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Why Support? 

!   Bad support sucks. 

!   Support costs time and money.  

!   I need support every work day.  

!   I give support every day. 

!   Delivering better, faster and more efficient support 
makes everyone happier. 

!   Remember, we support People, not Tickets.   



What’s My Goal? 

!   Arm you with tips you can use to provide better, more 
satisfying support for WordPress, plugins and themes. 

!   Help you create happier users who will advertise and 
advocate for you. 

!   Inspire you to contribute to the WordPress Community. 



Let’s get on with it . . . 



– Why? 

Why support users? 

!   Give Back to Free 
Software community 

!   Create better software 
with helpful feedback 

!   Hope to upsell customers 
to a commercial product 

! Guilted into it by poor 
wordpress.com stats? 

1.  Plan Your Support 



1.  Plan – Who? 
Gives Support? 
!   Just you 

!   A team 

!   Outsourced? 

!   Rabid Fanboys & Fangirls 

Gets Support? 
!   WP Community 

!   Paying customers 

!   Those who RTFM? 



1.  Plan – What? 

What Level of Support? 
!   None, zilch, zero. 

!   Warranty / bugs only 

!   Style questions 

!   PHP / JS questions 

!   Plugin & theme compatibility 

!   Anything goes? 

What do you do with Feature Requests? 
!   Have a policy; it makes decisions so much easier. 

!   We scratch our itches in public. 

 



1.  Plan – Where? 

Community Support 
! WordPress.org forums 
!   Your own forums 
!   Blog posts 
!   Specialized sites 

StackExchange 
!   Twitter 

Direct Support 
!   Email 
!   Helpdesk / Trouble ticket 
!   Phone 

 



1.  Plan – When? 

!   24/7 support? 

!   Is it 8 – 5 PT? 

!   When you’re good & ready? 

!   Every Friday morning? 

!   When pigs fly? 

http://www.flickr.com/photos/smemon/ 



2. Setting Expectations 

!   Customers need to 
know what to expect. 

!   Clearly communicate 
your 5 W’s. 

!   Support policies 
should be easy to find 

!   Do what you say. 



3. Documentation is Gold 

!   Nothing heads off support 
requests better than well-
written, organized, and 
helpful documentation. 

!   Ideally, your users should 
only have to contact you as a 
last resort for most issues. 

!   Continually improve your 
docs and learn from your 
feedback and questions. 



3. Documentation is Gold 

!   Apply screenshots liberally 

!   Consider video  

!   Try not to rely on video solely 
unless you transcribe or caption. 



4. Find the Right Tools 



4. Find the Right Tools 
Your Support Platform 

! WordPress.org  

! ZenDesk 

! ClientExec 

 

! Kayako 

!   Email   
  



Snippets 
! TextExpander 

! AutoHotKey 

!   Your IDE 

Snippet Tips 
!   Get the same question 

twice? Make a snippet. 

!   Sync & Share (Dropbox) 

!   Personalize if possible – 
don’t just copy/paste 

4. Find the Right Tools 



4. Find the Right Tools 

Text Editor 

!   Your IDE of choice 
(mine’s Sublime Text) 

!   Learn the shortcuts 
(hotkeys, macros) 

!   Format code and follow 
WP.org coding standards 



4. Find the Right Tools 

File Sharing & 
Short Links 

! CloudApp 

! Dropbox 

!   Google Drive 



4. Find the Right Tools 

Notifications 

! WordPress.org Profile 
Notifications 

profiles.wordpress.org/<username> 

!   Google Alerts 

www.google.com/alerts 



4. Find the Right Tools 

Local Test Environment 

!   MAMP 

!   XXAMP 

!   LAMP 

!   Vagrant 

Lots of articles – it’s not that hard. 



4. Find the Right Tools 

Time Tracker 

! Toggl 

!   Harvest 



4. Find the Right Tools 

Screenshots 

!   SnagIt! 

! Skitch 

! PrintScr 

!   CMD + Shift + 4 
(Mac) 



4. Find the Right Tools 

Video 

!   SnagIt! 

! Camtasia 

! Screenflow 

!   Jing 



5. Learn to Listen 

!   Listening is more than hearing. 

!   Stop, read, think. 

!   Empathize  
!   remember what it was like 

!   imagine how it is now. 



6. Clearly Communicate 

Write for web 

!   front-load copy 

!   short paragraphs 

! blockquotes 

!   use lists 

!   be concise. 



6. Clear Communication 

!   Use numbered lists for 
easy reference later. 

!   Write / speak simply 
!   English isn’t 

everybody’s 1st 

!   Proof before you post 

!   Show and tell 
!   Use screenshots when 

helpful. 

!   Use quick videos 

http://www.flickr.com/photos/kristinaphotograpy365/ 



7. Collect, Analyze & Adapt 
!   Learn from your support questions 

!   Install / make analytics of some kind 

!   Review support requests regularly and find ways you 
can improve & keep it simple. 



8. Have a Priority Option 

!   Some people NEED HELP NOW!! 

!   Good support always costs 
something – it’s your time.   

!   Consider having a priority 
support option 
!   Tokens 

!   Subscriptions 

!   Packages 



8. Have a Priority Option 

!   There are a lot of WordPress 
builders that need help for their 
customers. 

!   Make it worth your while. 

!   Outsource.  Tweaky, other dev 
shops, contractors. 

!   Analyze your priority options. 



9. Know When to Walk Away 

People can be:  
!   Panicked 

!   Nasty 

!   Rude 

!   Entitled 

!   Manipulative 

!   Overwhelming 

!   Threatening 

You gotta know when to hold ‘em, know when to fold ‘em . . . 



9. Know When to Walk Away 

http://www.flickr.com/photos/chaparral/ 

!   Exploding at a user, or putting 
them in their place rarely 
makes you look better or 
solves the problem. 

!   When angry or defensive, 
walk away.  

!   If you must respond, be a 
robot – get data, analyze, 
reply, move on.  



9. Know When to Walk Away 

Venting tactics 
that hurt 

!   Let ‘em have it! 

!   Public ridicule, 
even if it’s 
anonymous 

!   Us vs. Them 

!   Piling on. 



9. Know When to Walk Away 

Venting tactics that help: 

!   Write what you’d like to say in a 
Word or text doc. 

!   Take a walk. 

!   Tell a friend offline, or in a 
protected area. 

!   Put yourself in their place. 

!   Look at cat pictures. 

!   Eat bacon. 

!   Sleep on it. 

http://www.flickr.com/photos/deeplifequotes/ 



10. Be Yourself 

!   People can tell when 
you’re genuine. 

!   The WordPress 
Community is People! 

!    Have fun. 

http://www.flickr.com/photos/andedam/ 



My Support Challenge 
!   If you haven’t, register for an account on WordPress.org. 

!   Set aside 20 minutes per week to answer two questions 

!   If you’re hooked, join the WordPress Docs & Support Team. 



Special Thanks / Cast 
!   Seattle WordPress Meetup 

!   Siobhan Bamber – Support Intern, WordPress.org  

!   Jerry Bates – Happiness Engineer, Automattic 

!   Marty Diamond – Conversion Optimization, Diamond Website Conversion  

!   Ian Dunn – Code Wrangler, Automattic 

!   Mika Epstein – Half-elf Support Rogue, WordPress.org / DreamHost 

!   Laura Espinosa – Project Manager, IvyCat 

!   Ryan Markel – Happiness Engineer, Automattic 

!   Siobhan McKeown – Docs Team Leader, Audrey Capital 

!   Anne Plummer – Web Developer, IvyCat 

!   Kathryn Presner – Happiness Engineer, Automattic 

!   Maria Scarpello & Support Ninjas, WooThemes 

!   Andrew Spittle,  Lead Happiness Engineer, Automattic 



Oliver, Support Manager 



Get in Touch! 
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