
Enhancing help for



PROJECT BRIEF

Optimizing the help page of a website 
to elevate user experience.

https://metagalaxia.com.br/series/5-motivos-para-assistir-the-bear-sucesso-disponivel-no-star/



ISSUES WITH CURRENT PAGE

CRAVE HOME PAGE

Visibility of system status�
� The help is not easy to find



Help & documentation�
� Help is not easily accessible from 

the home page



ISSUES WITH CURRENT PAGE

MAIN HELP PAGE

Consistency & standards�
� The help page differs from 

competitors. It lacks features like 
contact information or feedback 
forms



Recognition rather than recall�
� The help page content is 

disorganized and extensive, 
causing strain to the user's mental 
load



Aesthetic and minimalist design�
� Vertically arranged titles require a 

lot of scrolling and makes 
information hard to find



ISSUES WITH CURRENT PAGE

SPECIFIC HELP PAGE

Help users recognize, diagnose, and 
recover from errors�

� Help pages have no visuals and a 
lot of text.



USER PERSONA

Giuseppe, 56 years old, Ontario

https://img.freepik.com/premium-vector/old-man-watch-tv-senior-male-character-
sitting-comfortable-armchair-having-fun-relaxation-lonely-
grandfather_1016-12425.jpg

Behavior and action�
� He owns a landscaping 

busines�
� He recently switched from 

cable to Crav�
� He is saving for retirement





NEED�
� Reliable and 

affordable service�
� Solutions for his 

problems

PAIN POINT�
� Difficulty navigating 

technology (i.e., new 
platform�

� Difficulty finding 
solutions to his 
troubles

GOAL�
� Relax after wor�
� Stream on his iPa�
� Save money on entertainment



Hard to navigate Lacks generic features like contact, feedback

Differs from competition Need concise and clear titles Horizontal list for less scrolling

More visuals Limited text for easy scanning Popular topics are priortised

INSIGHTS FROM THE CURRENT HELP PAGE

INSIGHTS FROM COMPETIOR ANALYSIS

Landing page is disorganised Too much text content, no visuals

We examined Crave's competitors to understand their design standards and identify areas of 
improvement that we could integrate into our own design.



INSIGHTS FROM CARD SORTING RESEARCH

ORDER OF IMPORTANCE

CATEGORIZING HELP TOPICS

TOP 3 HELP TOPICS

�� Search engine �� Popular help topics �� All categories �� Contact us

�� Subscriptions, Plans & Pricing �� My Account & Preferences �� Troubleshooting

�� Subscriptions, Plans & Pricing �� Troubleshooting �� My Account & Preferences

�� Devices �� Gift Cards & Promos

We conducted a cart sorting exercise with our target audience to gain insights into how they would categorize the help 
sections on the current website. We tasked them with sorting based on factors like importance, priority, and also selecting 
their top three preferences.



INFORMATION ARCHITECTURE

Crave sitemap
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INFORMATION ARCHITECTURE

Help center sitemap CRAVE.CA

NEED HELP?

Search

Manually search

for relevant topics

Subscription, plans

and pricing
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topics

Email Phone number
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Troubleshooting

Contact info

Account preferences

Popular help topics Help categories Contact us

Subscription, plans

and pricing

Troubleshooting

Account preferences

Devices

Gift cards/ Promos
SITE MAP MAIN PAGE PAGE
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USER FLOW

TASK: User wants to know what devices are supported by Crave. 

HOME PAGE selects

HELP

HELP MAIN 
PAGE

From the 
nav bar

Click on the

CRAVE logo

From the popular 
help topics

selects

DEVICES

DEVICE HELP 
PAGE

GO BACKRELATED 
ARTICLES

REDIRECTS TO 
WATCHING


CRAVE� From the bread 
crumbs on to�

� Clicking on the How 
can I help you?



PRIORITY GUIDE

Search all help topics here

Subscription, plans

and pricing

Troubleshooting

Accounts preferences

All topics

Contact us

Search help page

by key word(s)

You will be navigated to 
Related FAQs

All topic categories 
navigating to specific 
help page

We created the priority guide based on 
the primary and secondary research 
we discussed earlier.  

This informed the design and layout 
of our wireframes 



Medium Fidelity Wireframes (V1)

Lorem Ipsum
Lorem Ipsum 
Lorem ipsum dolor sit amet consectetur. 
Purus nunc vehicula feugiat tincidunt 
lectus purus elementum.

HBO KIDSSTARZ

Trailer

?CRAVE

Start Watching Now

Trending Now

Need help using Crave?

Search help topics by key word(s)

Popular help topics

Devices

Account preferences

Troubleshooting

Categories of topics

Subscriptions

Question/subtopic 1

Question 2 

Question 3

Lorem Ipsum

Lorem Ipsum

Lorem Ipsum

Lorem Ipsum

Lorem Ipsum

Contact us

+1 123-123-1234

(Open 9-6)

+1 123-123-1234

(Open 9-6)

+1 123-123-1234

(Open 9-6)

?CRAVE

Need more help? Contact us at:

Email: crave@help.ca 

Phone/text: (123)456-7890

Search help topics by key word(s)

How can we help you? 

Devices

How do I activate my device?-

Lorem ipsum dolor sit amet, consectetur adipiscing elit. In volutpat justo ac orci consectetur, in 
mattis magna ornare. Vivamus a risus ac nisi bibendum pretium. Vivamus congue enim ac 
sodales ultrices. Suspendisse laoreet sit amet nibh sit amet consequat. In nec aliquet tortor, vel 
aliquam orci. Nam nec pretium nibh. Mauris eget tellus est. Ut molestie cursus nisi et cursus. 
Aliquam placerat suscipit sapien. Quisque pharetra orci et dui sodales volutpat. Cras eleifend sed 
justo ut interdum. Maecenas dignissim scelerisque mi quis tincidunt. Nam et dui pharetra, 
dignissim nulla et, tincidunt augue. Cras venenatis quis massa at facilisis.



In volutpat congue facilisis. Quisque consectetur nisl eget posuere congue. Fusce ac tellus ac 
diam condimentum suscipit non a ligula. Donec et metus diam. 

What devices can I watch on? +

Was this article helpful?    Yes   No 

How many devices can I stream from one account?

How do I use Chrome cast on Crave?

How do I deactivate a device from my account?+

How do I remove a download device? +

+

+

<< Back to  main help page

Recommended help topics

Troubleshooting Account preferences

?CRAVE

Crave home page Help landing page Specific help page FIGMA LINK

https://www.figma.com/file/Ldhd8kPDOvkDgQkcQyVjPq?type=design&node-id=46-92&mode=design


REFINED WIREFRAMES (V2)

Main help page (Mobile)

How can we help you?

Search help topics by key word(s)

Popular help topics

Subscriptions, plans and pricing

Account preferences

Troubleshooting

Categories of topics

Account preferences 

Contact us

+1 123-123-1234

(Open 9-6)

+1 123-123-1234

(Open 9-6)

+1 123-123-1234

(Open 9-6)

Troubleshooting 

?CRAVE

Terms and Conditions

Privacy

Accessibility 

Font sizes increased for greater 
mobile usability based on user 
heuristics evaluation. 

Devices

Gift cards and promotions 

Categories of popular help 
topics as quick access links/
buttons.

Subscriptions, plans and pricing

Increased padding for greater mobile 
usability based on user heuristics evaluation. 

Crave's logo links to the 
home page for easy exit 
from any page. 

The search bar is a priority based on 
user testing results. 

Removed unnecessary introductory 
text based on user heuristics 
evaluation. 

Other categories of help topics 
organized into subtopics.



REFINED WIREFRAMES (V2)

Specific help page (Mobile)

??CRAVE

Need more help? Contact us:

Email: crave@help.ca 

Phone/text: (123)456-7890

Search help topics by key word(s)

How can we help you? 

Devices

<< Back to  main help page

Terms and Conditions

Privacy

Accessibility 

How do I activate my device?-

Lorem ipsum dolor sit amet, consectetur adipiscing elit. In volutpat justo ac 
orci consectetur, in mattis magna ornare. Vivamus a risus ac nisi bibendum 
pretium. Vivamus congue enim ac sodales ultrices. Suspendisse laoreet sit 
amet nibh sit amet consequat. In nec aliquet tortor, vel aliquam orci. Nam 
nec pretium nibh. Mauris eget tellus est. Ut molestie cursus nisi et cursus. 
Aliquam placerat suscipit sapien. Quisque pharetra orci et dui sodales 
volutpat. Cras eleifend sed justo ut interdum. Maecenas dignissim 
scelerisque mi quis tincidunt. 


What devices can I watch on? +

Was this article helpful?    Yes   No 

How many devices can I stream from one account?

How do I use Chrome cast on Crave?

How do I deactivate a device from my account?+

How do I remove a download device? +

+

+

Recommended help topics

Troubleshooting Account preferences

Easy exit from page. 

Crave's logo links to the home 
page as an easy exit option 
from any page.

Question to gather feedback 
from users on the usefulness 
of content. 

Larger font sized for greater 
mobile usability based on user 
heuristics evalution.

(Not pictured) Error message for 
broken links stating "Sorry, this 
article is no longer available. Click 
here to return to the main help 
page."

Visible and consistent navigation 
menu.

Specific help category labels based 
on user testing (card sorting).

Search bar prioritized based on user 
testing. Input/field label promotes 
recognition over recall.



Updated Wireframes (V2)

� Updated our mobile, tablet, and 
desktop wireframes based on 
feedback received for our medium-
fidelity prototype�

� The updated prototypes (V2) were 
used in our second user heuristics 
evaluation with peers

9:30

The idol
From the creators of Euphoria
Lorem ipsum dolor sit amet consectetur. 
Vulputate vitae cursus eu tortor neque eget 
habitant sit.

Start watching now

Trailer

Genre 1 Genre 2 Genre 2

Trending now

9:30

How can we help you today?

Search help topics by word(s)

POPULAR HELP TOPICS

Subscriptions, plans 
and pricing

Account Preferences

Troubleshooting Devices

All help topics

Gift card and promotions

Subscriptions, plans and pricing

Lorem ipsum

9:30

How can we help you today?

Search help topics by word(s)

<< Go back to help

DEVICES

How do I activate my device?

What devices can I watch on? 

How many devices can I stream from 
one account?

How many devices can I stream from 
one account?

How do I use Chrome cast on Crave?

How do I deactivate a device from my 
account?

9:30

How can we help you today?

Search help topics by word(s)

<< Go back to help

DEVICES

How do I activate my device?

Lorem ipsum dolor sit amet consectetur. 
Enim egestas vel vitae elementum vel 
pellentesque nunc. Egestas risus eu nibh 
tortor enim amet imperdiet aliquet mattis.

What devices can I watch on? 

How many devices can I stream from 
one account?

How many devices can I stream from 
one account?

How do I use Chrome cast on Crave?



SURVEY LINK

User Heuristics Evaluation 
No. 2 Overview

Goal: To evaluate the usability of our 
Crave interface design against the 
10 usability heuristics 





Tool: Google form survey



Participants: 4 peer testers 



Structure: 10 questions in total  



Format: Unmoderated research

https://forms.gle/JhujWgKZN1kk7Vje9


� Used Google Forms to gather user 
feedback�

� Organized and coded feedback 
into sticky notes, tagged with the 
corresponding survey question 
and num of testers.�

� Organized feedback based on 
general feedback, and feedback 
for each webpage�

� Translated insights into changes 
to consider/action items.�

� Identified 2 main issues.


RESEARCH ROUGH WORK

User Heuristics No. 2 (Jul 2023)User Heuristics Evaluation 
No. 2 Overview

https://www.figma.com/file/gdzv8wZAyuSaf90F4vK66X/Heuristics-eval.-results?type=whiteboard&node-id=504%3A215&t=hUMJ962Sq6nTJyP6-1


Assessed data needs 

and 


reviewed research 
methods 

Drafted task scenario 
script and 


prepared for facilitation 
Implemented research 

method
Discussed and selected 

research method 

Developed 

research questions 

Research Strategy & Planning



Considered limitations



�� Can users easily find the help page 
(from the home page and devices 
help page)�

�� Can users quickly and easily find 
the content they need, for e.g., 
specific help topics, with low 
cognitive burden�

�� Do users understand the web 
layout and how to navigate the 
pages�

�� What are users’ reactions to 
landing on an error page? Do they 
know how to exit the page?

RESEARCH ROUGH WORK

Research Questions and 
Limitations 

https://www.figma.com/file/gdzv8wZAyuSaf90F4vK66X/Heuristics-eval.-results?type=whiteboard&node-id=504%3A215&t=hUMJ962Sq6nTJyP6-1


� In-person usability testin�

� Qualitative and unmoderate�

� Think-aloud metho�

� 5 participants/testers

Selected Research Method



USABILITY TESTING OVERVIEW

Eligibility screening

Rejected

Follow-up interview

Analyze data

Implement changes

Collect results

Perform tasks

Think through 
steps aloud

Goal: To test the usability of our 
Crave interface using the web 
prototype




Tool: Web prototype used to 
perform tasks



Participants: 5 streaming service 
users 



Structure: 7 tasks +   5 follow-up 
questions



Format: Unmoderated in-person 
testing followed by interview; 
participants asked to think aloud



USABILITY TESTING PROCESS

Proposed tasks�
�� Desktop view: Use the Crave website to find the help site�
�� Desktop view: Use the Crave website to find FAQs�
�� Desktop view: Use the Crave website to find information about 

how to deactivate a device from your Crave account�
�� iphone XR view: Use the Crave website to find the help site�
�� iphone XR view: Look for Crave’s email so you can contact them 

to ask a question�
�� iphone XR view: Use the Crave search bar (brings them to error 

page) and then go back to the general help page�
�� iphone XR view: Use the Crave help page to sign up for an 

account.

� Tested user’s ability to�
� Locate help page�
� Navigate between multiple 

pages�
� Locate help topics�
� Locate specific help 

information�
� Display contact information�

� Recorded behavioural reactions 
to tasks�

� Recorded user’s verbal feedback 
while performing task.




Screening question: Have you ever used a streaming site like 
Netflix or Crave to watch tv and movies?



RESEARCH ROUGH WORK

USABILITY TESTING PROCESS

Follow-up interview questions�
� Which task did you feel was most challenging and why�
� Were you satisfied with the overall design of the website? If 

not, what caused you frustration and what could be improved�
� What was helpful for you in navigating/using the website? 

What did you like�
� Did you find everything you were looking for or would want 

on a help site�
� How was your experience using the mobile version of our 

help website design?

� Allowed users to reflect on 
tasks performed�

� Recorded responses to 
questions�

� Gathered insights from user’s 
feedback�

� Translated insights into 
changes to consider.

https://www.figma.com/file/Ldhd8kPDOvkDgQkcQyVjPq?type=design&node-id=735-1625&mode=design


User struggled to locate 
information on a specific help 
page.� Analyzed results from usability 

tasks�

� Organized results by defining 
their success rate�

� Gathered insights from tasks with 
lower success rates�

� Translated insights into changes 
to consider.



USABILITY TESTING RESULTS

Task

1

2

3

4

5

6

7

Success rate at completing task

80 %

100 %

80 %

100 %

100 %

100 %

80 %

User struggled to navigate to 
the help site from the home 
page. 

RESEARCH ROUGH WORK

User struggled to locate sign 
in/subscribe button from help 
page in mobile view.

https://www.figma.com/file/Ldhd8kPDOvkDgQkcQyVjPq?type=design&node-id=735-1625&mode=design


Change ‘Need Help?’ to ‘Help’

Reorganize the All Help Topics 

section - move Devices to the top.

Adjust breadcrumbs for better 

findability.

Change category icons.

Keep subscribe button visible at 

all times. 

CHANGES TO BE CONSIDERED

USABILITY TESTING RESULTS

RESEARCH ROUGH WORK

User Usability Testing (Jul 2023)

Insights from tasks

Insights from interview questions

Task 1: Navigating to help 
page (desktop�

� 1/5 users had difficulty 
completing task - 
couldn’t figure out 
where he should look for 
i�

� 3/5 user succeeded with 
eas�

� 1/5 user was slightly 
hesitant

Task 3: Navigating to 
specific help information 
(desktop�

� 1/5 user couldn’t locate 
informatio�

� 3/5 completed with ease 
(2/5 initially chose wrong 
question, but quickly 
corrected�

� 1/5 user slightly hesitant, 
but figured it out and 
was successful

Task 6: Using search bar 
and return from error 
page (mobile�

� make return more 
obviou�

� 4/5 users used 
hamburger menu to 
retur�

� 5/5 successful

SATISFACTION W/ 
DESIGN (Q2�

� enjoys design finds 
it simple to 
understand (2/5 
would prefer 
contacts at top�

� simple and 
straightforwar�

� generally practical



Task 5: Displaying 
contact info (mobile�

� 4/5 users completed 
with no issu�

� 1/5 user struggled to 
expand contact info, 
but ended up figuring 
it out

Task 2: Navigating to help 
topic  (desktop�

� 5/5 users completed 
with ease

Task 7: Signing up for 
account (mobile�

� 1/5 users unsuccessful 
in completing tas�

� prefer if subscribe 
button was easier to 
locat�

� 4/5 users struggled with 
tas�

� 1/5 user was able to 
complete easily

CHALLENGES/

FRUSTRATIONS (Q1)�

� devices help page and 
acct prefs help page 
should be higher up in 
topic hierarch�

� keep subscribe button 
visible at all time�

� make help navigation 
more obvious on home 
page - “Help” vs “Need 
Help?�

� make breadcrumbs 
more obvious (“Back to 
help”�

� lacks visual�
� don’t align icons to 

center - justify instea�

� can’t click on icons for 
links



HELPFUL/THINGS THEY LIKED (Q3�
� All help topics layou�
� contact icon�
� nav/hamburger menu and search ba�
� professional homepag�
� clean layout, uncomplicated and nice designe�
� Popular topics sectio�
� organized


CONTENT  (Q4�

� content sufficient for user’s need�

� not confusin�

� convenient and follows similar help page�

� reorganize help topic�

� suggestions: would like to see info about 
parental controls in account prefs

OVERALL EXPERIENCE ON MOBILE 

(Q5�
� straightforward and easy to follo�
� seamless responsive vie�
� no issues with hamburger men�
� hesitant about content size on 

actual phone screen (button size)

Task 4: Navigating to help 
page (mobile�

� 5/5 users completed 
with ease

https://www.figma.com/file/Ldhd8kPDOvkDgQkcQyVjPq?type=design&node-id=735-1625&mode=design


High Fidelity Wireframes (V3.1) - Crave Home Page

Mobile viewTablet viewDesktop view

google.com/search

Support | Crave

TV Shows Movies My Cravings On Air Gift Crave Help Subscribe Sign in

Subscribe

TV Shows

Movies

My Cravings

On Air

Gift Crave

Help

Sign in

google.com/search

Support | Crave

Subscribe

TV Shows

Movies

My Cravings

On Air

Gift Crave

Help

Sign in

9:30

Prototype link

https://www.figma.com/proto/Ldhd8kPDOvkDgQkcQyVjPq/Responsive-Wireframes?page-id=624%3A1692&type=design&node-id=758-2267&viewport=938%2C455%2C0.1&t=9QPFBQ1i3BanbftS-1&scaling=min-zoom&starting-point-node-id=758%3A2267&show-proto-sidebar=1&mode=design


High Fidelity Wireframes (V3.1) - Main Help Page

How can we help you today?

Search topic by key word(s)

Popular help topics

Subscriptions 

and Plans

Account 

Preferen

ces

Troubleshoot
ing

FAQ
s

All help topics

Account Preferences

Devices

FAQs

Gift Cards and Promotions

google.com/search

Support | Crave

TV Shows Movies My Cravings On Air Gift Crave Help Subscribe Sign in
How can we help you today?

Search topic by key word(s)

Popular help topics

Subscriptions 

and Plans

Account 

Preferences

Troubleshooting FAQs

All help topics

Account Preferences

Devices

FAQs

Subscribe

google.com/search

Support | Crave

How can we help you today?

Search topic by key word(s)

Popular help topics

Subscriptions 

and Plans

Account 

Preferences

Troubleshooting FAQs

All help topics

Account Preferences

Devices

Subscribe

9:30

Mobile viewTablet viewDesktop view

Prototype link

https://www.figma.com/proto/Ldhd8kPDOvkDgQkcQyVjPq/Responsive-Wireframes?page-id=624%3A1692&type=design&node-id=758-2267&viewport=938%2C455%2C0.1&t=9QPFBQ1i3BanbftS-1&scaling=min-zoom&starting-point-node-id=758%3A2267&show-proto-sidebar=1&mode=design


High Fidelity Wireframes (V3.1) - Devices Help Page

Prototype link

google.com/search

Support | Crave

TV Shows Movies My Cravings On Air Gift Crave Help Subscribe Sign in

Back to Help Home

Search topic by key word(s)

Devices

How do I activate my device?

What devices can I watch on? 

How many devices can I stream from one account?

How many devices can I stream from one account?

How do I use Chrome cast on Crave?

How do I deactivate a device from my account?

How do I remove a download device? 

Related articles

Back to Help Home

Search topic by key word(s)

Devices

How do I activate my device?

What devices can I watch on? 

How many devices can I stream from one account?

How many devices can I stream from one account?

How do I use Chrome cast on Crave?

How do I deactivate a device from my account?

How do I remove a download device? 

Related articles

Subscriptions and Plans

Troubleshooting

Subscribe

google.com/search

Support | Crave

Subscribe

Back to Help Home

Search topic by key word(s)

Devices

How do I activate my device?

What devices can I watch on? 

How many devices can I stream from 
one account?

How many devices can I stream from 
one account?

How do I use Chrome cast on Crave?

How do I deactivate a device from my 
account?

9:30

Mobile viewTablet viewDesktop view

https://www.figma.com/proto/Ldhd8kPDOvkDgQkcQyVjPq/Responsive-Wireframes?page-id=624%3A1692&type=design&node-id=758-2267&viewport=938%2C455%2C0.1&t=9QPFBQ1i3BanbftS-1&scaling=min-zoom&starting-point-node-id=758%3A2267&show-proto-sidebar=1&mode=design


Reflections

What worked�
� Seeking guidance from the 

instructo�
� Drafting and following a work plan�
� Regular updates from individual 

team members via MS Teams




Challenge�
� Limited time and scheduling�
� Communication�
� First time conducting usability 

testing—learned how to improve 
script and facilitation


Source: www.zellalife.com/blog/45-self-reflection-questions-to-nurture-your-mind-body-and-soul/



In the next episode...

Improvements for the next iteration�

� Additional usability testing with 
updated prototypes (V3.1�

� Multiple design iterations�
� Continue to refine Devices 

help page for usability and 
scalability

https://thumbs.gfycat.com/DelightfulConventionalBillygoat-size_restricted.gif


