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() Big Opportunity

e What are other people doing? vs
What are we doing?

e How might we improve?
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Inspiration

NN/g Nielsen Norman Group

How lterative Testing Decreased Support Calls By 70% on Mozilla's
Support Website

by SUSAN FARRELL on August 2, 2015
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Opportunity?

NN/g Nielsen Norman Group

How lterative Testing Decreased Support Calls By 70% on Mozilla's
Support Website

by SUSAN FARRELL on August 2, 2015
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Old Mozilla

L3, Need Help With IREFOX?

DESKTOF  NMOBALE

Havieg trouble after updating Firefox? See the Latest Firefox issues artic

Top Issues

Commoa queatos

New to Firefox?
st alling Foufox

Getting =4 i wath Ferefox
L el
[T T Fire » 1
Pop-up | he
Jpdat {

Need More Personal
Help?

M you can’t find the answer you
noed, cwr commumcty volunteers
are ready bo help you find 2

solution Ask your question here.

sfter upgrading

Explore Help Topics

Troubleshooting
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e The Adobe Flash plagin bay
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pdating Firefox

+ Troubleshooteg extensions
and the mes

¢ Troubleshootisg plugin
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Using Firefox

¢ Tabbed browsing
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. . ar ao |
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o Updating Farefe

¢ Whatarelab upe

¢ Howto syne Firefox settings
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bz for belp

Frivacy & Security

Customizing Firgfox

¢ Howlo sot the 2ome
m f
o M } 15t
Coloar:

nor fe
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s W

Be AWESOME

SUme

D you snow e Facfox
Help & powored by
voluroor suparhores al
oround the word!

Ll your G po and joen
= »

Check your
PLUGINS

..'eo

What @ & plugin? Wiy
should | koop hem
updated? Aeawor theoo
uostons and run on
sctart ohock %o coo i
you'na up %o dato

Find ot moce »

Help with
+ McOS X
¢ Fidox B

Searching seems faster than

browsing.

Especially with a friendly fox.

If Search doesn’t solve my problem,
all these links are a bit intimidating.
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want to corurioutie! Sy

.4, Need Help With IREFOX?

DESKTOF  MOBALE »

o

Solutions for Recent Version

Top Solutions
Newbie Help

Don't see
your
answer?

(S topics)

nor Fegiter  Other Apalications = W
D
-r

2
/1

Explore Help Topics

Old Mozilla

~

|

Be AWESOME

SUmoe

Dhd you snow et Fiecfox
Halp & powored by
voluntoor suparhomes ol
oround the works!

Check your
PLUGINS

.e <

What @ & plugin? Wiy
ohould | kocp em
updated? Aeawor theoo
Quostions and run on
actart chock %o coo
your op %o dalo

Find out moee »

Help with
+ M O8S X
¢ Fidox B

This is how they use their real
estate.
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Old Mozilla

Want 1o contribute? Sign s o Aogeter

Other Azpiicaticas = w

& Need Help With FIREFOX?

DESKYOP OB E

Solutions for Recent Version

2 Ak a Quocsor

Be AWESOME

sume

D3 you know that Frotox
Holp |5 powerod by
voluricer sucoerhorocs af
around tho world™

Geab your cape sad 'oin
>

Top Solutions

Check your
PLUGINS

T e o

YWhet s a plegn? Wiy
should | koo tham

Explore Help Topics
(S topics)

wpdated? Anawer thoso
Quostions and un an
instant eheok 10 soo o
you'Yo up to cofe

Newbie Help

Fiad o tiome »

Help with:
* Nac 08 X

¢ Frokx 9

Don’t see

your
answer?

Green sections seem most useful
and probably get the user’s
attention.
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New Mozilla

A ALY EN SENIN

mozilla support

Arefox [or

. hrefox

\ Wan hrawsser ‘ar w Arcreid

l { Wirndeavs, Mac gne i - W dravsar far
Lintx L Aqdruid smgriphones

ardrahlars

) Frefox 05 , Webrraker
Lhahlk: OF ‘ar ) 4 Weamaker 20d atar 3

¥ smarphures & ool for tesching sne
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Volunteer for Moalla Suppart

RO )

mozilla v

Hrelox for iCS
Frotox tar iFhane,
1#3d wne iFed weuch

[Furcerbirc
Emall satwsre tos
Wirduws, Mac snd
Lmax

Here’s the redesign that did better.
This is much more focused and clean
and the user is GUARANTEED to
find something useful at the first step.

Search is downplayed.
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New Mozilla

A S GLE ST Y NG N Rl LN ELAT mozilla v

mozilla support Search

Choose Your Product This is how they use their real
estate.

CTA - Volunteer

scurce Coce
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New Moazilla

AN A G ST nGN N o mozilla v

mozilla support Search

Lots of useful stuff.

Choose Your Product Nothing overwhelming about
this page.

CTA - Volunteer

TvAteer
Pivacy Polcy Fazeoock
N I
Lesal Nobces Hrehox Nllecs
Report Tradomark swibdh o moble s
Abuse
|
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Old vs New

Cluttered and Overwhelming Clean and Digestible

want to corribute! SEn In or Register Other Apslication ~ W AN A

mozilla support T

NN £) 0GBt mozillav

&) Veod Help With AIREFOX?
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Explore Help Topics Haia & powerad by

Havieg trouble after updating Firefox? See the Latest Firefox issues article for belp
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nd windows ! . Iraring the Wea Lrvax
Add-ons are disable 1t . .
i . Check your
Google Toolbar is not campat . PLUGINS

! K =

* " <

. ﬁ voluntaer for Mozilla Suppart

Using Firefox Customizing Firgfor What @ & plugin? Wiy

. ) shoutd | koep Tem
¢ TebCed browsing o Howto st the 2om Lpdated? Asawer theoe
rh? o Customizing | vith 2 quostone and run on
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U you cant find the answer you
noed, cwr commumcty volunteers
are ready to help you find 2
solution Ask your question here.

oulles
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Google

GO gle ‘ : n 2 0  wwngewthaawcam -

Google Help Here’s Google.

- 3 - o~ Clean and there’s an obvious
¢ O I\:] ~ I first step.

Garge Ply Search

= @ B & A @ Search is downplayed. | repeat:
AnSensa Goagla- Marps for makike Drva Arn'Wards Garge Phooas G O Ogl e d Own P I ays S ea rc h .

¥
Why would they do that!?

Your account Help Forums Status dashboard

¢ Cantacness your annou? Hycurabavirc ranhk: acnesaing a Gangla prodax

T AGREEA yaur anaat Pass questiana are gat iR “rom othas paan e yeuTRPavng raul acaEaing a Bangla frad)
+ Racant purchasas with Goegla Walat e s 2 chanse weTe curaily feparansre a
: uarG te asme Geocln ameucts a3 you -
¢+ Usadul shott you can da whh Soagie N y mMpRrary proXam. You can chex tor autages and

San allxt of Ganglka Help Faums
) daantime an the 4pps Stabus Deshbeard

Lean mare ahaut the Gangla Toa Contricunar
Prgram
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Google

Bad Experience Good Experience

Go gle how do | use tags? “

o mitch@chartboost.com ~ GO gle cgie “

o michi3eathanscam ~

Google Help GOOGLE 3] Google Help

Using labels
Using labels. Labels help you organize your messages into categories — work, family, to do, read later, jokes, recipes, any category you want. Labels do all the ...

- e M » G

How To Use Tag Assistant
When you load a webpage in Chrome, Tag Assistant checks for Google pixels on the page and provides real-time feedback: Basic Implementation Check A ... Chenenn Accoums ¥ouluan Gmat Garge Play Search
Google Tag Assistant Help

Tags vs. categories
Tags are special words used to associate topics with subject areas. Tags are created by administrators (or members with the "enter free form tags" permission) ... ‘ "

Google Groups Help > Adjust your group settings

Google Analytics AnSensa Goagla- Marps for makike Drva AnWards Garge Phosas

Google Tag Manager allows you to deploy Google Analytics using the Universal Analytics tag or the Classic version of the tag. Note: The Universal Analytics tag ...
Google Tag Manager Help > Tags

«

Create your own labels
If you use labels in Gmail, your labels are already listed in the main menu Main menu . And if you have a filter that labels emails, your filter is now merged with ...
Inbox by Gmail Help

Set up the web tracking code
Add the Google Analytics tag (Universal Analytics) to your website container using Google Tag Manager. This approach is recommended because using Google ... YOUI’ account Help FO rums Status daShboa rd

Analytics Help » Set up (web) » Basic web tracking setup . Hyrure Favire rauhk acsesaing a Bangka proda

e a2 chanse weTe curantly Megaransre a
an chesk tor autages and
s Dashbeard

Pazt questians arc gat advies rom otha daaae
uarG e sae Geocle aMCLets as you
8 alist of Ban Help Farumrs

RMPAERY RIONAM. ¥
daantime an the 4pps

Label your posts
When you're writing a post, click Labels on the side and enter the labels you like, separating them with commas. Labels you've used before will show u.
Blogger Help

Lean mare ahout the ntricenar

Pogram

URL builder

The URL builder helns vou add narameters to LRL s vou use in custom web- hased or email ad i A custom ian is anv ad ian not usina

| need help and I'm thrown into the This is guided and contained and makes
deep end. me feel like ’'m one step closer to my
answer.
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Google

Bad Experience Good Experience

o o

Google

Google

oogle Help 600G Google Help

® 8 o M > G \ b o :

Chroma Accouts vouluan Gmat Garge Play Soarch g a vouluan Garge Play

A & A
O / ¢ /N
AdSensa Goagla- Maps for matike Driva AnWards Gaege Phosas 3 Maps for matike AnWards § . L
"y
v >
E
Your account Help Forums Status dashboard i Your account Help Forums Status dashboard 3
)
* Ca ACOESES YOUr ARKoUE? Hyou D aensang a Dangke proda + Ca ACOEEA YOUr ALK Hyou D aenesang a Dangke proda
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/

©  mitch@chartboost.com ~

Go gle how do | use tags? “ o mitch@chartboost.com ~ Go g|e Search Chrome Help n

Google Help GOOGLE 53]

Chrome Help CHROME 3] HELP FORUM

Welcome to the Chrome Help Center

Using labels
Using labels. Labels help you organize your messages into categories — work, family, to do, read later, jokes, recipes, any category you want. Labels do all the ... Popular Articles
Gmail Help
Download and install Google Chrome
How To Use Tag Assistant Search the web on Chrome
When you load a webpage in Chrome, Tag Assistant checks for Google pixels on the page and provides reaktime feedback: Basic Implementation Check A . e KRl i Mo e
Google Tag Assistant Help
Fix "Aw, Snap!" page crashes
Tags vs. categories Fix file download errors in Google Chrome

‘Tags are special words used to associate topics with subject areas. Tags are created by administrators (or members with the "enter free form tags® permission) ...

Google Groups Help > Adjust your group settings Get started with Google Chrome

Google Analytics + Personalize Chrome
Google Tag Manager allows you to deploy Google Analytics using the Universal Analytics tag or the Classic version of the tag. Note: The Universal Analytics tag ...

Google Tag Manager Help > Tags
+ Search the web

Create your own labels
If you use labels in Gmail, your labels are already listed in the main menu Main menu . And if you have a filter that labels emails, your filter is now merged with ...
Inbox by Gmail Help

+ Settings and display

+ Chrome for Mobile
Set up the web tracking code
Add the Google Analytics tag (Universal Analytics) to your website container using Google Tag Manager. This approach is recommended because using Google ... + Security, safety, and reporting
Analytics Help » Set up (web) » Basic web tracking setup
+ Apps, extensions, and plug-ins
Label your posts

When you're writing a post, click Labels on the side and enter the labels you like, separating them with commas. Labels you've used before will show u. + Troubleshoot and resolve common issues
Blogger Help

URL builder
The LIRL bui

Videos to help with the basics

ier helns vou add narameters to LIRL s vou use in custom web- hased or email ad camnaians. A custom camnaion is anv ad camnaion not usina

Chartboost




Google Help

Top Solutions

Search

Choose Your Product

Ask Community

Google

2 O  menpeathaascom -

Top Solutions

This is how they use their real

estate.
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Google Help

Top Solutions

Search

Choose Your Product

Ask Community

Google

i o mitchiienadhanscam -

Top Solutions

Lots of green and they've
hidden their less popular

products.
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Adobe

Adobe Support

Need help? Find it here. Answers. Tutorials. Manuals. Humans.

o 2 (]

Download & Install Member Services Acrobat Reader

p—— Adobe leads with some very
— normal looking links, but they
appear to be very useful links.

Help with your product

Find popular traubleshaoting and how-to resources.

Sortby Popular Q
F=
Phetoshop Render Acrobat DT lllusrstor inDesign Adcbe Stock
adabe Phatoshep Lightream Adode Muse Crasenwesner adabe Pramicre Pro aftor stocts Photeshap Elemens

Creatlve Cloud Document Cloud Marketing Cloud
N tocls For the pew cestives 2DFs s orline document services All the sclutions macketers need
pps and

e s, et sy oo e
Q 2
Ertararise suppart
Ask the Community Contact Us S

et et Resl help from real people.
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Adobe Support

Need help? Find it here. Answers. Tutorials, Manuals, Humans,

Top Sokuons This is how they use their real
estate.

Choose Your Product

Ask Community Contact Us More Support

Chartboost 4




Adobe

U - g ot

Adobe Support

Need help? Find it here. Answers, Tutorials. Manuals. Humans.

Top Solutions

Choose Your Product

Ask Community Contact Us More Support

Definitely has the vibe that they are
trying to solve your problem.

Ist Try - Top Solutions

2nd Try - Search

3rd Try - Choose Your Product

4th Try - Ask Community
5th Try - Contact Us

Chartboost




Twitter

English s LOG IN ‘ SIGN UP

¥ Help Center

HOW DO I SIGN UP? WHAT IS A DIRECT MESSAGE? WHAT IS A HASHTAG?

HOW CAN | FIND MY FRIENDS | FORGOT MY PASSWORD CAN | TWEET VIDEOS?

Twitter Support

Get instant answers for the most common questions
and learn how to use 140 characters like a pro.

Yy 2 e &

Using Twitter My account Fix a problem Policies and
Learn the basics to help Manage your profile and Find solutions to the reportmg
you make the most of account settings most common problems Understand the Twitter
Twitter Rules and report
violations

Twitter uses Search
followed by shortcuts to
their Top Solutions.
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Apple

WWe come to Asple Support

Apple loves their whitespace.

| feel calmer already.

Chartboost 4




Apple

This is how they use their real
estate.

Choose Your Product

Product Promotion

Support Community / Forum

Fixes for Products with Known Problems

Find Your Order

Chartboost 4




Interesting that they have nothing
above the fold that can help you solve
your problem.

They use helpful looking humans to set
the mood.

Ist Try - Choose Your Product

Want to try iOS9 or Apple ID?

2nd Try - Ask Community
3rd Try - Known Defects

4th Try - Contact Us

Chartboost




% Discover beautilul things on Amazon, updated daily SHOP [

amazon . NN L Aot gler ) I’'m sure Amazon wants to help

Shop by Hello, Mitch Try Wish
Department - Mitch’'s Amazoncom  Today's Deals Gifi Cards Your Account - Prime - List -~

their customers.

Hello. What can we help you with?

Your Orders » \ g, Retumns and refunds: Devices and content Let’s S ee Wh at th ey’re d O i ng.

e * Track your psc<agae NI * Ratur or excengs items * Marags contan: liorsry
- + Repart urdrdivenen soskeges » g + Print retlum mailirg labes + Sead coalent o your devices
Manage Prime - VISA Payments & gift cards Account settings
Pr!nre + Learn about Prme berefits @,{ « A ar edit payrment rethads + Chanpe email or pessaard
« Cancel Pime mamtersnlp i = View, micac qit cerd talance + Upcate your login Intomation

Can't find what you need?

Browse Help topics

Recommended Toplcs > Learn how to...

Shipping & Delivery Ratum Itsms You Ordered

Returns & Refunds Problem With an Order?
Managing Your Account Cancsl Items or Orders
Ratum a Gift

Payment, Pricing & Prometicna
Order with Free Shipping by Amazon

Ordering Change Your Paymsnt Mathcd

Amazon Devices Manage Your Acoount Information

Digilal Services & Conlent

Amazon Business Accounis

Oler Topics & Help Siles

Need More Help?

Chartboost 4




= W -
% Discover beautiful things on Amazon, updated daily SHOP [ERL "8 ﬁ sﬂ
- . ' [

amazon,_

Shep by Halo, Mich
ment - Mitch's Amazon.com  Today's Deals  Gift Cands Your Account -

Top Solutions

2nd Tier Solutions by Topic

This is how they use their real

estate.

Chartboost

/fa




% Discover beautilul things on Amazon, updated daily N _' It’s a” useful. I imagine they’ve done

amazon & Allowe ) . .
| I (UG some calculations like:

Shaop by
Department -

Top Solutions This section will help 70% of users.

This section will help 20% of users.

2nd Tier Solutions by Topic This section will help 10% of users.

Here again Search is used AFTER
Top Solutions.
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Zappos

24,7 Cuntarnar Sanvics (200) A7-7671

Zappos’

21 anytime and always rece

Hep @y Live Hetp

v FAST, FREE Shipping on al crde

NEW ARFIVALS:

EEEl BooTS

SCARCH OY: S cAaroarabaa kbt Asale Sardas

BHO KO -

lers LLARM HORS

Lag In or Regieter My Accourt My Favorttes

=

ALPHARPTIC R RRAND TNEEX

Shop Women's
Clzhng
Shocs

Boxt:

Snaakers B AThiclic Shozs

Dezzes

Shap Man's

ehny

Sihiws

Hocda

Sinmakers N Ahiwhe S

Tennis

Shop Kids'
Gri Qothig
Bose' Clothirrg
Grs Srox
Bose' Shozz

Shap Gift Cercia

ZAPPOS.COM GIFT CARDS: THE PERFECT GIFT FOR EVERYONE ON YOUR LIST!

i

O

| [CHELSEA
BOOTS

. | SHOP NO'W «

LOAFERS

SHOP NOW

WIN $100

10 shop on Zapoos.com
ENTER HOW o

SEND ONE TODAY «

Specialty Shops
The Stelz R2am
Gar

Ousdzor
Ridczhon
Runnng

Shoo &y

Dateuks Tign
by Azice
Meacen Gl

R0.00

Qniteuien Tigar
by Aclen

Seer
#70

e
.00

Zappos is known for great
customer service and support.

Let’s see what they do.
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Zappos

lllllll

p Kide

Porgwd Shies

<« FAST, FREE Shipping « | ders

LRANY Mo

Leog In or Reghster My Account Wy Pavorttes

NEW ARRIVALS: P
P
EEE BoOOTS &
SUCP NOW o FLELE
O e e

WIN $100

10 shop an Zappos.com

They have 3 different Help tabs
here that acknowledge and
accommodate urgency:

® Phone Number 24/7
® Help link
® Live Chat

They seem to know that when
someone needs help, they want it

immediately.

It's a mini-emergency.

Chartboost 4




Zappos

i el e e The Help tab doesn’t take you away
_maktous o | EE BOO®s g L4 to a different page.

Shap By... ‘Wamen's Nen's Kids'

Lives Halp
Chat Qrlice Uwe G- F-

Wanne Cell?

CHELSEA
(200} 927-7574 24/7!

They don’t offer a Search Help
option.

Not A Fun Of The Phone?
Sand Uz 4n 53

KD ®

Nund Anwasen?
Chack Ow Ou- FAQS Paps

3

LOAFERS
SHOP NOW «

Returning Itwema?
S5a¢ Retur Insoructions

u

THAFR

Shop Kids'
Cidz* Cikning

3o’ Chetting

WIN $100

to shop on Zappos.com

FNTER NOW «
Shop Gift Cardw

ZAPPOS.COM GIFT CARDS: THE PERFECT GIFT FOR EVERYONE ON YOUR LIST!  SuD ONE TODAY &

Specialty Shops |' e

The Stvie Rooe

'-0 4

Cutdox Dwitzuka Tige
I by Axica
woeitp S
Tarning A70.00

Sean Py
ELECITANIOTN SR e EA TN
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Zappos

DAIVLUAN IR 23T LN SLAY

24/7 Customer Service (800) 3277871 taip SR Live telp

Help Channels
- IM

- Phone

- Email

- Read FAQs

Returns

Shop Gift Cards

FAST, FREE Shipping on

WIN $100

ZAPPOS.COM GIFT CARDS: THE PERFECT GIFT FOR EVERYONE ON YOUR LIST!

''''''''

SEND ONE TODAY »

Help offers the different channels of
communication the user might
prefer.

Top Solution “Returns” is listed
below.

This tells me that | can contact
them anytime any way | want to.

|ldeal for the customer.

Chartboost 4




Chartboost

Chartboost’s Help page has a
friendly feel to it but:

® Search gets a little lost in the

large graphic
o I B2, T 5 : : .
i il Q. ® TJopics section looks like it’s
v cwee s e touting product features
® Top Solutions section is

named “Featured Articles”
which doesn’t make it feel like
Top Solutions

® Article titles don’t seem like
Top Solutions

® Too many links in one section

Chartboost 4




Chartboost

This is how we use our real
estate.

Search

Browse by Topic

Browse Articles

Chartboost 4




Chartboost

Search area is much larger than it
needs to be.

These 4 items could look more
clickable.

Browse Articles It’s difficult to scan for your answer
here.

Browse by Topic

Chartboost 4




Chartboost

lelp Site Downloads Contact Us Dashboard

This is pretty awesome.

.| | how| C

How do | integrate your SDK with my game? °
How ! A ety rsves? ' €Se 100K IIKE answers.
How do | build great custom frames/close buttons?

How do | make awesome interstitials, and what are the requirements?

What are callbacks? How can | add them?

how to get test video

how to delete a app ?
how do | withdraw earnings
how to delete an app

how to remove app

P74

ol

Chartboost Basics SDKs and Integrations Business Guides FAQ
New to Chartboost? Click here for a Grab the latest/greatest SDK and learn Your one stop shop for all things Questions about Chartboost? We've got
quick start! how to integrate it with your games business: campaigns, analytics, payment answers!

terms, and more

FEATURED ARTICLES

Chartboost 4




Chartboost

Chartboost 4 | Help Site

This real estate is hidden until you
start using Search.

il
-

[ | s T T 4
[T
L

Top Solutions

Chartboost Basics SDKs and Integrations Business Guides FAQ
New to Chartboost? Click here for a Grab the latest/greatest SDK and learn Your one stop shop for all things Questions about Chartboost? We've got
quick start! how to integrate it with your games business: campaigns, analytics, payment answers!

terms, and more

FEATURED ARTICLES

Chartboost 4




Chartboost

Chartboost 4 | Help Site

You are correctly guessing my
question and have already written
the answer?

[ Y T | 4

Top Solutions

Awesome!

Chartboost Basics SDKs and Integrations Business Guides FAQ
New to Chartboost? Click here for a Grab the latest/greatest SDK and learn Your one stop shop for all things Questions about Chartboost? We've got
i d how to integrate it with your games business: campaigns, analytics, payment answers!

terms, and more

FEATURED ARTICLES

Chartboost




Opportunity for Chartboost

From: 07/01/2015 ] 7o 10082015 (8  usertype: AN -~ Fromsite: Procuctior show  [iEl

5,791 Sessions
Self-service rate: 91.42% @

90.47% 9.53%

79.08% 20.92% 9.96% 90.04%

4,143 Found

27% of Users - Can’t find their answer
9% of Users - Open a ticket

Chartboost



Strategies to Test

Mozilla

mozilla support

Frefox
. efo,
1 Wah hravser ‘ar
| Windeavs, Matane
LinLx
i} Frefox OS5
T B maniaosar
{ smarphivres

A AN N

Hrefox [or

ﬁ ~ocreid

w

Wea drawsar far
Ardruid smariphones
ardrahlats

Webrraker
Weamaker 20d arar
tosls for tesching sne
Iraring The Wea

voluntaer for Moalla Suppart

NN

& e mozillav

Hrefox [oriCs
Frotax tar IFhane,
1#9d wne iFed weeh
aeveas

IFurcerbird
. g Emnall satvsnn tos
Wirduws, fec sl
Lrax

Start with a simple choice, “Choose Your Product”

Google

GO g|e “ 2 O nenpewthaascom -

Google Help

Garge Ply Search

= @ B & A »

AnEensa Goagla- Marps for matike Drva An'Wards Garge Photas

«

Your account Help Forums Status dashboard
+ Cant Hycurabavirg trauhke
tham

When people click the right thing first, they are almost 3 times as likely to succeed at their task.
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Strategies to Test

Start with Top Solutions instead of Search

Sortby  Popular

adake Phatcahap Lightroen acenn Muse

Creatlve Cloud

New tacls e the rew esiives

e

Ask the Community

Adobe Support

Need help? Find it here. Answers. Tutorials. Manuals. Humans.

Q [~]

Member Services Acrobat Reader

P eship Flash Player
borship Downloed Fl Player
Help with your product
Find popular traubleshaoting and how-to resources.
Q
Museatr P

dobe Pramices Pro.

Phateshap Elements

Document Cloud Morketing Cloud

2DFs s orline document services Al the solusions marketers need

o

Contact Us

Rl belp from resl pecple.

= Wastolit Yo No

Amazon

Shap by Helko, Mitch
Department - Mitch's Amazon.com  Today's Deals  Gift Cards Your Account -

Hello. What can we help you with?

Your Orders » . Returmns and refunds Devices and content »
o « Track your psc<agae N « Ratur or exchengs ltems * Marage contan: liorsry
. + Repa urdrivene: 2gus » 3 + Print ehum mailig s + Send znalent o yeur de

Manage Prime - VISA Payments & gift cards Account settings
Prime . Leam aboat Prime berefits @,{ « A ar edit payment rethads + Change email or passaard
« Cancel Pime mamtersnlp i = View. ralcac it csro talance = Upcats your legin infomaticn

Can't find what you need?

Q Search for salutars “

Browse Help topics

Recommended Topics > Learn how to...

Shipping & Delivery Ratum Items Ycu Ordered

Rewrns & Refunds Problem With an Ordar?

Managing Your Account Canosl Items or Ordars
Ratum a Gift

Payment, Pricing & Prometiona
Order with Free Shipping by Amazon

Change Your Payment Mathcd
Amazon Devices Manage Your Acoount Information
Digital Services & Conlent

Ordering

Amazon Business Accounts
Olrer Topics & Help Siles
Need More Help?
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Strategies to Test

Reduce real estate for Search

Mozilla Chartboost

Help

. - P
MXADANIEN SININ &) i B mozillav Charthoast &

mozilla support

N F refox Arefox for = Hrefox [oriCs
Ao B
Wah hravser ‘ar 0 r"ld Frotaw tar iFhane,
Wirdoavs, Mac anc Wen nravsar ar 1#9d wne iFed weuch
Linux : Andruid smariphones devicas
ardrahlars
Frefox O \Webrraker Ihurcerbirc
Kanlk: OS ‘ar Weamaker and amar Emall savsm hos

Wirduws, fec sl
Lrax

tosls for tesching sne
Iraring The Wea

smarphures

Chartaoost Basics SDKs and Integrations
voluntaer for Moalla Suppart A b Chartboozt? Clechare fara Grab tha Itestigroctest SCK and cam Cucztonz 339. Chadbeess? Wave get
quizk ztart how 12 Tlegrete Fwith yeur games prect awmerd

05, and mere

FEATURED ARTICLES
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Strategies to Test

Limit number of options in choice

Amazon Chartboost

amazon

Shop by Hello, Mitch Try Wish
Department - Mitch's Amazon.com  Today's Deals  Gifi Cards Your Account - Prime -  List -

Hello. What can we help you with?

Your Orders » N Retumns and refunds Devices and content -
| [ + Track your psc<agee /\» &, + Ratur or exchengs items + Marage contar: liorsry

+ Repar urdeivere: + Print rehum mailirg lsteis

Manage Prime - VISA Payments & gift cards Account settings
Prime . Leam aboat Prme bercfits @r + Add ar edit payment rethzds + Change email o passaard

+ Cancel Pime mamberanip “ . view, raloac qift cerd talance * Upcats your legin Infomstion

Can't find what you need?

lurars “

Q Search

Chartaoost Basics SDKs and Integrations Businass Guidas FAQ

Ao v Chartboost? Clcchere fara Grab tha Inestigroctest SCK and cam Youran2 5130 3ha0 %o ZliTings Cuczdonz 220 Chadbeez? 'Wave et
hom 12 ntegrate Ewith your gamas DS NEIL LAMDZIRNZ, SNAkAKE, 22y e
werms.and e

Browse Help topics

Recommended Toplcs >&% Learn how to...
Shipping & Delvery ,
Returns & Refunds

Ratum Itsms You Ordered FEATURED ARTICLES

# Problem With an Order?
¢ Canosl Itsms or Orders

- Retum a Gift

Order ith Free Shipping by Amazon

| Change Your Payment Mathcd

%' Manage Your Acoount Information

Managing Your Account

Payment, Pricing & Premeticna

Ordering
Amazon Devices

Digital Services & Content

Amazon Business Accounis
Olrer Topics & Help Siles
Need More Help?
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Have a Help Forum

Strategies to Test

Adobe

2
Downlasd & Install
Downiosd ot Adobe apps
Acivate & descivste producs

Sortby  Popular

Photashon Resder

adake Phatcahap Lightroen acenn Muse

Creatlve Cloud

New tacls e the rew esiives

Adobe Support

Need help? Find it here. Answers, Tutorials. Manuals. Humans.

o)

Member Services
21D 3nd signin ssucs
your arodit card

e Cloud mernbership

scumant Claud menbership

View mors

Help with your product

Find popular troubleshaoting and haw-to resources

Aerber DT Ilistrator

@

dobe Pramices Pro.

Document Cloud

2DFs s orline document services

all apps and services >

o

Contact Us

Rl belp from resl pecple. saat

(]

Acrobat Reader

Flash Player
Download Flsh Player

Flash Player help

rDesign Adebe Stock
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Morketing Cloud

Al the solusions marketers need
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Google Help
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Summary of Strategies to Test

Start with a simple choice, “Choose Your Product”
Start with Top Solutions instead of Search

Reduce real estate for Search

Limit number of options in choice

Have a Help Forum

Chartboost 4



Additional Thoughts

° Work on the wording. It can make a big difference.
Better analytics so we know user’s path.

Make Contact Us look more like a form.

Chartboost 4 | Help Site Downloads
| Q)
Contact Us
We always love hearing from you! Please feel free to drop us a line.
Business Development
Questions about setting up/optimizing campaigns? Considering signing up for Chartboost and need more information about our products?
« North & South America, Australia, New Zealand:
« Europe, Middle East, Russia, India, Africa:
« Asia:
Technical Support
Need help integrating the SDK? Have ? Need to report an issue?
« North & South America, Australia, New Zealand:
« Europe, Middle East, Russia, India, Africa:
« Japan: or email direct to
« Other Asian countries:
Payments
Financial questions? (Be sure to check out before emailing.)
« Worldwide:
Or tweet us 1
Help us improve! Answer these two quick questions. (Need to submit a ticket? Click here instead.)
Feedback

Chartboost.




