a step back from everyday work life, and you make the
observation that something's in an undesirable state. So, maybe it's, "Whoa, we've all the differentiation
in the world, but people can't adopt the product, because we've never built any of these table stakes. It's
undesirable." Or, "Oh, we've now built all these table stakes and we've not been investing in
differentiation. And actually, we're not that attractive to people, because switching product is a pain. And
we're not just attractive to people. Okay, so this undesirable state."

FRCERIR:
HNAELRET —MIF. “ERUSERML" ME—EDIME, EHHERKRE, (MMABEIERER
F—%, NEIEMEYLT—FREBIORE, tbwn: i, FNPEERLENESRNL, BANTEXR
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®5IAo ¥, E&%KEEE’\HXEO”

[01:00:08] Paul Adams (Continued)
English:

And then, so you go and fix it, but the temptation is that you over-correct. And we've done this so many
times in so many domains, everything from, "Okay, we don't have enough differentiation." A year later,
"Oh, wait a minute, we're missing all the table stakes. Okay, we're over there." So, product building is
one, people is another one. Building out teams and people. Another big one was, | don't know, maybe
five years into Intercom, we were on this high growth trajectory, really good classic startup before our
pricing problems. And, we looked around and said, "None of us have done this before. | don't think that's
good. Undesirable state. Do we even know what we're doing? We're just a bunch of random people. Do
we know what we're doing? We need to hire some experts. We need to hire some experts. If we're going
up market, we need market people who've done it before."

AR ERIE:

Rlia, MEBEE, BFRETMITERE. BRMNERSTIBIFMITIHOR, N “F, RIMNERLS
8", —FREN MW, F-T, KNRDPAENEMMINGEE. &F, FIURIBLET” . m@EBER—17
B, ATHURSE—17HHE. AEZBMMAZIEF. Z—1TKAIFE, ABIE Intercom RIZAFR, FHTELT
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[01:01:07] Paul Adams (Continued)
English:

So, that was undesirable state, fix it by hiring people who've done it before. And then, we hired loads of
people who've done it before, and what they did was brought the culture and ways of working of their
prior company to Intercom. And so, we totally over-corrected, didn't work out in a lot of cases. In most
cases, it didn't work out. Because, we weren't trying to be a bigger company, that already exists. We're
trying to be us. So, | think, hiring and building teams is another where we really over-corrected to find
out, "Okay, it's a balance here."



FRZERIE:

FRLL, AR HRAEBRES, RITEIRAELENAREBEE. AL, HIMEATAREFZEHAN, ER
BRI QBRI UM TEA NHEI T Intercome. FEHANTE2IERBIET, ERSZBERTEHLRZY. ERZ
HERT, SBRUT . HARMNHFRRHANFZT—HKELEENAQE], HMN2BRMIMBS. L, FiA
NEBEMARENES — M RINTESEBENTE, REAAM: 9B, XEFE—FH”

[01:01:43] Paul Adams (Continued)
English:

Related to hiring, one is generalists and specialists, similar theme. People who've done it before, or
people who are specialized. And, we hired a bunch of specialists only to realize that they're not
adaptable. And, in Intercom, we have a lot of ambiguity, and we lean into the ambiguity, and people who
are highly specialized can thrive in big companies, really thrive. They're invaluable employees. But in a
fluid startup-y culture with a lot of ambiguity, they can really drown, really struggle. Maybe the middle of
this pendulum, landing in the middle is, "Let's hire someone who has done a bit of it and have a bit of
specialism, not much, but enough to try and figure it out." So, we hire a lot of those people today.

AR ERIE:

SHEEEXNEE “@REAL 5 “TREALT , TEEM. SEMUIBINA, EREMATILAL?
BIRAET —BHER, ERERMMIVENEN TR, 1F Intercom, KB RZEMME, HIVPEERIE. SE
TUUHAFEREATANMESFK, ENFEHE, BENNRT. BE—ITHERMEEN. RopI4eIX
ke, AT RRBREIARKIFAE, FHEFL. BIFMENFEUE, BEMRNZE: “LRITRA-LBRE
—EERNE—RBUFKNA, FTRELR, BRUSHABRAE.” FRUABEIMTIMERAT RZXEN A

[01:02:34] Lenny
English:

First of all, | love all these stories of things that don't work out, because a lot of people don't like sharing
these. And, this is what people want to hear, like, "Here's not everything was perfect. Here's a lot of
mistakes that are made along the way." And, it feels like this framework is a result of just doing this too
many times. Is the main lesson here generally avoid swinging the pendulum too far? Because sometimes,
it's worth it, like in this case of Al, is like, "No, we're going all in." Or in mobile, it was worth going all in. |
guess, yeah, what do you think of when I say that?

FRZERIE:

B, RIFEFERXEXTRUORE, BARZSAFERDEXLE, MXIESANERE, i “HA2—
tERTER, —BEIRTRZHEIR o BEXMERMBRANM T XS RXZXMZIXMELEH RN, XENEEHK
N2 BEEBEREHREDTRED? AANERZER, thWNE AIXNREMNFR, S “F, HMNE2HK
N o BEERHE, 2IRAZERFN. FEHNE, HRXARN, REAE?

[01:03:04] Paul Adams
English:

In talking to people about this before, sometimes the conclusion of the conversation is something like,
it's the only way to do it. You actually can't do it a different way." And so, maybe the question is really,

how high does the pendulum go? Versus, you got to swing it, and then it's like, how far do you swing it?



And for sure, you're right. With Al, we are swinging it pretty high. Maybe | overestimated earlier, if Al is in
the differentiation camp to mix the frameworks, we're still building a lot of table stakes features too,
building depth into the product. And that's 50/50, | think | mentioned 50/50 earlier, so that's 50/50. So,
we're not totally swinging it. It's swung, but we're also doing the other thing and balancing things out. So,
I think you probably have to swing it. It reminds me to know where the boundary is, is what | was going to
say.

FROCERIR:

RIFIAMEX e, BHENGIERE: “XEM—MVE, MERFLERERABARM.” FrLL, WiFieE
KiFER: WEEFEZE? MARMEARENE, XBRBEDSZZ, MAARWHN. WTF Al, HIMHEDF
BEE. BIrKzZaEET, NRIEERESEKRE, IR A BTERKEE, BIHLHERRAENELM
Thiee, 1B MmAVRE. ARZ 50/50, HABFKZAIREIE 50/50, FRUEITHSETLAR—B. HEENT,
BENBENEMS —FERFE. PR, FIAAMRATELIETIE. HBRHNE, XEEILIRER R
£

[01:04:01] Paul Adams (Continued)
English:

It reminds me back to the olden days stories. | remember, at Google, privacy was really top of mind, to the
point that it would block decisions, block product progress, just privacy circular conversations, so many
circular conversations, and nothing ever got built or shipped. | worked on a project for a year at Google
and we shipped nothing in the year, just circular conversations, which killed me at the time. So, when |
went to Facebook, | realized they have a different approach to privacy. And again, I'm not advocating it's
necessarily good, it certainly didn't help their brand. But, there was an idea that to know where the
boundary is, you got to across it. And crossing it is painful. But, if you don't cross it, you'll never know. So
if you think you're going up to the boundary and you stop before it, turns out it's actually miles over
there.

FRCERIR:

XIS T AR E. FISTE Google, RFAMAEEREM, UETERMARRE. BSTm#tE, 2
RXTFRANERTE, KR THERTE, SRTAWRMEER, FtathiRiH. HE Google I—INH
PRT—F, WB—ERKNA a2, £2EFTNIL, REEREREN 7. FIAZEIKET Facebook, K
RMIEEANS R T2 E. BRER, BRATRRE—EY, BEENMWIINmERIFL, BE—
MRE: BTHRARENE, MBABEIE, BEIEERER, BNRMAEIE, KZFAEHE, AR
UANBCREARTHERMET, ERAUEBAKNADFELEELREIN

[01:04:54] Paul Adams (Continued)
English:

So | think with a lot of this stuff, you don't really have a choice. You got to cross the boundary, feel the
pain, be humble enough to realize you didn't get it right, and go again or whatever the corrective course
is.

AR ERIE:

FRIUFINAERSHFR L, (REXHITER, (REFBEEOR, BRES, RIFRLHRIREB D&M, A
[EEHFIE, BERBUEML EREE.



[01:05:12] Lenny
English:

Yeah, get that pendulum off the even pivot thing that it's on. And then, let's fix that pendulum. Let's put it
back.

FROCERIR:
=8, ILHEEARITER, AREEE, BEREE.

[01:05:18] Paul Adams
English:

Yeah.

FRCEIE:

=i

[01:05:20] Lenny
English:

Okay. Another framework that | read about briefly, and | love the general idea of it already, which is
something that | think you call product market story fit.

FROCENIR:

Fo B—ITREBRINER, RELEETENCNZOERT, RBHETZAN ‘TFom-my-WERSE
(product market story fit)

[01:05:31] Paul Adams
English:

Yeah.

FRsCERF:

=i

[01:05:31] Lenny
English:

What is that?

R EE:

PEAA?

[01:05:33] Paul Adams

English:



So yeah, with product market fit, pretty basic, well understood, very important. The way | describe
product market fit is, you've got to build the right product for the right market. | think, by the way, as an
aside, not enough people think about the market side of that equation. A lot of product people don't
think about the market side. But for me, it's very simple. The market is the people, the problems they
have, and how important the problems are to them. To have a good market, you need a lot of people with
the same problem, and they need to care a lot about it. Going back to the Google social stuff, we found a
lot of people with the same problem, but they didn't really care. They didn't really care. What they had
was fine. So a lot of people with the same problem and a lot of energy around the problem and the
product is the solution to that. The market's the who, the product's the what.

AR ERIE:

XFrEmmZREE (PMF), XZEEEM. THANBFEEEN. HiEE PMFIARZE: REFTNIER
MHZMZERNS R, RER—, HUANLKBERBHNAZREZXNEARHN “T17” K. REFBAFE
Bz, EXNHFKR, XREH: THMBA. WINEIRNEE, URXERANBIINERREZEE, EF5—1
FHHY), (REERZEEREFRNENA, MEMIISAIFEEEEXNENH. EZ Google WHRIE, i1k
WRZABREFRRE, BREMNHARENES. MIRSIREAT L U, FE2RZAEGEENEE, H
By Zr@ B REARENT], MmmeEBMERLR. T & , m;mE ‘4" .

[01:06:21] Paul Adams (Continued)
English:

And, | don't know, in my career again, so a bunch of products that were built, there were good products in
good markets, and they failed and I couldn't work it out. And eventually, | came back to this idea that...
And maybe someone might say, "Paul, it's marketing. You're talking about marketing." But story, the
story's wrong or the story's missing. And so, sometimes, it would be a great product in a great market
explained in a convoluted way. | see that a lot. | used to see that a lot at Google again, just explained in a
very complicated way over intellectualized. And, as a result, people are like, "What? What are you talking
about?" You don't get their attention. And so, the story is really important, as important. And actually,
sometimes you'll see not great products, certainly worse on paper... I'm trying to remember the Spotify
competitor back in the day, people were like... What was the name of it?

AR ERIE:

FEHORWEES, BRI —HE~m, ENE2HHHENG~m, BENXKKT, RIANBERAFER. &
£, HEFTXMRE - BIFEARR: “Paul, BBREH, MEKILEH.” BHLRE “WFE , HFHET
HERERKT . FTA, BR—TEFHHENGF~mEERSIEEEE. REEREXMMER. £ Google FiFk
HEERD, BESIFEER. dEMRK. EXR, MIFRERF: “Ha? (RERFA? 7 REERS 8
AB . FIUMEIFEEE, AFEE, XL, BFREEY —EHAHEN M, EVERELEE
HIAEEREER Spotify THEWF, AIHHRER - EUHFARFERE?

[01:07:19] Lenny
English:

Ordio?

FRsCERF:

Rdio?



[01:07:20] Paul Adams

English:

Yeah, Ordio. Ordio was one of these where-
R EE:

%f, Rdio, Rdio iREHPZ—

[01:07:20] Lenny
English:

I like Ordio a lot.
HRCERIE:

FHIEZIR Rdios

[01:07:26] Paul Adams

English:

... Yeah, all I've ever heard about Ordio was, "Amazing product."
R EiE:

------ =0, EIFFINXTF Rdio FITNMER “IRARFR” .

[01:07:29] Lenny
English:
Mm-hmm.

FROCENIR:

3]

[5Ye)

[01:07:30] Paul Adams
English:

It's failed. And why did it fail? Spotify and Ordio had the same market. They were solving the same set of
problems. Ordio was arguably the better product at the time. | don't know if that's true, but arguably the
better. | also think Spotify's an incredible product. But, they got the story wrong. And so, again, | think, all
product people, whether you're a designer, product manager, people in research, data science, need to
think about the story all the time. Work of marketing, work of product marketing, and learn about how to
explain the product, as much as how to build the product.

AR ERIE:

BEXRMT. Ataki? Spotify #l Rdio HBEHERNTE, RERFHNE,. Rdio £ 58RI E—REL
B m. HAMBEXZERREE, BaLlREF. FHtBINA Spotify B—RARI BN ~m. {B=Z, Rdio FIHE
W T FRLL, BXR5EE, TINAFRENFRA, TRRERiTN. FaiE, EEMRAR. REHNFER,



HEENZBERSE. SEHEWM). mREHMIEE, FINEAERSR, INFEINEHE~R—IFE
2,

[01:08:03] Lenny
English:

Mm-hmm. Makes me think about positioning and how important that is. And, we had April Dunford on
the podcast very recently talking a lot about that.

FR3ZERIE:
B, XiLFEBETEM (positioning) MEBEM, FKi1&ENIIE April Dunford E3#%&, 17X,

[01:08:12] Paul Adams

English:

Yeah. Yeah, she's excellent. Yeah, it is really, "Why are you better and can you explain why you're better?"
FZERiE:

. IFFEHE. XWEXTF: “FATAEL, URMMETEHERSEIRNTAEF? 7

[01:08:21] Lenny
English:

That's such an important point. A final area | wanted to touch on is jobs to be done. So we had the co-
creator of Jobs to be Done on the podcast. We had Shyam Krishnan on the podcast. They very much
disagree about how effective Jobs to be Done is. | know you guys are big on Jobs to be Done. So, what are
your just general thoughts on the Jobs to be Done framework? How effective was it for you all? How do
you use it? What do you find work? Doesn't work? Whatever comes up.

AR ERIE:

— M EREEENA, RERERNRE—NTEE “FMES” (Jobs to be Done, JTBD) ., EHi1& 5L
JTBD E’J:,H\:nﬁu_L%J:TJE ti53d Shyam Krlshnano {133 F JTBD B MEBRAD . HAMERIIIES
#E JTBD, BBA, fR¥T JTBD IBERMEABERTA? EMRIIBEZAME? (RINSWNEEREN? IRAILH
LHM, WLET?

[01:08:47] Paul Adams
English:

Yeah. I'll be totally honest, at the risk of finding people do this, we worked with Bob West years ago. |
think Bob's a great guy. And we followed that model of Jobs to be Done more than the ODI, | think, is the
other skill of thought. Anyway. I'll try say this in a simple way. We found Jobs to be Done really good. Very,
very useful. But, in a very simple way... Again, back to this idea of simple frameworks, in a simple way,
separately, there's so many people who spend so much of their energy debating the nuances and
peculiarities of one version. Who cares? No one cares. Oh well, | don't care. They care obviously. But your

customers don't care. People you're trying to build a product for don't care,. No one cares. That's a cool



intellectual debate. But, for me, maybe this is too extreme. It doesn't really have any place in the work we
do. We're just trying to build a great product.

AR ERIE:

7. EeIEEBH. EEREITIERINKG, HIZEFMES Bob Moesta &1Fid. FIAN Bob B MREER
Ao BATERBHIZMAY JTBD #EE!, AR ODI (Outcome-Driven Innovation) , BBRB—IKERE, 22, &
RERERENARN. HILI JTBD IEEL, FEER. BEe2U—MIEBEHEMNAR - BREFIFEE
EENIER, EERENAZN, BRZAEEARERNFLENREINAREFIRIF Y, EEFE? "AX
Do IFIE, FAXKD. MITEAXD, BIRNEFAXD, FAZEERFEGHARKD. EAXD. BE—
RENFEARC, BRI, LIFXXRIET, EERMNNEFIEFRLSEUE. RIS/ M—MERH

= O
I“Amo

[01:09:50] Paul Adams (Continued)
English:

And so, for us with Jobs to be Done, it was a really good way of us centering on the customer problem,
focusing on not getting distracted, basing it in good solid research informed insight, that told us the thing
people are trying to do. What is the thing people are trying to do? Again, energy. Do they have a lot of
energy around it? Maybe the energy thing might've come from talking to Bob actually, now that | think
about it. | think it did actually. | think, the idea of this idea that you need people who have a lot of energy
around the problem. And you have to interview them for that most of the time to feel the energy they
have. It's very easy to see if someone's apathetic versus into it.

FRCERIR:

FREL, X3AIHKG, JTBD B—PNIFEHFHAR, UERIMNUBFEENFC, BEFRDO, FHEHEIELSE
MR RARZE, SFENANBEZKRNER. MIBEZTHANEBRMH4? BXR®RIEF, “#H7
(energy) ., fEMIMILLBRENENSIG? WMELIARER, X1 “B17" BIBISAIREHASEERE S Bob B,
FIANFSENL. RFEBRILENFERBBEERBINIIEIA. AZHEHRIROIBI I IRREZ M. R

BREH—TARETFREREBRN.

[01:10:30] Paul Adams (Continued)
English:

So, we've had it pretty good. And, we invented this job stories thing by accident. | can't remember exactly
what happened. But, | wrote out this way of writing a job story basically. Well, we didn't call it job stories,
someone else called it that. We just, at the time, were like... | can't even remember. It was a trigger. And,
anyway, we didn't even give it the thing a name, someone else named it, | think. And, I'm just like, "We're
just trying to build a great product.” So, we've had it really good in that way, really simple. And then, the
other one that we use a lot still here is the four forces, which is this framework of Jobs to be Done. The
four forces being... There's different forces when people try and switch product. And some of it's the
differentiation, table stake stuff, like the attraction of the new solution, the reasons that you might not
adopt it. Habits. People have anxieties.

FRSCERIF:
Fril, BATEEBET. BRI BARLET “ESHE" (jobstories) XK, BARICBAKEEAREN
T, BREHT—MESESHENAR. FIE, RIMNUEUESESHE, BIAXAUN, HIYREZ2

RiGHEARBET, ER—ITHER, 22, HMEEZRLEREET, FBAEFALHN, HHE: “FK
MNARARBE—MEARTMm.” FLL, BEMNERSEBSRE, FEER. 5—TMENESDHEEERANE "1



#MHE” (four forces), XE JTBD —NMEZR, MMHAERLE - SAMNS AR~ @I, FERENS
£, HP—EZE5FM. EMThae 2 LR, tbNFHBRAENRSI S, URIRFTERXAENRRA. EE3
o3, Ly\&Aﬂ\]EI‘J%}ﬁo

[01:11:26] Paul Adams (Continued)
English:

Here's another funny story to tell you how much... The four forces is really good. Here's a funny story, |
was saying earlier that Eoghan and Des were trying to convince me to leave Facebook, which | loved at
the time, join and to come. They wrote out the four forces for me to join. And then, secretly, over a few
beers, talked to me and fed me my anxieties. And basically worked me on the four forces. And | was like,
"That is genius. That is ingenious. Maybe it's a bit... But it's ingenious." And so, the four forces is
incredibly good at helping understand why people make decisions.

FROCENIR:

XBFRE—TEBNHRE, FiFF ‘OMHHE BEFH. FZaii Eoghan l Des B ARK B HET KR
EXH Facebook A Intercom, fITTAKMMATET “‘W@MHAHE" . ARG, EBETJUIFEER, MITWMER
HBRBIIR, BERNERE, BEXALRMEMNAEMAOER WM K, HEHEE: “RXXAT, KIHWT
WIFE A BRRERIG,.” PR, AFHHSESEBERANIATAMRESFBEEEH.

[01:12:07] Lenny
English:

| love that a lot of your advice just continues to come back to, keep it simple, cut away anything that isn't
necessary. And, | find the same exact thing with Jobs to be Done. | find it really useful as a framework for
the podcast, the newsletter, but | think there's this endless set of processes and ways of optimizing that

gets people distracted. And, often just slows everything down.
FREiE:

HERMMOENDZME “REFERE, WETAALENRA" o H7E JTBD LBAERFNRER. HAMEF
NBEENMNEENANERFEEER, ERNANEFELHTERREBNMNTE, SIEAMNDL, MEFERS
Eg—1l,

[01:12:28] Paul Adams
English:

Yeah, yeah. And it's interesting and fun to talk about sometimes, really fascinating, unless you're an
academic. But if you're working in a company that you're trying to build a software product for people to
improve their lives in some small meaningful way, it doesn't matter. Just use the thing that helps you do
that. That's the goal. And use the thing that helps you do that. And that's it.

AR ERIE:

B, ARNKEXLEREE, FERA, BFRIFHFRFARAL, BURMFE-—RABTIE, HEWE—IRH
=, UEMHNMEEEXHNARREANMINESE, BUAEET. REFEREEDFRIAX—BFNIERM
7. XREBE. EARRAEEIIRBARA, XILME,



[01:12:55] Lenny

English:

With that, we've reached our very exciting lightning round. Are you ready?
R EE:

WEX, FNTENTIEELSAKERRNBRIERT, E&IFTIE?

[01:12:58] Paul Adams
English:

I'm ready, yeah.

HRCERIE:

HEEET

[01:13:00] Lenny

English:

What are two or three books that you've recommended most to other people?
FpERIE:

RANABERZHNR=ABEHA?

[01:13:04] Paul Adams
English:

Yeah, the two books | recommend to everyone always, | have copies in my office here, It's Not How Good
You Are, It's How Good You Want to Be. It's a book by Paul Arden who worked in advertising a long time
ago. It's an excellent book. It shows people that you feel an unlimited potential if you think about it the
right way, everyone does. The second book | recommend to everyone and buy for people and give to
them is Principles by Ray Dalio. I'm a big fan of Ray Dalio. | think he's incredible. I'm a big believer in
principles. A lot of us at Intercom are... | always get those two books. And they're totally different. The
Paul Arden book, you can read it in 20 minutes. Principles is that thick.

FROCENIR:

1, BERREMEBEARERES, BRNHAIAEERE: 42 (FETFTMHE2%, METIREEZ) (t's
Not How Good You Are, It's How Good You Want to Be) , {E&RRALBIMEIE 1A Paul Arden, X2—
BIRIFHE, EMANBRTNRMEUERNAREE, RERZILRNESN, SMABEML. FEEFS
FrE A HEFRZXAWE _ABIZ - XFIRX (Ray Dalio) B9 (EMY (Principles). 2 « AFIEAI B
Wiz, HEEBMBRTRE. RIEEHEEEN, Intercom WEZABR. REBHEXRAS, BT,
Paul Arden BYABZ 20 2 $HFLAEIRSE, (EIY MBEBAE.

[01:13:38] Lenny

English:



What is a favorite recent movie or TV show that you really enjoyed?
FRERIE:
RITTIFE EMN BN BARIZTA?

[01:13:42] Paul Adams
English:

Most recent is The Bear, which | came to late. The reason | love the show is because | think it somewhat
celebrates the grind. And | think that's important. | worked in coffee shops a lot when | was younger,
when | put myself through college and stuff. And, the grind is part of life, and the grind is a necessity to get
things done, and make great things happen sometimes. And | like that about it. | really like that about it.

AR ERIE:

BEENE (KEERT) (TheBear), HEB T, ZRENRXHRINRAR, FHIANEEXTEZE LT T “E
%" (the grind)e HWINAXRERE, HZFERFEMMELEIRA, EBHIERTRF. BELAREEH—E
7, BHEETHES. BNERMHAELHNBERMG. HENX—R, FEER.

[01:14:09] Lenny

English:

What is a favorite interview question you'd like to ask candidates?
R EE:

RERERIPNEEENEIRPEETA?

[01:14:13] Paul Adams
English:

Yeah, I'll give you a slightly different answer. | don't really have certain few questions for candidates. And |
don't like answer question diversity. | don't like questions that rely on memory. Like, "Tell me about the
last time you did X." Here's an amazing question | got given recently by Alyssa who used to work here. |
had to do referral calls. So, you're interviewing someone, you want to give them the job and they've got
referees, and of course, the referees they have are the best people that they've ever worked with and
their favorite managers. So this question is, "What feedback will | be giving this person in their first
performance review?" It's an amazing question, because the person can't dodge it. There's an answer.
And, it's incredibly enlightening.

FRERIE:

8%, BRAMR— I HERIENER, BFLEHNNEENEENH, RFRSWEREISIZHEA, thn “GFEK
R ERBEBNER . XBE—MHRREMGERITX TN Alyssa BBEF MWL AM, HRUNTERY
SIAEHIE (referral calls) s HFEIRFEAHER M, REHEFA, SR, XEEFANBESME
S RMAFHANMIIRERNEE, FAUXNMIRR: “ERE RSP, RREXPATAENR
B 7 XR—NTAENEZR, RANMATECE, —ESBEER, MEFEEREMN,

[01:14:55] Lenny



English:

And that's a question you ask on reference calls?
FREiE:

ARRIREERAEBIERI0)AYR?

[01:14:57] Paul Adams
English:

Yeah, on reference calls.

R EiE:

El, TERBAERIEER,

[01:14:58] Lenny

English:

Thatis such a good question. | love it.
R EE:

BEZ . HER.

[01:15:00] Paul Adams
English:

Yeah, it's a amazing question. Yeah.
FRCEIE:

=, —MEEREE,

[01:15:02] Lenny
English:

All right, what a gem. Thank you for sharing that. What is a favorite product you've recently discovered
that you really love?

FROCENIR:
AET, ERTEREN. HHNE. FEREAXNAFEERNBF~mANARTA?

[01:15:09] Paul Adams
English:

This is maybe cheating, but | go back to a lot of the Al products. | think ChatGPT Vision is mind-blowing.

I've been playing with Rewind lately. | was a bit late to it. Des, and Kiran, and a bunch of people here,



founders of Intercom, love Rewind, use it and love it. Thing's amazing. So I'm a bit late to that. But, it's

just augmented memory. It's mind-blowing. So, Rewind's been fun.
R EIE:

XOJREE A EH, EREFESESEE Al =5, FKIAA ChatGPT Vision $AER, REIF—EEDr Rewind, KB
BERMT, Des. Kiran fIiXEMREZ Intercom BIIEAZIER Rewind, MBIFEENR, XAAREFT 7. R
RBFET T =, BEBEMREIERICIZ, KERT . L Rewind RE#,

[01:15:32] Lenny

English:

And they just came out with a little audio thing that can record your actual day.
FEiE:

s T — NN EILE, FILIERIFERN—XK,.

[01:15:36] Paul Adams
English:

Yeah, I'm not so sure about that.
R EiE:

T, BB KMEE,

[01:15:39] Lenny
English:

Yeah, got some flack.
R EE:

TR, BT LRI,

[01:15:42] Paul Adams
English:

Yeah.

FRCEIE:

=i

[01:15:43] Lenny
English:

I'm not so sure. | don't know. | don't know if it's real. It looked like not a real product when they launched
in, but I think it's real.



FRSCERIE:
BBAKHATE, BRANECEFTEEN, 2R EERFENELENTR, BRIANEZEMN,

[01:15:47] Paul Adams
English:

And it tippy-toes into what's okay and not okay with Al. And, yeah. Yeah, it's a cool theory though, for

sure.
FROCERIR:
EMRT AIRERLR, BARAILUERN, AARTAIUN, A, XHEE—MREMEL,

[01:15:57] Lenny
English:

What is a favorite life motto that you often come back to share with people, find helpful for yourself?

MRENR. KEDELIATEFTECRmELNAERSTEMHA?

[01:16:04] Paul Adams
English:

Yeah, | have a post-it on my monitor that says, "Only work on what matters most." It's on my monitor, a
post-it. And it sometimes falls off, and | have to write it again. Only work on what matters most. And, it's
amazing. | go into work, someone emails me, and I'm like, "Oh, God." I'm like, "Only work on what
matters most." The second one related is, stop worrying about things you can't control. And so, | have
two of those. And so, only working what matters most. Stop worrying about things you can't control. It
just reduces the temperature. Again, life lessons learned. | sent a lot of dumb emails in my past, like, "Red
Energy, oh my God, what are they thinking?" You wake up in Dublin to a San Francisco email. And you're
like, "Oh god. Keyboard." And, if your monitor says these two things, you just don't do that. You just take
a breath, get a coffee, come back. Does it really matter?

FROCERIR:

2H, RNETHLWE—KES, LESE:. “RUKREENFR. MERNETRSE L. EANRETXE,
BIREE—E. AMEEENER. XRHF. RELYE, BALTLEHE, T8 “BXE.” ARKE
7. "‘REKREBENFR” FSMMEXBER: “FLHEBOMRTEERNSES.” FMUREXRMF. R
BEENZER, FLHEOTEERINER. XEILMLFEH TR ZERAER. HIELXIRSZBEVEH,
teanmER AR “RIB, MERAA? 7 (REEEMEER, BE—RBIBZWENE, ARIRIMER
BERE, MRMNETR LEEXWEE, (RMAIMWAMT . MIFER, BHEMIHE, BOk, XENE
205?

[01:17:02] Lenny
English:



Beautiful. The second one, | think, | learned first from Seven Habits of Highly Effective People. Have you
read that?

RS ERIE:
XHET, FIMMEE, HERBEEMN (BREEALHWENIR) RN, (RiIE?

[01:17:02] Paul Adams
English:
Oh, yeah.
R EE:

M, 353,

[01:17:10] Lenny
English:

Just think about the focus, the circle of things you can control, and then there's the circle of things you
can influence, and then there's the things you have no control over. And, | find that really helpful myself. |
love that you have it as a post-its. | feel like, | need to make post-its of all these lessons people share as
their little mottos.

FRCERIR:

BRXER: (RE—INIHUERINEF, — N AUEmNETF, EE—MrTeTEERINEF. RREXN
HIFEETEY, RERMEBCHMEL, RESHRFEEAN D ZHFME XL IEMAES, HFEAH.

[01:17:26] Paul Adams
English:

Yeah, the post-it on the monitor is a real life hack, | found a few years ago. Because it's dumb in a way. The
posts on the monitor, it's in the way.

AR ERIE:

20, FETRS LEEERH/LEMRIUN—TEERR K. AAEMHEE LEREN, BEERSELSHE
%

[01:17:34] Lenny

English:

Wait, you actually put it on the monitor in the way of your screen?
R EE:

F%F, MENIBEMEERSEL, #HETRES?

[01:17:34] Paul Adams



English:
Yeah, yeah.
FRERIE:

2H, i

[01:17:34] Lenny
English:
Oh, wow.

RS ERIE:

[01:17:38] Paul Adams
English:

It's in the bottom left, just covering the bottom. Because otherwise, if it wasn't there, | wouldn't look at. |
make myself look at it.

FROCERIR:
MAELTA, BET—RKH. EANRTWEER, ZFMAEEEE. ZBEEHCES.

[01:17:47] Lenny

English:

Yeah. Wow. | haven't heard of people putting it over precious real estate on their monitor.
FpERIE:

Bl H, FELMRIBEANBERTEERSEMAERNUE L.

[01:17:53] Paul Adams
English:

Yeah.

R EE:

=0,

[01:17:53] Lenny
English:
What's the most valuable lesson your mom or your dad taught you?

AR ERIE:



MR BBGIRNRERNENZFA?

[01:17:58] Paul Adams
English:

The biggest one, again, so reductive and simple is to be nice to people. | think, being nice goes way
further than people really realize. One thing that I've learned, again, the hard way through life is you have
no idea what's going on in people's lives. You've no idea. People could have all sorts of really stressful, all
sorts of personal stuff going on, and the reason they did the thing at work that you didn't like is because
of that. And so, | try and think, "Be nice. You don't know what's going on. You might learn later. Don't act
in a way you would regret." | think, being nice in life goes far further than most people give a credit for,
because it's too much of a, I don't know, fluffy truism or whatever.

FRCERIR:

RAN—IHIl, BXR5RA, FEEREE: FARE, WANKENFRAZBANNESR. ZANEED (B
raEdiEgll) FEN—HER: MREATNEHNANEEPFEEREMFL. RE2FME, AAJEEER
lEEMED. EWHE, WITEIFERPSTILAARNSE, ARERENBLE, PAUKHEEE: “RE—
Ro MAERET 4, UERAEINE, FEMEILRGEIEITA.” BIANEEER, KENERLLX
ZBANUNANEARFTZ, ANEFERKER—O=HBMREDRET .

[01:18:54] Lenny
English:

| 1000% resonate with that. I've been told I'm too nice and | had to become a little less nice. But, | still
can't lose that. So | fully buy into that. My parents taught me a similar lesson.

FROCENIR:

HEDZTHFEHRE, BARKARET, RFR/FEEEMBARE—R. BRMALEZEE, PAUHET
2N, FRBEI FHEMREE,

[01:19:08] Paul Adams
English:

Yeah. And sometimes it's hard. I'd never fired anyone before | joined Intercom, for example. | really did
not like doing it. And, since then, I've done it quite a few times in a bunch of different circumstances, and
realized it always works out for both sides. And the nicest thing to do is to do the harder thing. It's
actually the nicer thing to do. People are relieved in this example. It's a nicer thing to do. So, it can be a
complicated one.

AR ERIE:

T, BIXRYE, FIE0, FEMAN Intercom 27T, FMKBREIEMA. HEBRFERIFER. MBS,
RESMHARYER MM F/LR, BEIRBZXIMNAGHAFL. HRENEEEERMAGERNSE. KR
EBRARBEREN, EXMIFH, AMBEEBR. FrLl, XAER—1TERER=,

[01:19:37] Lenny

English:



| love it. Final question. You're Irish, you're based in Ireland. What is an Irish food you think people should

definitely try out if they ever visit Ireland?
R EIE:

KiET . Ra—NEE. MRRER=A, BEEER= FANANOREZZRZRKE, —EESHNER=
BRYIRHA?

[01:19:50] Paul Adams

English:

Can I cheat and say Guinness? Is that food?

R EE:

BAIUEFIREIL (Guinness) RMENE? FEERYIG?

[01:19:54] Lenny
English:

Absolutely.

FRCEIE:

[01:19:56] Paul Adams
English:

The Guinness in Ireland. People talk about this and it's true. The Guinness in Ireland is much, much better
for a whole bunch of reasons. It's basically a fresh product and it's brewed here. It's the way they think
about, it's like milk. Milk goes off, Guinness goes off. Guinness is older than a few days old, tends to start
deteriorating. So, Guinness Ireland is amazing, because it's made here. The other thing | think that
Ireland does really well is fish. Ireland has not had, by the way, the greatest reputation for culinary
excellence over the years. | think Irish food in the States in particular is not good. But, the fish here is
incredible. You can get incredible fish. And Ireland's obviously an island, so there's a lot of fish.

FRCERIR:

BER=MNRNL. MIBRX—=, MEAREN., ER=ZMNREHEIEFRFSZ, REGREZ. eEXLE—FH
M, REXEREN. MNEFENAARGESFTDN. FHET6H, BHtths. MREHLHED
LR, MABRERT. FIUER=NBLLRE, BAERSHTHN, F—HRIANER=MSIFELENE
B, MER—T, ZERER=FEZTIELLEBE—R. WIANKEENZR=8YLERIFIZ, EXENE
FEE, RAILZE ARG, ZR=EARTRE, FIUERZE,

[01:20:37] Lenny
English:
On the Guinness front, is there any way to get the good stuff not in Ireland? Or is that just you got to go?

FRCERIR:



KXTENLT, BREMERERR=UISNBSIBEFHN? BB RATFEEE—HH?

[01:20:43] Paul Adams
English:

No, there is actually. You just need to be near a brewery. So Guinness is brewed in Nigeria. There's a huge
Guinness market in Nigeria.

FROCERIR:
T, HEEDZE. (RRFBREARE . BOTERAMNIHBERE, BEE—TEXNBRNLTF.

[01:20:43] Lenny
English:

| did not know that.

FRSCERIE:
BT AREDEX

[01:20:53] Paul Adams
English:

| think they actually use a different recipe, but it's brewed there. | think the brewery in the U.S. is
somewhere in the east coast between New York and Eastern Canada. So, it's somewhere there. So, often,
the Guinness in New York can be actually pretty good. The Guinness in San Francisco tends to be really
bad. | remember talking to someone about this that works in Guinness. One of my friends, does a lot of
work in Guinness. | think the boat carried the Guinness goes down through the Panama Canal back up to
San Francisco. So, it's 12-weeks-old or something.

RS ERIE:

HRMINLFE LERTARNES, EHEEEBEREN. WRXENRE TRER, ITHALMMEKX
FEPZiEle FRUL, AAMEANTEEELEREN. B2LUHNROTETRER. RISENEDTH—MI I
AGEIEED, ZRN—TRARERNDEIMTREIG. RBEERHTIMEFIEZSEHEREIEEZL,
FRUAZIER) LS BEH 12 B 7,

[01:21:25] Lenny

English:

Wow. Did not think we would be learning about the travel path of Guinness from-
R EIE:

i, FRIENMNEMFXFER N IEHERE —

[01:21:31] Paul Adams

English:



At least this is what I've heard. The Guinness has so many myths, you just don't really know what's true.

But, these are the stories I've been told.
FhCERIE:
EDEBXARRN, XFRALTERZHNER, FREFHEFAREN. BXEERRIAFNNHE,

[01:21:38] Lenny
English:

... Amazing. Paul, you are awesome. Thank you so much for being here. Two final questions. Where can
folks find you online if they want to reach out? And how can listeners be useful to you?

FROCERIR:

------ A#ETo Paul, fRRHET, FERGIREER. REM DR MRAZKBEKRR, AJUEMELEIIR?
O ARATRE SRR M+ A %5 BN ?

[01:21:46] Paul Adams
English:

| have a handle, it's everywhere. Basically, P-A-D-D-A-Y. It's Paddy with an extra A. So, P-A-D-D-A-. That's
everywhere. So, paddy@gmail, @Paddy. It's my handle everywhere. So, that's where you can find me. I'd
love people to reach out to me, right, genuinely learn. I'd love to hear from people who think my Al talk is
nonsense and it's more a crypto Web3. Or, I'd love to hear people who have alternative opinions and
challenge mine. That's how I like to learn and get better. So, if people have those opinions, I'd love to hear
them. 1'd love to talk to them.

AR ERIE:

HE—1ID, FINETEM: P-A-D-D-AY, Hi=Z Paddy ZM— A, 7E Gmail. Twitter EEEX T XFMZR
AILUREIFRBIM S, BREOHREANEERKRAT, HEFS, HEBRARLEIANTXT AlNIKIELEEE. &
FEEGMELEME Web3 WAREZ. HE, RRBIAFBLEEFRETLHRAEMRNIANRZE. XZE
BEIMEZAN P, MRATERLERZE, HEBRNT, BREMMIIR.

[01:22:25] Lenny
English:

Be careful what you wish for. The YouTube comments are always a spicy place. We'll see what we see.
Awesome, Paul. Thank you again so much for being here.

AR ERIE:

INOREBERME. YouTube FIITFIEX SRS HEN. BMTHEBURF. X#%T, Paul, BRBGRAEREIX
%,

[01:22:33] Paul Adams
English:

Yeah, thanks Lenny. | really appreciate it.



FRSCERIE:
4R, 15T Lenny, JEERLST

[01:22:35] Lenny
English:

Bye, everyone. Thank you so much for listening. If you found this valuable, you can subscribe to the show
on Apple Podcasts, Spotify, or your favorite podcast app. Also, please consider giving us a rating or
leaving a review as that really helps other listeners find the podcast. You can find all past episodes or
learn more about the show at lennyspodcast.com. See you in the next episode.

AR ERIE:

BR, &(. EFEREKT. NRMEEEXATEENE, BILTE Apple Podcasts. Spotify ARERAIER
App LiTIRAATH. tboh, BEZEERABINTTOHE FITIL, Xk KB EMAREZMAER, (Ra]UE
lennyspodcast.com X EIFIEFHATER THREZER. THTEEW.



