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ABOUT ME

<> HI! I'M RAMYA!

* Rising junior at the Georgia Institute of Technology

* Computational Media, threads in Interaction Design and Media
 Business Digital Products team focusing on User Interface Design
* Hobbies include dance, baking, and watching reality TV
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Myron McDaniel
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Designer
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Director
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Designer
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Director
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Emily Marcom
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Designer
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Ul Design Intern
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June Bae
Principal Experience
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Natalya Yampolsky
Principal Experience

Zoe Baker
User Interface Designer
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Inspire and build better lives and communities

e Mission ~

Clients | Teammates | Stakeholders
Provide distinctive, secure and Create an inclusive and Optimize long-term value for
successful client experiences energizing environment that stakeholders through safe,
through touch and technology. | empowers teammates to learn, | sound and ethical practices.
grow and have meaningful
careers.

- /

Values
N /O

Trustworthy One Team Happiness
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- % PROJECT —>

FAQ/Help Wizard

¥ UI DESIGN




FAQ/HELP WIZARD

A ABOUT THE PROJECT

* Creating a wizard help solution for displaying information throughout
the site.
* Find a better way to surface PDFs hidden in current help screen.

ROLE TOOLS

UX Research, Interaction Designer, Ul Designer O
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https://www.figma.com/file/MWpF6HFiVw6Yml24UZsYQl/Free-Neubrutalism-Icon-Pack---33-brand-Icons-in-Neubrutalism-Design-(Community)?node-id=5%3A668

FAQ/HELP WIZARD

A AGENDA CREATE USER

FLOWS AND
FLOW CHARTS

COMPETITIVE
ANALYSIS

CUSTOMER
RESEARCH

PROTOTYPE
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FAQ/HELP WIZARD

Similarities-
i consistent
consistent with ith f
color scheme of with font,
website and font size,
company and symbols
Blend tool
Pro-
medium sizing
gives you access
Pro- to homepage and
doesn't take to popup as well
up as much
space of the —
Con- entire screen
Color theme
doesn't make it
pop as much as it webex
should for the
user =
Pro-
gives example
inputs to help
user decide what
they need help =)
with /
|
|
\u
\

T-MOBILE

Small pro-
Emolis/symbols
‘make the
Pro- message more
friendly “friend|
message- "Hello, S
let's chat” mare
inviting to user c":"hl o
mmc::; little professional and
S more like a chat 2, .
Toumaue message wiha ‘@ I'm here to help! w¥
attention N
Con-
does not give
sample inputs to Plns v ProssBdevices~ Dk Cowagev Wy T-Mobd v mEndasore M comactsmpport v I Can O, Searcn [UTSER
help user {may -
confuse usen)
Compare our plans
wagents® . Compare o
Magenta®
e ¥ Hol, s chatl x
suawBAsics “
Prorives Date + v
L — -
Bgbsomed sty > v
v
i E—
T : : IMI Pro-
smallamount . \ SImﬁr‘;I: and
of space on effective
screen when // \ symbol
closed

Con- / \\ Con-
notvery

\ might be too small and

\ ‘might not convey to
|
o‘:l‘:’p‘;m Click here for more help. - l :.fm:m,‘z?hm
—mn (elders) that the button
- oK ) blue header
el 5 highlights - is used for help/FAQ
urgenqlf and gives example
attention!! inputs to help
user decide what
they need help
m|m
- Zoom - -
Join a Meeting o . mengewe 1N this together.
much information z
E— A e normaten - Keeping you connected . ‘
] Usa your Wb site Hear

wherever you are.

=] Schedude o Vieoex mesting rom your Webex site

Hay thers, I'm Boit the Zoom
virtual assstant
7] Wi yous Webe mestings It Iaperats best when asied
short, direct questions
(2] Wiew your WWebex Mestings bisights

© tHoweminerr

How daljoina

oin my meating

weck out sur Hetp Canters wosking

Plans snd Pricing

__€feco Webex Meetings web app ]
5
// 0y acmpie The el o I Bat e Parmiipiate it st

o e rpnan O : [ [ Fe } =
Con-
too small and
blends into the "
White background to Questions? Talk to an expert
attract any attention
from the user )
pro-
— helpful as it tells
user axactly
Con- ma!mnpu;:w
user may not for
realize thisisa @ —
tool to help or
. e SN Need help?
gives user warning L) :
about sensitive ke
information and P 3
sharing it in the chat i
‘window
_ . > B “C:ﬂmw B Microsoft | Microsoft 365 sroduc spert
Con-
sample inputs to
doﬁln::‘:m Plans and pricing for Creative Cloud apps and more. help Lsar gmay
it vy —— T
m
- s %
o 4'
- - -
[ ]7] e o Uplevel their benefits -
Photogrsphy (20G8) Crestive Cloud All Apps Acrobat Pro
Helpyour farlyachievethele il ptential ith Microsoh
US$999/mo US$54.99/ma US$1499/ma 365. -
| P 50 o st - ——
& - A a ™ 5
mac e B
R U I S @ Hello, welcome to Adobe Seles. I'm
) Sniond b o
I I o w 8 = Microsoft 365 Family $99
Premiere Pro. Ilustrator Adobe Express After E
US52099/mo US52099/ma US§999/mo uUss2 Homesih omnsREn |
» A

2 For PC. Mac 105, and Android @Y 1 T8 of cloud storage per penon M For up io 6 people
e convenient subseription for up to 6 peophe. Includes premium Office 3pgs, up to 6T8 of cloud storage — | T8 per person — and advaned security for all your

devices Type your messeae +

Liy.itfree for one: monin oo T mﬂ

VERIZON

Pro-
like the contrast
afcolors and how

it gives two
aptions, making it
1o the point
Pro-
to the point and
might make it o . .
casier foruser | con- - « Find yourideal
to pay attention “Tw:'k"m making it pl one and D|al'l
o o rare e
homepags not  "quiet* pop- Answer a few quick questions...
con- -— e o
toobigafa \ )
windaw that
blacks offtne
entire page
X

Before we get started, are you already with Verizon?

Fmnewto Verizon ' aroady a customer

proamae.

BLUEJEANS '

sizing
Con-
Instead of using.
“Chat Now™-
could use "FAQ"
or “help here”

layout!

Bluejeans

The Ultimate Power Pla.

The

 Islanders are bringing fans closer together with Bl

D e

Hello snd welcome to
Blusjeanst &

sk me anything ard Tl do

i o BET

Joining a Meeting

Speak with BlusJeans Expert

Download Blus Jeans App

SIMPLE. SMART. TRUSTED.

Productinte

- Video Conferencing for the Digital Workplace —
~ o
L I T
\ .
. P # Design
ADOBE XD *
[ e— ) [

. Convert '/' to groups

The '/' character now signifies group
levels. Convert your slashes (/) to
nested groups or replace your

3 slashes (/) with a dash (-). Learn

more
a N

Replace /" characters

Back to libraries



Pro- Con-

small amount not very
of space on visible when
screen when collapsed (just
closed the ?)
— .

Click here for more help.

Pro- Pro- Pro-
medium sizing doesn't take gwes exar:plle
: inputs to help . )
gives you access up as much ) English
user decide what
to homepage and
to popup as well spe}ce of the LU A Webex Meetings Help x
entire screen with JOI N a Meetl ng 0
I — T — L Search for an answer o
Con- Enter meeting information (=] Join a Webex meeting from your Webex site >
Color theme
doesn't make it =] Use your Webex site S
pop as much as it . .
(=] Schedule a Webex meeting from your Webex site >

should for the
user O 3 Cisco Webex =] View your Webex meetings list S
=

Meet online with crisp, clear video and audio conferenc 5] View your Webex Meetings Insights >

whiteboards.
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your screen, present information, and annotate shared ¢
J l

More questions? Check out our Help Center!
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FAQ/HELP WIZARD | FLOW CHART- FAQ/HELP SIDE PANEL

Wizard/FAQ

- Link
window Hover cvercor
for information
on current
f I h t website through ‘
OW C a r a link or pdf - PDF Download
download
Enter specifics in search Given list of sample .
T box questions with links Choose link
| Click X at the top
right
- Article 1 with information
Needs to f{"d - Article 2 with information Rea(;’uggﬁgﬁr o
answers to :
Sariain Userh r;ﬁ;nigg:les to Click go back to
griestions Gan dlick on main menu
icon to pull up :
interact with - help window on [Fgau“g"g{;‘sif;"?ﬂ Interact with chat
chat bot the j;ﬂg:&the bot to answer
questions
[Fraud Inspector]
for example: Suggestion 2
currentlyon a Click X at the top
' — Chat bot -
fraud right
inspeCtor ——-  General Suggestion 1
window
—— ‘ Click go back to
main menu

- General Suggestion 2

New tab with help
section

L. Help Link
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FAQ/HELP WIZARD | CHAT BOT RESEARCH

Limited Customer Handle only

Functionality Insights Basic Inputs
Customer Waste of Time
. Trust
Frustration for Customers
Survey
Research

TRUIST HH



FAQ/HELP WIZARD

CONCLUSION FROM RESEARCH

Bots and humans excel at different tasks

Where humans win

Answering a variety

Answering common

of questions questions quickly
Dealing with complex Reducing hold times
situations Quick routing to the
Understanding human right place

emotion

TRUIST HH
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FAQ/HELP WIZARD

A WIREFRAMING

TRUIST HH

Fraud Inspector

help icon &%

Need help with Fraud Inspector? Click this link or download this PDF to

Enroll in Fraud Inspector® -

Identify and curb potential fraud on your business accounts. Enroll in Fraud Inspector to receive

3l

Review items

Review your paid check and ACH items from
the previous business day with any available
images.

the added protection you need:

2OX
Request item reversals

If you suspect fraudulent activity, you can
dispute an item by requesting a reversal
between 9 am and 2 pm ET.

Get started

Get money back—fast

Item reversals can appear in your account as
soon as one business day after your reversal
is complete.

Questions? x|

Title for links below:

Chat with us! (chat bot)

more questions? check out help section at the top!

Questions?

Label of Fraud Inspector question
clicked

Chat with us! (chat bot)

more questions? check out help section at the top!

TRUIST HH




FAQ/HELP WIZARD

A DESIGN CRITIQUE

TRUISTRH

Fraud Inspector

tify and curb potenti busir

Review items Request item reversals

uspect fr julent activity, yo

Juesting 1

Get started

Enroll in Fraud Inspector

BH2 Fe2
Overall | like this approach
the best. info is served up

with related / most asked
questions would be nice.
. 7 PP2 Search i really helpful too.
Questions:
BH2 - | prefer the
‘ | Lorem ipsum

flyout option as
| . opposed to a full

Title for links below:

page in a new tab.
Keeps the user
Would the focused

w

Content populates
based on page user
ison

content for these
page live in the
Quick reference

guide? (QRG)
Content populates
based on page user EM1: What's the
ison i
intended

difference in

content between

Fraud Inspector Suggestion

EM1 — the square and

rectangle options?

Fraud Inspector Suggestion

General Suggestion

General Suggestion

Chat with us! (chat bot)

BB&T support

SunTrust support
1 (999) 999-9999 1 (999) 999-9999

Help Customer S

C

(ws]

(ws]
{
)
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more questions? check out help section!

EM2 BH1

CC2 since this includes a
link what would be the
interaction? Popup/tool tip?
section be higher and kind of confusing with
on the page or it mentioning to refer back
to top when there is a link?
more

discoverable?

BH1 - Should
"More questions"

EM2: How would we
decide what help
items showed up in
this help panel vs a
separate help
section? Are they

different?

Organized

Feedback

Would the
content for these
page live in the

Quick reference
guide? (QRG)

ES1: How much
content is generally
in these sections? is

the side panel
enough or should it

live on its own page?

CONTENT

EM1: What's the
intended
difference in
content between
the square and
rectangle options?

EM4: would this
page incorporate
items from current
'help & support'
page? (call us, find
us, inbox)

Help icon/Location

EM3: Would content
on these pages be
shown on
screen/hidden/colla
psible or link to a
new view/help page
like the side sheet?

COMPLIMENTS

BH2 - | prefer the
PP2 .
flyout option as
opposed to a full
page in a new tab.
Keeps the user
focused

Overall | like this approach
the best. info is served up
with related / most asked
guestions would be nice.

Search i really helpful too.

More questions area

ES3: is the best
placement for this
or should this move
down on the right
side? will i accidently
hit sign out?

PP3
This works for
genaral Help/FAQ
but may be hidden
and not contextual
to users' needs

ccl Qon
interaction/behavior
of help. is this a
static help icon or
will it float as user
scrolls to keep on
screen at all times?

e —

PP1
This is great for PDFs and is
contextual to page itself. |
like that it is in the upper
right hand as it could be a
consistent way to show all
Help / FAQ

BH1 - Should
"More questions"
section be higher

on the page or
more
discoverable?

EM2: How would we
decide what help
items showed up in
this help panel vs a
separate help
section? Are they

different?

CC2 since this includes a
link what would be the
interaction? Popup/tool tip?
and kind of confusing with
it mentioning to refer back
to top when there is a link?

ES2: where is the
help section at the
top? am i not
technically in the
help section or does
this content also live
somewhere else?
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FAQ/HELP WIZARD

A DESIGN PROCESS

TRUIST HH

Title for links below:

Chat with us! (chat bot)

Questions?

more questions? check out help section at the top!

How can we help?

Browse our walk-throughs

Enroll your
company

Meed to be a Business
Owner or a Full Access
Admin

Add or
remove
accounts

Meed to be a Business
Owner or a Full Access
Admin

Click here —
Click here =
Review items in Fraud Inspector >
Enroll in wire services >
Chat with us

Didn’t find your answer? Check out Help and Support.

How can we help?

Browse our walk-throughs

-

Enrolling your
company in
Fraud Inspector

The Business Owner or
Full Access Admin can
enroll in Fraud Inspector.

Click here —»

-

Reviewing
items in Fraud
Inspector

The Business Owner or
Full Access Admin
entitles users for Fraud.

Click here —

-

Add or remove
accounts in
Fraud Inspector

The Business Owner or
Full Access Admin can
add or remove accounts.

Click here —»

-

Submit return
requests in
Fraud Inspector

Select the return reason
for each item you deem
fraudulent.

Click here —

Chat with us

Didn’t find your answer? Check out Help and Support.




FAQ/HELP WIZARD

A FINAL DESIGN

TRUIST fiH

TRUIST HH

Home Accounts Transfer & Pay

Payroll

Fraud Inspector

‘count

Enroll in Fraud Inspector®

Identify and curb potential fraud on your business accounts. Enroll in Fraud Inspector to receive

Hill

Review items

Review your paid check and ACH items from
the previous business day with any available
images.

the added protection you need:

o}
Request item reversals

If you suspect fraudulent activity, you can
dispute an item by requesting a reversal
between 9 am and 2 pm ET.

!
..-""..!'3

Get money back—fast

ltem reversals can appear in your account as
soon as one business day after your reversal
is complete.



FAQ/HELP WIZARD

A FINAL DESIGN

TRUIST HH

How can we help?

Browse our walk-throughs

-

Enrolling your
company in
Fraud Inspector

The Business Owner or
Full Access Admin can

enroll in Fraud Inspector.

Click here —»

-

Reviewing
items in Fraud
Inspector

The Business Owner or
Full Access Admin
entitles users for Fraud.

Click here —»

-

Add or remove
accounts in
Fraud Inspector

The Business Owner or
Full Access Admin can

add or remove accounts.

Click here =

-

Submit return
requests in
Fraud Inspector

Select the return reason
for each item you deem
fraudulent.

Click here =

Chat with us

Didn’t find your answer? Check out Help and Support.

How can we help?

Browse our walk-throughs

€— Main Menu

Enroll your company
Need to be a Business Owner or a Full Access Admin

1. Select Fraud Inspector from the top navigation in Truist
Online Banking. Based on other features you have, Fraud
Inspector may be listed under More v .

2. Click Get Started.

3. Review the Terms and Conditions, clicking the checkbox
to indicate you've read and agree to them.

4. Click Continue.

5. You are presented with the accounts that are eligible for
Fraud Inspector. Select the accounts you want to monitor,
then click Enroll now. To enroll in Fraud Inspector, you must
select at least one account for monitoring

6. A success message displays.

Chat with us

Didn’t find your answer? Check out Help and Support.

How can we help?

‘ Enroll account

€&— Main Menu

Search results

Enrolling your company in Fraud Inspector

The Business Owner or Full Access Admin can enroll in
Fraud Inspector. To enroll your company to Fraud Inspector
for the first time:

Adding_or removing_accounts in Fraud
Inspector

From Online Banking: 1. Click Fraud Inspector. 2. Click
Manage enrollment. 3. Select the accounts to monitor or de-
select accounts to remove, then click Save.

Reviewing_items in Fraud Inspector

You'll see a summary of the items to review for the current
day, including: Number of items available to review for each
account enrolled in Fraud Inspector

Chat with us

Didn’t find your answer? Check out Help and Support.
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FAQ/HELP WIZARD

A NEXT STEPS

The ability to toggle
between open
window and fly out.

TRUIST HH

Should help icon be
static or hover on
the page as the user

scrolls on the page?

(Additional
functionality)

The amount of
content that would
appear in the search
bar.

(Small -> bigger)







FAQ/HELP WIZARD

EMILY EVA TEAM
MARCOM STORY SCRUMSHINE

4

THANK YOU!!

HENRIETTA
DWOMOH-APPIAH

MENTORS &

TRUIST

ATL SQUAD INTERNS
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