The situation

Users with Users who had Learners Users with Users who know

old version just updated questions exactly what they want
User know little of what’s going on, User know a lot about what'’s going on,
offer lots of hand-holding offer little hand-holding
Our goal

Users with Users who had Learners Users with Users who know

old version just updated

Make user with old
versions upgrade

Needs to be more active
(ie. not just readers)

questions

exactly what they want

Make user with questions have some
ideas about the nature of their problems

User know little of what’s going on,
offer lots of hand-holding

User know a lot about what'’s going on,
offer little hand-holding



Users with old versions High user involvement,
high potential for actions
with consequences
After install, show release notes again,
this time, it should have hot topics

and site/glugin bugs

After release notes,
show how to install
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Do this immediately
show release notes

Offer a big

update button
Low user involvement,

low potential for actions
with consequences
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Users who had just updated High user involvement,

I high potential for actions
with consequences
If nothing works after browsing for
articles and questions, offer some
alternatives to downgrading

/

]

]

|

|

|

]

]

|

]

|

]

|

|

]

! Allow user to browse questions
'y related to that specific version

Do this later

of Firefox (e.g. “tagged fx-19”)

Do this immediatell
|
|

\
Show release notes,
hot topics, and sites
or plugin breakages

Low user involvement,
low potential for actions
with consequences



High user involvement,
high potential for actions

Users with questions
with consequences
Reward active browsing by

showing a prqminent search

Allow user to learn about the nature of
Do this later

the problem; or-at teast start identifying
it — some sort of a diagnostics tool?

Do this immediately

Email-style browsing:
Topics should show

articles without the need
to refresh. Precache few Low user involvement,
low potential for actions

with consequences

articles under each topic.
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Users who had just updated High user involvement,
I high potential for actions
with consequences
Reward active searches
with an AAQ that takes

search query into account

/

Search results page needs to be
Do this later

smarter-about querying the support
forum for specifi¢ platform/version
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Offer a prominent
search bar

Low user involvement,
low potential for actions
with consequences



Learners High user involvement,
high potential for actions

with consequences

Highly maybe: offer get involved
(“you can help people who want
to learn just like you”)

/

Offer the ability to navigate between

more specific topics that aren’t
Do this immediately part of the main 6 Do this later

Give a taste of the articles inside/
each of the 6 main topics. The
problem here is, how do we

prevent the same problem Low user involvement
that the old SUMO has? low potential for actions
with consequences
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