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EXECUTIVE SUMMARY: This report proposes a new series of Help Centers built in Salesforce that closely 
replicate our Zendesk format while taking advantage of Salesforce’s optimized development tools. Given 
that bulks of our clients are assimilated to Zendesk’s format, we stand to benefit by building something 
that looks familiar with some tweaks to how content is organized. Gritty details and cool pictures to 
follow.  
 

HOME PAGE 
 

 
 
While I think it’s useful to maintain three main Categories, I want to propose that we take this 
opportunity to shuffle things up a tad by doing three things: 
 

1. Eliminate the Getting Started Category. 
2. Reintroduce the User Support Category. 
3. Redistribute all Getting Started topics and articles into either the Administrator Support 

Category or User Support Category. 

 
Why Reintroduce ‘User Support’ and Remove ‘Getting Started?’ 
 
There are two major reasons for this: 
 
1. Verbiage: Simply Digi interchanged its use of “student” and “user” which made it easy to write 
instructions and such. However, the Journey upgrade is firmly entrenched in the campaign to replace 



the word “student” solely with “user.” If we go down the route of mixing User Support in with 
Administrator Support, then the word “user” starts to create a bit of a nuisance, such as here:  

 

 
This is our current Knowledge Base featuring administrative articles on User Management sitting beside 
a walkthrough guide for users. Clients may not know where to go since the word “user” is scattered all 
over the place. If we create a fourth help center just for users then this may be null and void, but if we 
opt not to then I would suggest we reintroduce the User Support Category. 
 
2. Organized Content: Each Category will only contain dedicated content for either admins or users. I 
think that consolidating the User Guide and a Getting Started guide for users will greatly simplify things 
and reduce the total amount of clicks someone will have to make to find what they need. In its current 
form we have admin and user content in two separate Categories. With this solution, we will reduce 
that number to one Category apiece.  

 
Relying on Featured Topics 
 
This is an idea I wanted to implement with Zendesk but it proved to require someone with 
astrogalactical coding knowledge to achieve it, so I’m hoping we can make it happen here. In Zendesk 
we had a “Top Articles” list on the home page. What I’m proposing here is introducing Featured Topics 
and include the most pertinent below their respective categories. Each Featured Topic will be the 
equivalent of a subcategory in Zendesk and will house its own series of related articles.  
 
 
 
 
 
 
 
 
 



Administrator Support Category 
 
With this proposal, we can isolate admin-specific content: 
 

 
 
The following is a list of Topics that should cover all of our admin-centered content: 

 Administrator Quick Start Guide 

 System Tools 

 Organizational Management 

 User Management 

 Manage Learning 

 Your Site’s Content 

 Permissions 

 Reporting 

 Collaboration 

 **Topics/articles for Classic Model (it’s possible that Store Front may be the only thing that 
needs to be carried over, but will check on this) 

 
 
 
 
 
 
 
 
 
 
 
 



User Support Category 
 
Getting Started and Online User Guide may be the only Topics we need for the User Support Category. 
This will help cut down on the total amount of clicks a visitor makes to find the content they need and 
also reduces the risk of accidentally strolling into the wrong section.  
 

 
 
 

Product Updates Category  
 
The below four Topics are all we may need for Product Updates. Obviously, the RedVector 
Announcements Topic will change depending on the vertical.  
 

 
 
  



Additional Thoughts: Even if you leave a trail of breadcrumbs, people aren’t always going to follow it, 
hence the importance to simplify things as much as possible. As I have become more in-sync with 
Journey terminology, I believe there are still steps we can take to further simplify our content and how 
we organize it. This Salesforce solution offers us a convenient way to do just that. It also provides an 
opportunity to utilize Laura’s stunning design skills to sharpen up our subcategories, which should be 
explored after we have our first Support Center up and running.  
 
The three Support Centers will contain unique content that’s pertinent to the vertical, but I believe that 
by following a simple layout and pattern, we can continue to keep things organized and, in turn, keep 
clients happy to the best of our abilities.  
 
Check out some notable help centers created in Salesforce: 
 

1. Hulu (https://help.hulu.com) 

 Pros: Minimize clutter, simple, clean, no categories 

 Cons: Clients going in blind, solely relying on Search and Featured Articles 
2. SmugMug (https://help.smugmug.com) 

 Pros: Lots of categories on home page, lots of subcategories, organized 

 Cons: Can potentially get overwhelming with a surplus amount of layers for articles, 
subcategories, and categories 

3. Square (https://squareup.com/help) 

 Pros: Fancier Zendesk, drop down subcategories, includes subcategories that are 
populated with articles 

 Cons: Extra clicks to find articles  
4. Olark (https://olark.com/help) 

 Pros: Interactive category menus, nicely organized. 

 Cons: Is this perhaps too fancy?  
 

https://help.hulu.com/
https://help.smugmug.com/
https://squareup.com/help
https://olark.com/help

