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What is SUMO?
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SUMO = support.mozilla.com
(or simply Firefox Support)
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• Over 170 million active users today

• The current support offerings are hard for users to find

• Tremendous community efforts to provide support, but scattered 
across different sites with various levels of completeness

• We need better knowledge about our user’s experiences

• Our users deserve it
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The components of SUMO

• Knowledge Base

• Forum

• Live Chat
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• Currently over 200 English how-to’s, tutorials, references, and 
troubleshooting articles

• Wiki-based system

• Anyone can edit an article

• Edits are reviewed and approved before published

• Based on TikiWiki CMS/Groupware

Knowledge Base

16

TikiWiki CMS/Groupware is a LGPL licensed 
content management system.



Knowledge Base

• Tags to connect relevant articles and enhance search criteria

• Not strictly categorized – emphasis on search

• Article feedback system

• Per-article discussion thread for contributors
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Support Forum
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• Users can ask questions not covered in the Knowledge Base

• Questions are seen by many volunteer helpers

• Users and helpers don’t have to be online at the same time
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Live Chat
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• Users can get instant, personal help

• Helpers can walk users through troubleshooting a problem

• Users and helpers need to be logged in at the same time
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Firefox 3 Product Help

• SUMO will be the product help for Firefox 3

• Currently being localized to 25+ languages (including 
Japanese!)
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Firefox 3 Product Help – Benefits

• Lower technical barrier for volunteers

• Easy to sign up and improve a support article

• Reduced workload for main content writers

• Dynamic content

• Ability to improve/correct documentation even after a release

• More exposure to the SUMO project, leading to more volunteers 
and higher quality Firefox support
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Localization

• Ability to translate articles 

• Ability to localize the entire app

• “Article not translated” notification

• Automatic language detection based on browser settings
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http://support.mozilla.com/ja/forum ?
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Google Summer of Code project: Powerful search engine for 
SUMO 
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Google Summer of Code project: Online in-wiki screenshot 
annotator and editor



Plans and ideas for the future

• Redesigned website

• Screencasts for the Knowledge Base

• Improving the Forum

• Improving search

• Screenshot annotations

• Your ideas here! ^_^
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We need your help!

• Providing feedback

• Writing articles

• Translating articles

• Reviewing article changes

• Helping users in the forum

• Helping users in Live Chat sessions

• Hacking the SUMO/TikiWiki source

• Other things?
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Q u e s t i o n s ?


