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Objective 
To revisit the Retail Express help article content available to customers/users/stakeholders 
on maropost site. Evaluation of content if it is up-to-date. 

Location: https://galaxy.maropost.com/s/retail-article

Total Articles: 

Expected Completion: July 31, 2024

https://galaxy.maropost.com/s/retail-article


Background
Retail Express has been working tirelessly to provide a better and efficient ecosystem for the users. This led to 
inclusion of new features, fixing issues and shaping up existing features to cater to the users need and smooth 
business run. 

While RE has been working to introduce significant changes, there has been instances where new features has not 
been updated in the existing help articles that were available to users in the knowledge bank (Galaxy).

Typically all the changes in RE features are communicated to users via release notes and the notifications directly 
displayed to the users on the POS and Backend support system, but it created a gap between information available 
on RE help articles and changes on the ground. 

 



Problems statement

1
There has been a gap between the features 
released/updated and information available 
in relevant help articles. 

2
Since there has been changes in RE UI, 
some articles have correct/updated 
information, but they have old UI 
screenshots which makes it difficult for 
users to navigate or follow along.

3
The flow of information is inconsistent on 
the site, which makes it difficult for users to 
navigate through multiple pages. 

Eg: ‘Note’ in the articles are written 
differently in many articles and the 
inconsistent writing style does not create a 
pleasant experience for users. 



Project objective

To provide up-to-date and consistent 
information to users which help in

● Reduce support Contact

● Self-reliant Customers

● Positive User Experience

● Empower the Customer



Content Hierarchy

14 534
Topics Articles

80
Categories



Retail Express Help Articles

Click here to access data Excel Sheet

https://docs.google.com/spreadsheets/d/1Zwk__aWYamS8PuOUhHuvvhyOcdiNr8_oihGSuKx6n_8/edit?usp=sharing
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Implementation 
Roadmap



The Approach
Based on the initial conversation, we are planning to launch this content upgradation plan as a refresher 
course for the Retail Express Team. 

The idea is to get all hands on deck and involve all the team member in the process, so that each member 
will go through certain articles, understand the nuances and then update the content. 

The key will be to get the process going without overwhelming the team mates and giving them enough 
time to complete the BAU without any obstacles. 



Timeline The project is expected to be completed in 7 months from 

01 Jan 2024- July 31, 2024

20XX

Freeze changes and set 
up process for future

Once all the articles are updated. 
We also need to set-up the 
process that can be 
implemented which will keep the 
article relevant and up-to-date.

Jan 2023 (Week 3)

Article Completion 
Stage

Once the article is 
completed, it will need to 
go through a basic double 
check process to ensure 
all the checkbox has been 
ticked. 

Jan 2023 (Week 1)

Finalising the available 
resource list and then 
allocating the article to each 
individual.

Dec 2023

Resource availability 
checks

We need to figure out 
how many resources are 
available to be involved in 
this project. 

Resource and task 
allocations



Task and Resource 
Mapping

We will need to match the articles 
with the resources. After initial 

allocation, we should keep week 1 
for any changes and reallocations. 

Execution Process

01

02 03

04

Implementation 
Checklist

We will need to match the articles 
with the resources. After initial 

allocation, we should keep week 1 
for any changes and reallocations. 

Freeze and Publish
Lorem ipsum dolor sit amet, consectetur 
adipiscing elit, sed do eiusmod tempor. 
Donec facilisis lacus eget mauris.

Final Check
Lorem ipsum dolor sit amet, consectetur 
adipiscing elit, sed do eiusmod tempor. 
Donec facilisis lacus eget mauris.



Upgradation 
Checkpoints

Since the project will involve many people, it is very important to create a 
checklist where the person responsible will make the changes and then put it 
through the checklist to ensure to ensure all checkpoints are covered. 

Content 
Update

Screenshots Language 
Check

Styles Hyperlinks



Road Blocks
● Resource availability and its count  is not confirmed.
● A step-by-step guide to implement for these changes
● Timeline approvals
● Priority set-up for articles

- Are all the categories good to go in terms of flow and hierarchy?
- Flow of articles is okay and good to go?



Thank you.


