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	Checklist for writing help content
Content usability checklist for ensuring high quality of help content



These guidelines are a supplement to our Global Product and Customer Support Style Guide.
Contents:

1. Understand and focus on the member's goals 

2. Make pages findable (Search Engine Optimization) 

3. Write in the correct tone and style
4. Support Customer Support's goals

5. Implementing help pages correctly - Technical Checklist

Understand and focus on the member's goals 


· Understand your target group and what their goal / main concern / need is. Prioritize to start with the most important topics from your user's view and then drill down to the collateral or additional information "inverted pyramid").

· Balance findings from user research against business considerations.

· Write specific and focused: Offer one solution per problem. Describe benefits specific and with measurable arguments, i.e. use comparisons.
· Focus on helping the member, rather than selling a feature. 

· Think globally. As a general rule, avoid use of idioms, jargon, acronyms, and slang. Try to select examples that will work globally. Idioms can be used where they add value and clarify, for example: "clear and level playing field." (A lot of US site users are non-native English speakers.)

· Use a topic format; not a FAQ format. A list of 20 FAQs is hard for users to scan and grasp at first sight.
Make pages findable (Search Engine Optimization) 

· Update metadata, the IA and the A-Z index whenever you are adding a new page or changing the title of a page.

· Use a natural and purposeful language for updating metadata to reflect what customer's might search for.

· Use precise wording for all headlines and link names, telling users exactly what will be “behind” a link (not: “More information”, but: “Learn more about Reviews & Guides”).
Write in the correct tone and style

· Use a natural and purposeful tone of voice as described in the EU Brand Guidelines.

· Use accurate, understandable, clear, and concise terms. 
· Use an active voice ("we" and "you") and short, simple sentences.
· Step-by-step instructions are numbered. Each step is a complete sentence that starts with an imperative. 
· Uses quotations only for buttons, tabs, titles of eBay pages and references and not for eBay terms.
Support Customer Support's goals
· Clear and accurate Help can reduce Customer Support (CS) contacts. CS Representatives use Help when responding to members. 

· Address CS Top Drivers using Top Questions (in each Help section); not to market new features.

· Use projects to address CS impact for a feature, but also as an opportunity to improve related content.

Implementing help pages correctly - Technical Checklist

	When you’re working on …
	Remember to…

	Page titles
	· If you change page titles, the change also needs to be reflected on both the associated topic page and in the IA. 

· Remember: All page titles have to be in sentence case.


	Links 
	· Make sure all links are correct.
· Replace redirects with correct links. 


	Instructions for users
	· If you’re describing steps within an eBay process, go through it yourself to confirm the steps are correct (either in the live environment or in QA). 


	Keywords/Metada
	· Remember to add (or delete) keywords in the metadata section and to update this section regularly with any help page update.


	Related topics module
	· Whenever you update a help page, make sure that the listed articles are still relevant and the best choices to include.

· Check the links, and replace any redirects.

· Verify that the link labels match the page titles.


	Creating new pages
	· Determine on which topic page your new article will live.

· Add the page title, link, and blurb to the topic page. 


	Deleting pages
	· Find a relevant redirect, and include it in your word doc.

· Delete the page link from its topic page, and from “Related topics” modules on other pages that you know of. (You can do an advanced search on Google (using site:pages.ebay.com/help, plus the page title) to find additional pages.)


	Topic pages
	· Review topic pages any time there are product changes, paying particular attention to the “Solve a problem” module. 


	Graphics
	· If you’re including a graphic, include the image path as a comment. (To get this, hover over the image and right click. Select “Properties,” and copy/paste the URL into the document.)  


	All pages
	· Please consult the Global Product and Customer Support Style Guide when editing pages. 

· Always edit pages with "track changes", so any requestor or Content Strategist can see what you’ve changed. 

· Double check that the asset ID and URL you have listed in the word doc are correct. 


Optimize pages for online reading
· Use clear and meaningful headlines and subheadlines. Make sure to use terms which are also used in the following paragraph (consistency and "informations scent")

· Use elements such as bulleted lists, tables, and white space to make the pages easily scannable. 

· Use graphics (including screen captures) when they can significantly help the user understand a concept or discover a hard-to-find button.

· Minimize duplication of content and documentation of third party procedures (PayPal, Web browser operation, email functionality). Summarize and use links.

Uphold the identity promise of Help

· Help must deliver on its definition to be helpful and trustworthy. Help must be accurate, not only for the sake of the user, but because it also represents eBay as a company. Help pages may be used as evidence in legal cases. 

· Help must be credible and professional, free of typos and grammatical errors. 

· Review voice and tone of the writing. Voice is helpful, straightforward and friendly, not cute or condescending.

· Each section has its own purpose and tone. New to eBay (encouraging and educational) is different from Transaction Problems (with understanding, but explicit).

· Use the Help template for Help pages only.

· Deliver the correct format of Help for an area (bubble, contextual, inframe, Help Center).

· Do not allow content to be dumped in the Help Center just because it is handy (see goal of Help).

· People’s expectations of Help are also based on their use of other Help systems that share common characteristics that are Help standards.
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