Designing Help =
and Support
Experiences

® Design tiered, context-aware help
for frictionless resolution

® Shape touchpoints across microcopy,
guidance, knowledge bases, and
escalation

® Address user frustration, confusion,
and urgency with empathetic design

® |nvest strategically: strong help
experiences protect trust and 't,
retention |




Understanding User Context,

Urgency, and Emotional State

2

Overwhelmed

o Context shapes help needs: device,
environment, task, and time pressure

e Map urgency tiers: quick reference —
guided walkthrough — step-by-step —
critical escalation

» Recognize emotional states: frustration,
confusion, anxiety, and cognitive overload

* Apply journey-based empathy and
emotional mapping to anticipate user
states before designing

Frustrated Confused

Frustration

Confusion

Anxiety

Cognitive
Overload

Clarity



Layered Information

Progressive disclosure: | Nostineloih
inline hints — tooltips — | this field?
embedded panels —
knowledge base —

human support ' o :
W ¥/ 0 Tooltips

Match content depth to tier:
Ul microcopy, contextual

help at friction, deep - Embedded
searchable reference I} Panels

~ | Inline Hints

Sort help by task criticality,
user expertise, and . - Knowledge
frequency of need ¢ Base

Design visible, trusted ) | | _

escalation paths users = B Support
follow instead of “

abandoning




Crafting Effective Embedded
and Contextual Help

e Write concise microcopy ' ‘I
@ for labels, hints, and Email address

validation messages { | ]

e Detect struggle signals
s \/ like rage clicks, repeat
©) g P

errors, and search exits

@ Please enter a valid email address.

Tip: Use your work or
@ personal email, like
name@example.com.

@ e Balance proactive help
(‘Q with user autonomy -

under stress S N
e Design adaptive triggers “‘{ZV;' ar
that respect user flow =1 ‘ |

and privacy N




Designing Clear Examples,
Templates, and Guided Paths

Static Example Interactive Walkthrough Pre-filled Template

~

X
Step-by-step guidance
Follow along to
complete each step.

Interactive walkthroughs beat static guides for complex setup workflows.
Templates reduce blank-page paralysis and speed first-time success.
Self-serve, 3-step tours hit 72% completion; forced tours get dismissed.
Lightweight wizards teach by doing; use static references for quick look-ups.

Arena data: walkthrough activation 52%, satisfaction 95% vs. videos.




Help Entry Points and Accessible Discovery Patterns

{ Help Search 1 | Global Help Icon

i Find answers fast | Always available
¢ - Place help globally, in context, e i .
. . I I
( 7) and persistently—icon, search, ; |
'Learn more' links, resource centers : @
\
: H
(a )

[ ] .
E * Design for all modes: keyboard, PR S—
Q o) screen readers, voice, and Contextual Help
5 . --"1 Righthelp,
WCAG 2.1 AA compliance | Leammore ¢ ; | rigituliere
| it's needed
O * Keep interfaces calm: ensure -
( O findability under stress without m ! APV e
) e- - Explore guides,
cluttering the Ul | articles, and

| support

B

_M
_ . Find Help
* Avoid failures: hidden help, Ln—_’
& inconsistent spots, weak search, | Learn )
or vanishing support when

most needed Get Support y

Accessible help builds confidence,
@ reduces frustration, and keeps

people moving forward.

=\I/_dn



Seamless Handoff to Human and Community Support

» Transfer full context:
conversation history,
identity, intent, and
Al-attempted steps

2\ * Design escalation
| forms that eliminate
redundant data entry

» Embed peer and * Acknowledge
community support instantly; route by
alongside official intent, skill, and

content customer tier




Measuring Quality: Metrics That Drive
Help Content Improvement

® Core KPIs: CSAT, ticket
deflection rate, self-service '
rate, time-to-resolution, 8'
contact rate after article view s

® True deflection # misleading
deflection: filter out

abandoned sessions and
re-opened tickets

® Feedback loops: implicit
signals (rage clicks, search
exits) plus explicit feedback
(votes, surveys)

® Benchmark 2025-2026: KB
deflection median ~18-22%;

- e
best-in-class with fresh 'k ... Q [-'_-_o

conterbhiedBale 0 § . N o et



Using Analytics and Feedback to Evolve Help Content

o

1. Gather Signals

Analytics and feedback
reveal what's missing

EEI INSIGHT _‘Q’_
|—-—‘

4. Improve Content 2. Experiment

Update and expand Test approaches to
content to close IMPROVE EXPERIMENT improve findability
gaps v and usefulness

INSIGHT

3. Measure Impact

Evaluate performance
and business impact

\ EXPERIMENT

IMPROVE

@ - Mine zero-result searches,
high-exit pages, and low
helpfulness scores to spot
content gaps

@ - Set baselines, run A/B tests
on layouts/search ranking,
and measure deflection and
CSAT impact

@ - Monthly help center audits
correlate with up to 45%
deflection vs. 18% for
unmaintained content

@ - Build a dashboard linking
help metrics to revenue
protection, support cost
savings, and retention




Al and Automation
in Help Experiences

® Use Al for smart summaries, context
retrieval, and agent-assist to cut
handle time

® Design emotionally intelligent Al:
calibrate tone, signal uncertainty
truthfully, avoid fake empathy

® Follow prevent-and-recover principles:
detect loops, communicate reliability,
stay transparent

® Automate to protect relationships;
strengthen human connection in
critical, vulnerable moments



Service Design Foundations
for Help Experiences

Service Blueprint for a Help Experience

Apply five service design principles:

user-centered, co-creative, O Q Q E o @

sequenced, evidenced, holistic >y > > = s @ B
FRONTSTAGE User seeks User finds User contacts User receives User's issue

3 . User Touchpoints help information an agent assistance is resolved
Use service blueprints to map

frontstage help and backstage 4 4 A
dependencies
v

Identify failure points: broken o
handoffs, inconsistent answers, —x

BACKSTAGE
stale help content Agent Workflows

Triage and Search and Diagnose and Resolve and Follow up and
categorize respond document

Shift from project fixes to journey
management with owners and

review cadences @

SUPPORTING (Ca]

Make blueprints living artifacts, SYSTEMS Knowledge Policies & Case & Content Tools & Quality &
: - ; & Resources Base Guidelines Reposit Integrations Governance
not deliverables that sit in a file e SRSTRLN gHLg oy




Designing for Trust,
Dignity, and
Inclusive Support

® Preserve user dignity: no shaming
errors, no forced repetition, respect
autonomy.

e Build trust through transparent Al
identity and clear recovery paths.

® Design help for all users, including
those under stress or with disabilities.

e Make essential human assistance
easy to reach — never hide it behind
endless self-service.

e Avoid fake empathy; use consistent,
honest communication that matches
the context.
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Practical Design Workshop:
Auditing a Real Help Flo
Resolution
~0© ® Map a task from initial Abﬁ,\j‘;m.ﬁ
E:U friction to resolution QQ
or abandonment Tnitial — /
Friction . ®
e |dentify missing help tiers, @ ®
@ emotional low points, and e
handoff breakdowns ;
e Redesign one micro-moment: @ 3
ﬁ microcopy, contextual i ’
trigger, or escalation step ' ITa~
s Missing @ Breakdown
' Help Tier : O,O
® Use journey maps, service Lt 5 + l gl P
blueprints, and emotional L Lr: ;f;:+
arc mapping as audit tools =

-

@,
&x £ M = @




Key Takeaways and Action Plan for Your Own Product

el e Use context-aware triggers,
SE} tiered content, seamless n—\
handoffs, data-driven iteration Fix one
high-exit article
* Fix one high-exit article, J- 5
ﬁ add a contextual tooltip,

redesign one escalation form

{44
L

|
|
1
A4
® Keep help centers fresh: Add a
monthly audits can double @ contextual tooltip

deflection rates (18% to 45%)

® Explore curated books,

: _
|
) v X .
articles, tools, and - /

communities for continued learning

I
|5

— Redesign one

. , é) escalation form
e UX designers, content strategists,

(Dj and support ops leads leave with
concrete action items

O
O
O



PersonWise.

PersonWise - Al digital-human course platform

Scan the code or click anywhere to watch this course live, with voice Q&A
personwise.ai/t/7e8cdf92/public


https://personwise.ai/t/7e8cdf92/public?entry_surface=public_courseware_pdf

