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What are error pages?

Standard full-page system errors: 
404, 500, Outage, etc



Why are they important?





Why are they important?









Why are they important?



Research

"[Tickets about error pages] are often the most time 
consuming, both for agents and SME team members. They 
can result in jiras that keep cases active or backlogged 
for weeks, if they're not related to outage type 
incidents...[Each ticket takes about] an hour each on 
average, some far more and some far less."

- Maggie Hahn
Customer Support Representative



Research

There were 1352 slack messages mentioning 404, 500, and 
422 errors in Customer Support channels in the first 2 weeks of 

Jan 2021.



Let’s do some math...

CS reported about 10 calls per month per agent that last about an hour 
total for each ticket.

So, doing the math, and combining it with the average hourly salary of 
a CS agent and the number of agents we had at the end of 2020, 
we spend about $473,280 per year answering questions about 
error pages.
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Problems with our current error pages

No explanation of what 
happened leaves 
users with more 
questions than not

No helpful solutions 
other than to reach out 
to support. Support 
often can’t help with 
system errors. Bad 
user experience.

Additional calls to 
action are not relevant 
to the user’s goals 
when they receive the 
error. More marketing 
than helpful.

Illustrations don’t 
match our brand 
colors, style, or 
industry

Biggest text on the 
page is the number 
404, which doesn’t 
mean anything to the 
average user



Problems with our current error pages

Technical or vague 
header

Blaming the user for 
an error they 
unexpectedly 
encountered. This 
causes stress and 
distrust

Vague calls to action 
that are unclear and 
hard to interpret.

Colors don’t match our 
brand, and the design 
doesn’t help alleviate 
stress, in fact it may 
cause more stress 
than not
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More research

https://www.figma.com/file/RPWfIFj9BBoWBRYFfeoSz9/MXP---Error-Pages-(Master-%40-4d5582e)-copy?node-id=6%3A437&viewport=-2558%2C2687%2C0.8025860786437988


Error message best practices

1. Explains the error in a way users will understand
2. Meets the user where they’re at and guides them back to where they want to 

be
3. Present the user with solutions that may help them find what they’re looking 

for
4. Content is concise and effective for the specific error and user
5. They align with the brand in both content and illustrations



If we implement all of these best practices, we will...

1. Decrease the burden on support
2. Save the company money
3. Improve the user experience when users encounter these errors
4. Increase user trust in our product
5. Replace pages that don’t reflect our brand from the product



Proposed 
Designs
Spec

View in Figma

https://www.figma.com/file/RPWfIFj9BBoWBRYFfeoSz9/MXP---Error-Pages-(Master-%40-4d5582e)-copy?node-id=132%3A590&viewport=2602%2C1869%2C1.0407516956329346
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Error 404



Error 503



Permission Denied



Error 408



Heavy Load



Error 402



Scheduled Maintenance



Thank you!


